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About TripAdvisor

TripAdvisor is the world’s largest travel site”

S O e

455M 49 661M [.5M

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

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

** Source: TripAdvisor log files, 2018 tripadvisor ‘ 4



The World’s Largest Travel Site

More traffic than the Combined Traffic of Next Top 5 Travel Sites
K A YAK| aExpedia

Southwest«
‘ . American Airlines S

awbnb

@S tripadvisor
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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 users engage with more content than other before making a
travel purchase:

of US online T¥aveliBuf=scd/@ites] Trip Advisor '{(
prierte purchase
V

Source: comScore, 2017 Path to Purchase Study l, .



Evolving to meet the needs of travelers:

To Also:

Anonymous advice... Personal connections & recommendations
Writing reviews... Expressing myself with photos & videos
Reviewing individual places... Sharing my collective travel story

Searching and digging... Assistance in finding just what | want

Researching and planning... Exploration and discovery

One size fits all... Personalized experience




The World’s Largest Travel Site is Becoming the
World’s Most Personalized & Connected Travel Community

©@ tripadvisor

® New homepage: Combines industry-leading
review content with relevant, useful advice
from each member’s handpicked community

® Travel feed: Machine learning personalizes
each traveler’s feed based on the friends,
experts and influencers they follow

® Enhanced consumer experience:
Designed to power the travel community so
each member can connect, share and find
exactly what they need to make the right
choices for them

@@ tripadvisor | o



What the new experience means for you

* TripAdvisor listing page continues to be
where travelers learn about your organization
and view your photos and reviews

* Management Center remains your hub to
manage your listing page

* ACTION: As a traveler, poke around and get
to know the new experience

= Follow me @Kentuxan

@@ tripadvisor |
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What is Not Changing

About Antigua  Hotels  Vacation Rentals  Flights Restaurants Thingstodo Cruises eee

Hermitage Bay

@@@®® 1,172 reviews #1 of 8 Hotels in Saint Mary's

9 Jennings New Extension, Saint Mary's, Antigua &, +1 855-596-2747 [ Hotel website 5 E-mail hotel

2 16 people are viewing this hote

a tel
ID—/—/— |~‘ -1
& 1room, 2 adults, 0 children

Lock in the lowest price from these sites

" $1:065
Booking.com
$1,000
View Deal
Cancelon.............. $1,065 3 Priceline............... $1,000 2
TripAdvisor ..........$1,000  Hotwire.com ®
HotelQ

Overview

5.0 ®@@@®® 1,172 reviews

Excellent
Very good Wl
Average I
Poor 1
Terrible |

TRAVELERS TALK ABOUT
A “outdoor shower” (100 reviews )

529 “hillside suite” (74 reviews)
plunge pool” (181 reviews )

[8 All photos (1,586)

Free Wifi Pool .
b @oee®  Aguzom
Free Parking Non-Smoking A
Breakfast included All hotel details
Air Condi 9
St Mobespurts
ADDITIONAL INFORMATION Porridge from heaven!
Visit Hotel Website cocecy
Yacht Bay View Guest House
OFFERS FROM HERMITAGE BAY
Special Price: Early Booking Offer Wonderful gem !
eoe®®  augaaom
Yacht Bay View Guest House No Responze
|
Perfect Stay
@@ee® 0 Auglo,208
No Response
Lovely B&B
OO
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About TripAdvisor Reviews

Loam more about how TripAdvisor moderates reviews and
maintains content integrity with the world's largest travel
community.

Management Center: This continues to be the
place to manage your TripAdvisor listings

Review & Photo Moderation: These will
continue to be moderated prior to posting on
individual listing pages

Notifications: Review & Photo notifications
will continue:; Future Phase will include
notifications for new content types

Responses: Question & Answers,
Management Responses and Review / Photo
Reporting remain the same; Direct Messaging
now more prominent

Content Policies: All content must meet
TripAdvisor policies and can be reported if it
does not

@@ tripadvisor | =
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Coastal Mississippi on TripAdvisor — 2018

8.69 million page views
2.76 million user sessions

Top States Viewing Coastal Mississippi: Mississippi,
Louisiana, Texas, Georgia

Top Cities Viewing Coastal Mississippl: Houston, Dallas,
Atlanta, Memphis

CO&\S tal Source: TripAdvisor Internal Stats.

