@@ tripadvisor

Managing Your Brand’s Online
Reputation on TripAdvisor

Scott Caufield
Destination Marketing Manager — Central & Southern US

TripAdvisor




Alabama on TripAdvisor

o 51.6 million page views
o 15.3 million user sessions
o 4.17 (of 5) average review score

Top States Viewing Alabama: Texas, Tennessee, Louisiana, Georgia

Top Countries Viewing Alabama: UK, Canada, Germany, India

Source: TripAdvisor Internal Stats.
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About TripAdvisor

TripAdvisor is the world’s largest travel site”
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415M 49 600M 7.1M

Average unique Markets Reviews and Accommodations,
monthly visitors** worldwide opinions restaurants and attractions

*Source: comScore Media Metrix for TripAdvisor Sites, worldwide, May 2017

** Source: TripAdvisor log files, Q2 2017 tripadViSOI’ ‘ 5
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Find the lowest price on the right
hotel for you

] City or hotel name

[J Checkin — [J Check Out

= @®tripadvisor Q

Source: TripAdvisor log files, Q2 2017

The World’s Most

Downloaded Travel Apps

420+ Million Downloads
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TripAdvisor: Worlds Largest Travel Site

TAMG remains as the largest travel player worldwide

Millions
20 40 60 80 100 120 140

TripAdvisor Media Group 121.360
TripAdvisor Sites
Ctrip International 62.836
Booking.com 62.135
Expedia 37.257
Trivago Sites 31.222

Hotels.com Sites 25.763

114.480

Airbnb

Qunar
LVMAMA.COM
12306.CN
Skyscanner
uUu456.COM
Kayak.com

MSN Travel
Agoda

Sohu Travel
HomeAway
EDreams Odigeo
Mafengwo

Indian Railways
Priceline.com
Ryanair
Despegar-Decolar Sites
Travelocity

Source: comScore May 2017

22.608
22.218
21.245
21.147
17.709
17.537
16.016
15.251
14.640
13.303
13.138
12.715
11.945
11.472
11.378
9.645
9.513
9.273

Note: For comparison purposes data above reflects Desktop only

TripAdvisor 20% of the Travel Market
TAMG 18% of the Travel Market
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TripAdvisor users engage with more content than other before making a
travel purchase:

of US online TraveliBuyesed/iSitetl TripAdvisor '{(
prierte purchase
V4

Source: comScore, 2017 l, .






The Power of Reviews for Hotels

of travelers consider reviews
important when planning &
booking hotels

will “usually” or "always” reference
TripAdvisor reviews before making a
booking decision on a hotel

X : H
Source: 2015 ‘Custom Survey Research Engagement’ conducted by Phocuswright on behalf of TripAdvisor. trlpadV| Sor ‘ 10



The Power of Reviews for Restaurants
and Attractions

of travelers will "usually” or “always”
reference TripAdvisor reviews before
booking a restaurant

will “usually” or “always” reference
TripAdvisor reviews before deciding
on an attraction to visit

Source: 2015 ‘Custom Survey Research Engagement’ conducted by Phocuswright on behalf of TripAdvisor. trlpadV| Sor ‘ 11



Reviews Encourage Travelers to Spend More

* If prices are the same,
users are 3.9 times more
likely to choose a hotel
with higher review scores

* /6% of customers were
willing to pay more for a
hotel with higher review
scores
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6 Steps to Managing Your Online Reputation ‘



TAKE CONTROL
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Claim Your TripAdvisor Listing
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C | & TripAdvisor LLC [US] https://www.tripadvisor.com/Owners w ®
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REVIEWS

advisor

PRODUCTS FREE TOOLS RESOURCES

Find and Claim Your TripAdvisor Listing

Q Search for Your Business

Sign in to TripAdvisor
Business not listed? Get listed now

Your business already appears on TripAdvisor — now put the world's largest travel site to work for you. Claim
your listing for free access to powerful business-building tools.

