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What is Online 
Reputation 
Management

•Online reputation management (ORM) is: 
Managing your hotel's online brand in 
relation to reviews, ratings or even just 
mentions (both positive and negative) in:

• Review Websites

• Social Media

• OTA Website

•Brand.com Reviews



Think about your shopping habits when booking travel…

70.9% of travelers say 
online reputation influences 

their choice of 
accommodation, and a 
whopping 93% say they 

always read reviews before 
booking a hotel, with 

particular consideration on 
the company's response to 

guest reviews. (RMS)

93%
86% of people would 

pass off a good deal from 
a company with bad 

reviews. Aside from this, 
one unaddressed 

negative review can 
easily drive away 30 out 
of 50 customers. (Mara 

Solutions)

86%
Customers will value 
guest ratings over a 

hotel’s brand 72% of the 
time. (Expedia)

72%
91% of travelers want 

property owners to 
respond to negative 
reviews. (Expedia)

91%

Would you pass on a hotel 
with bad reviews?

Do you read reviews before 
you book a hotel?

Are you more likely to trust 
customer reviews, or branded 

hotel advertisements?

Are you more comfortable 
seeing past bad reviews if the 
property has addressed the 

concerns in the review?



More Fun facts
Guests will pay 24% more for a hotel with a 3.9 rating over one that’s rated 2.4. (Expedia)

Guests will pay 35% more for a hotel with a 4.4 rating over one with a 3.9 rating. (Expedia)

Over 90% of travel and hospitality business owners think online reviews are among the three 
most important factors affecting the future of their industry. (TripAdvisor)

40% of travelers leave reviews when they experience exceptional service at a hotel. 
Unfortunately, a slightly higher figure of 48% tends to leave reviews if they had a bad hotel 
experience.



Mission

What is the reason the 
company exists? 

Do you have an official 
company mission 
statement?

Review Responses = Higher 
Rankings in SEO → More 
Bookings
• What is SEO?
• Search Engine Optimization ~ process of maximizing 

your placement in online searches (through engines 
like Google and Bing)
• Keywords & Content

• Marriott Digital Services, Keyword Optimization on Websites, Blog 
posts, social media posts, etc.

• How do reviews and review responses 
contribute to SEO
• More Keywords = Higher placement when those 

keywords are searched
• Search: Hotel Near Hersheypark with pool



Mission

What is the reason the 
company exists? 

Do you have an official 
company mission 
statement?

Review Responses = Higher 
Rankings in SEO → More 
Bookings

TIP: Google favors businesses who use their platforms 
~ responding to reviews and using their platform feeds 
into the algorithm that ultimately places your property 
on the map.



Our Policy at Shaner

100% of reviews must be responded to whether 
positive, negative, or neutral on Trip Advisor, 
Google, and Facebook.

For all other sites, you must follow your brand 
guidelines, but we prefer that at least 100% of 
negative reviews are responded to.



Best Review Response Rate of Properties in Shaner Portfolio 



Highest Scoring Properties in Shaner Portfolio 



Highest # of Reviews of Properties in Shaner Portfolio 



Understanding Your Reports













Understanding Your Reports:
Revinate Scorecard

Review Overview:

•  Overall Review Rating

•  Total # Reviews

•  Response Rate

•  Trip Advisor Ranking change

•  Review Ratings by Site 

• Review Response Coverage % by source

• Comp-Set Information in all of the above

•Additional Rating details (positive vs negative, 
ratings in cleanliness, value, rooms, etc.



Understanding Your Reports:
Revinate Sentiment

Collection of all of your reviews across 
all sources

• Zoomed out view of what people are 
saying overall

• Highlighted Keywords
• Color indicates positive, neutral, or 

negative



DOs & DON’Ts of Review Responses

DO Be kind, professional, and genuine

DO Respond as soon as possible

DO Personalize your response whenever possible

DO Thank the guest for their feedback

DO Whether it is a greeting or you go the extra mile and answer your reviews in a 
different language, make sure your international guests feel special. Use some key 
phrases in their language if possible.

DO Repeat positive sentiments expressed in a generally negative review

DO Inform the guest that their concerns have been addressed or “fixed” internally

DO Give credit to the staff, especially if someone is specifically mentioned

DO Be creative and find different ways to express yourself

DO Invite the guest back for another visit

TIP: Remember that you are talking to potential future guests, not just the guests who posted the review. Use this as an 
opportunity to highlight new features, fixed issues, and positive experiences that may positively impact the shoppers 
buying decisions. 



DOs & DON’Ts of Review Responses

TIP: Remember that as much as review responses can help your Online Reputation, they can hurt your online 
reputation as well. Be aware attentive to sensitive topics, and always feel free to consult Sunny, Dave, or anyone on the 
E-Commerce on the best way to respond to a particular review you may want to pay a little bit more attention to. 

DON’T Respond the same to every review

DON’T Be rude or dismissive of guests concerns or experiences

DON’T Reveal private or personal information about the guest

DON’T task review responses to people on staff apart from high level 
management (GM’s, DOS, etc.)

DON’T be overly apologetic, or shame your team or operation (in general - there 
are outlying or more debatable examples).

DON’T use improper grammar or punctuation.



Tools: Henry by Three & Six

•Valuable tool to help in responding to reviews.
o Input review into box, and AI software generates detailed response to sentiments in the reviews.

o Good starting place, you will likely need to jump in to shave down and make sure the review states what you 
would like it to state.

o Henry - three&six (threeandsix.agency)

https://www.threeandsix.agency/software/project-henry/


Questions?
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