@@ tripadvisor | =



What kind of trips do
TripAdvisor users take to
Coastal Mississippi?
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coastal
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Coastal Mississippl Reviews — 2018

4.22

Overall Average Review Score
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More than 80% feel that o 1 o =
— X 9

TripAdvisor reviews help them
feel more confident in their
travel decisions and have a better trip



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 ‘ 23



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 ‘ 24



Reputation Leads to Revenue

Given equal prices, travelers
are 3.9x more likely

to choose a hotel with a
higher review score

/6% of travelers said they

were willing to pay more
for a hotel with higher review scores

-'— - d -
Source: 2015 TrustYou/Accor Study “How to present review content for more conversions” trlpa VI Sor ‘ 25



6 Steps to Managing Your Online Reputation ‘
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Claim Your TripAdvisor Listing

Y

& C' | & TripAdvisor LLC [US] https://www.tripadvisor.com/Owners w @O0 @

(0X0) advisor

REVIEWS PRODUCTS FREE TOOLS RESOURCES

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.

@@ tripadvisor | =






TripAdvisor Reviews Are Largely Positive
43%

34%,

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 ‘ 31

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

@@ tripadvisor | =



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 Gonzalez Lopez-Valcarcel. Cornell Hospitality Quarterly. March 2013. trlpadV| SOr ‘ 34



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

@@ tripadvisor | «



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.

@@ tripadvisor |



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

@@ tripadvisor | =




levi St e et \CRaok
eland motorized Scooters are ay, (llower
a $10 rental fee [f oo S

O]
How was your visit?
We'd like to know!

©@tripadvisor

@@ tripadvisor

Review us on TripAdvisor!
Just visit tripadvisor.com/reviewit and look for:

‘\7 The Westin Jackson
| Jackson, MS

Thank you. We hope to see you again soon.

Review the Rock and Roll Hall of Fame @©@©@©®®

@@ tripadvisor | =



SPEAK UP




H@ow One Hotelier Chose to Respond...

georgianhouse1000, Manager at The Georgian House, responded to this
review, November 2, 2012

This review is totally made up from start to finish.

The room was tidy and clean on arrival and the receptionist informed the guests of
the check out time. | know this because | was around the comer writing something
down for another guest.

This guest was at all times obnoxious and threatening towards female staff
members. He attempted to be a bully but was in fact a coward who was aggressive
only to females.These guests in fact damaged the room and actually broke the door
window on departure(receipt available for viewing).

All in all i am sure potential guests will understand the type of personality that these

guests had. How glad we are they will not be returming.
I QuUGIUuUI 1O UIIS WE aSiREU UI1IeSeS 1w UuotoisS oveiy evernmnmg n uiere woie any

problems and they every day answered no.

sssssss




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.

©@tripadvisor



How often Should | Respond to
Reviews...and to Which Ones?

& o

@@ tripadvisor | «



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 | =



Make Goods

Dear Valued Guest,

Thank you for taking the time to provide feedback in regards to your recent stay at the

As we pride ourselves on delivering a memorable hotel experience during your travels, we
have unfortunately fallen short of our goal during your recent stay. Please accept our
sincere apology for the issues you experienced during your stay. We have shared your
feedback with the appropriate hotel team to ensure that this was an isolated issue that is
corrected moving forward. We have awarded 50,000 points to your S o
the issues you experienced. Those points are valid for a few nights with GEEEEEER\Ve truly
value you as a guest and would love to invite you back once our renovations are

completed to show you the true meaning Df—

@@ tripadvisor | «



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 | s



PAINT YOUR PICTURE




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

@@ tripadvisor | «



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
o 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

@@ tripadvisor | =



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 | s



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