N
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Access the Management Center

Claiming your listing gives you access to the Management Center
where you can:

Optimize Your Listing Manage Your Reviews Track Your Performance

SO
40
o @

Update your business description, Generate more feedback with Review Analyze how you're engaging with
add photos, and highlight amenities Express and join the conversation via travelers on TripAdvisor and how you
to attract traveler's attention Management Responses measure up against competitors
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TripAdvisor Reviews Are Largely Positive
43%

350

OO000  14% 4.16

Average Review
Score
@@O00 504

®@0O000 4%

@@ tripadvisor |



Overall Reputation Management Impacts your Bottom Line

The Center for Hospltahty Research

I Hospitality Leadership Through Lec

Encouraging Reviews leads to an increase In
review score and ranking on TripAdvisor

Responding to reviews leads to improved
sales & revenue

Higher review scores allow hotels to charge up
to 11.2% more while maintaining occupancy

rates

The Center for Hospitality Research. Cornell University. December 2012. tripadvi sor ‘ 19

Source: “The Impact of Social Media on Lodging Performance.” Chris K. Anderson,
d Saram Han, The Center for Hospitality Research. Cornell University. May 2016

“Hotel Performance Impact of Socially Engaging with Consumers”, Chris Anderson an



The TripAdvisor Popularity Ranking

Once we’ve reached a
critical mass of reviews,
we’re able to more
accurately predict that
property’s ranking

The bubble ratings
provided by travelers
contribute to your
ranking

Recent reviews carry
more weight than older
ones
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ENCOURAGE
FEEDBACK

.




Cornell Research: More Reviews Lead to Higher Ratings

“Online Customer Reviews of Hotels: As Participation
Increases, Better Evaluation Is Obtained”

AS reviews increase,
ratings become more
positive

Source: “Online Customer Reviews of Hotels: As Participation Increases, Better Evaluation Is Obtained.” < . .
Santiago Melian-Gonzalez, Jacques Bulchand-Gidumal and Beatriz Gonzélez Lépez-Valcarcel. Cornell Hospitality Quarterly. March 2013. trlpadV| SOr ‘ 22



http://cqx.sagepub.com/search?author1=Santiago+Meli%C3%A1n-Gonz%C3%A1lez&sortspec=date&submit=Submit
http://cqx.sagepub.com/search?author1=Jacques+Bulchand-Gidumal&sortspec=date&submit=Submit
http://cqx.sagepub.com/search?author1=Beatriz+Gonz%C3%A1lez+L%C3%B3pez-Valc%C3%A1rcel&sortspec=date&submit=Submit

Encourage Guests to Write Reviews
with Review Collection Tools

* Review Express == YO ViSiT?
* Widgets | g

* Reminder cards

* Downloadable assets

* Stickers

* TripAdvisor app for Facebook
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Collect Recent Reviews with
Review Express

@l s advisor

Schrute Farms - PROFALE REVIEWS. PRODUCTS REPORTS FREE TOOLS RESOURCES

Review Express
° 00
Home Dashboard Create Survey Send Email Settings

Customize and send your Review Express email ¢ Se n d u p to 1 ] OOO
emails per day

- Easy to edit template

English {USA) v c* v

c

5’ o  Campaign Dashboard
ampaign Dashboar
Subject: A message from Schrute Farms  [Ed%]

ranees by OIS tripadvisor ) F R E E

Schrute Farms
Main Strest
Honzsdale, PA 85364

Add Phota

How was Schrute Farms? [Edit]

Thank you for choosing Schrute Farms for your recant stay in Honesdale,

We'd ba grataful if you would review us on TripAdvisor, THs the world's largast travel
site, helping millions of visitors every month plan the perfect trip.
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Promotional Tools for Busin

Schrute Farms v

PROFILE REVIEWS PRODUCTS REPORTS FREE TOOLS RESOURCES

Promotional Tools for Your Business

Put our brand to work for you! Use these eye-catching items to attract
travelers’ attention, boost reviews and bring in new business.

BUSINESS HOURS

Free Stickers RECOMMENDED

o FREE
R R . ) Tuesday ]
Our popular, attention-getting stickers can help bring 7 Wednesday
(0)0) Ty WI-FI

more people through your door.

Friday
Saturday
Sunday

__advisor‘ oo, - advisor"

oo! | advisor

Il . 2
S NINT Business Cards
@Y » HOWWAS YOUR Showcase your brand - and your presence on the
@ VIS I T? world’s largest travel site - with customizable cards.

Magnets & Stamps

Remind visitors to review vou on TripAdvisor. show

€SSES
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SPEAK UP




Take Advantage of Management Responses

>

g advisor

Schrute Farms ~

PROFILE REVIEWS PRODUCTS REFORTS FREETOOLS RESOURCES

Respond to reviews of Schrute Farms

Fillered by: | Ralig | CHANGE FILTERS

"Great food”
0000

Response Published

Jun 5§, 2047

"Great food"

(W@)@@) ) Jun 5, 2017 | Reviewsd by Kiara M
"Fleasant Stay, Creepy Valet”

EE@EE®O

Response Rejecied

May 3, 2047 I hosted a garden party here and the exctic meats were cooked to parfection. It all tasted like goat
but it was delicious. I will be hosting my next event here for sure, I gave the 4 out of & because my

guest cars were slightly damaged by the valet service.

"Dneright = Delighe”
EEEE))

Response Rejectad

Agr 7, 2017

"Vragiment incroyable toutes c...
O00Ce

Resginse Rejectad

Mar 15, 2017

& Response Published

"An Up-beet Vacation”
@ E )

Response Rejectad

Fab 25, 2047 » Manager at Schrute Farms, respended to this review, Jun &, 2017

Hello Kiara M,

Thank you for taking out the time to post = great review. We are glad ko hear that you enjoyed

"ALLINALL, FARM TASTIC!!" Febs, 2017 food and we look forward to welcoming you for your next event.

We will immediztely look into the situation that you faced and continue improving our valet s=

Mo Resparse Please |k us know if we can sarvice any special requests and please do not hesitats to contact
for any further information regarding hosting your next event,

"Can't BEET it!” Jan 17, 2017 Cheers!

Resginse Rejectad

Answer Traveler Questions

5%

Of TripAdvisor users are
more likely to book a
hotel which responds to
travelers reviews versus
a comparable hotel
which doesn’t

65%

Of TripAdvisor users
agree that a thoughtful
Management Response
to a bad review improves

their impression of a
hotel

Source: 2015 ‘Custom Survey Research Engagement’ conducted by Phocuswright on behalf of TripAdvisor.
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Best Practices for
Management Responses

1. Sign up for review notification emails
2. Respond promptly

3. Say ‘thank you’ for the feedback

4. Be original in your reply

5. Highlight the positive

6. Address any specific comments

7. Be polite and professional

@@ tripadvisor | =



PAINT YOUR PICTURE




Edit Business Detalls

..\\.

¥

@01/ - advisor

GENERAL

LOCATION

HOURS

CUISINES &
AMENITIES

LISTING
SUFFPORT

PROFILE REVIEWS REPORTS FREE TOOLS RESOURCES

Business Details for Daisy

U:H"v D. g Content *

General Information

Chain

Business Name

Daisy
Japanese
& A= /s M

Add Language

TripAdvisor may translale your Business Mame into other languages in order to display it in all points of sale.

Contact Details

Country Codea

United States (+1) v

Telephone numbar

@@ tripadvisor | =



Upload & Manage Photos

=

4

PHOTO
OVERVIEW

MANAGE
PHOTOS

FAVORITE
PHOTOS

COVER PHOTOS

STORYBOARD

Welcome to your photos! Here you can easily manage the photos that appear on your TripAdvisor page.
Read our Guide to learn how to choose your primary photo, edit Management Photos and upload new

images.

Schrute Farms Gallery

PRODUCTS REPORTS

FREE TOOLS

RESOURCES

a + Add More Photos

Where does this appear?

MANAGEMENT PHOTOS (12) > (i

Your Selected Photos

TRAVELER PHOTOS (281) »

Where does this appear?

PRIMARY PHOTO >

% PRIMARY

@@ tripadvisor | =



Set Aside a Regular Time to Audit Your
Listing for Accuracy

Is the address where you want customers to show up?

T Getdirections 9 Prosper Municipal Cou 2
W Broadway St [1s=]
Google ®™  Map data ®2016 Google

Is the contact information current?

204 W Broadway St, Frosper, TX 75078-2300
Q O72-347-3202 ] Website

Are the hours of operation correct? Today 7:00am 3:00pm  Closed now

All hours

& Improve this listing

Are all amenities listed?

More Info

Is the menu current?

Outdated information is a surefire way to get a negative review!

@@ tripadvisor | =






Order Your TripAdvisor Sticker

Certificate : O
e of Excellence
. - Vi e on trj a ViSOr es -

of TripAdvisor
members surveyed
say they are more
likely to use a
business with a
TripAdvisor
endorsement on
display
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Certificate of Excellence

1 DREAMS
7 K

« Add the emblem to your website =

- €

« Display your award at your business

CERTIFICATE of
EXCELLENCE

- Add to your ad creative

 Press release

 Soclial Media

* Incorporate into customer communication

@@ tripadvisor | =



In Summary....
Effectively Manage Your Reputation in 6 Steps

- TAKE CONTROL: own your listing

- EMBRACE FEEDBACK: it's better than you might think!

- ENCOURAGE FEEDBACK: the more you get, the better it’s likely to be

«  SPEAK UP: guests are more likely to come back when you respond to reviews

*  PAINT YOUR PICTURE: complete your listing — photos, amenities and other features draw more
visitors!

« SING YOUR PRAISES: let the world know you’re proud of your feedback!

@@ tripadvisor | s



S tripadvisor

know better ® book better ® go better



Visit TripAdvisor Insights for Guides &

Best Practices

©@tripadvisor
TripAdvisor Insights | MANAGE LISTING BUILD YOUR BUSINESS REVIEWS PERFORMANCE RESEARCH & TRENDS Q
TripAdvisor Insights | The essential hospitality marketing resource
Q What can we help you find? m

MANAGE YOUR LISTING BUILD YOUR BUSINESS

~— Fis
See Content for:
'— ‘ Accommodations v
1)
Let us help you with: Getting Started, Add or Edit Let us help you with: Instant Booking, Business RESEARCH & TRENDS
Photos, Add/Update Listing Information, Change Advantage, Add Booking Button, Awards &
Property Location and Report Ownership Change. Recognitions and Promotional Tools.
REVIEWS
\ How reviews help your business

Collect TrinAdvisor reviews _

TripAdvisor.com/Insights

, @TripAdvisorB2B
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Customer

Schrute Farms ~

Schrute Farms Management Center

PROFILE REVIEWS PRODUCTS

Instant Booking for Schrute Farms

Capture bookings directly on TripAdvisor

Get Started

Respond to Reviews

Let customers know you value their
opinions by sharing thoughtful responses
to feedback.

Update Business Details

Edit your location, amenities and other
details to ensure your listing is accurate.

View Performance Dashboard

See key trends and performance
indicators for your property.

Service and Support

REPORTS

FREE TOOLS RESOURCES

TripAdvisor Insights

Help Center

Owners' Forum

Contact TripAdvisor

Manage your Business Listing

Take advantage of your exclusive
subscriber benefits, including Special
Offers and Announcements.

Manage Photos

Add new photos and highlight the images
that show your business at its best.

Review Express

The fast, free and easy way to get more
traveler reviews.

Property Overview

Total Reviews

1192

TripAdvisor Ranking

TripAdvisor Rating
00,00,

Property Dashboard

(% Schrute Farms on TripAdvisor
PROPERTY ID# 730099

Business Listings

3 Features Active! ~

¢, Contact Details
Active

() Special Offers
Active

] Slideshow

Active

@ Announcements
Inactive

Contact TripAdvisor

/' Getonline help

Phone Support
1-866-322-5942

Resources:

* Help Center
* Owners Forum

TripAdvisor Insights

Contacting Customer
Support:

* Log into the Management Center
*  Submit a ticket
 Record the ticket number
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