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40 Million Reasons to Get Involved

Karen Plumb, Commercial Director

Arabian Travel Mart, May 2011
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Travel review web sites and hotel 
reviews on online travel agencies 
(OTAs) are among the most 
influential forces most frequently 
cited by travelers when shopping.
-PhoCusWright, Social Media in Travel, June 2010

Opportunity knocks…
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3%

16%

81%

Not Important (1-3)

Neutral (4-6)

Important (7-10)

*A commissioned survey conducted by Forrester Consulting on behalf of TripAdvisor, “2010 Q4 Forrester/TripAdvisor Custom Online Survey”

How important are user reviews to you when 
determining which hotel to stay at?
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21%

30%

49%

Disagree (1-3)

Neutral (4-6)

Agree (7-10)

I won’t book a property unless it has reviews

*A commissioned survey conducted by Forrester Consulting on behalf of TripAdvisor, “2010 Q4 Forrester/TripAdvisor Custom Online Survey”
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World’s Largest Travel Site with 40M+ UUs

Source: Comscore, July 2010
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TripAdvisor reviews are largely positive

9% 8%
11%

27%

45%

1 2 3 4 5

Percentage of all ratings, October 2010

Average score is 3.90
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Hotel & travel search on the go
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Management Responses
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Your right to reply
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7%

22%

71%

Disagree (1-3)

Neutral (4-6)

Agree (7-10)

Seeing a management response to reviews
it important to me

*A commissioned survey conducted by Forrester Consulting on behalf of TripAdvisor, “2010 Q4 Forrester/TripAdvisor Custom Online Survey”
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2%
19%

79%

Disagree (1-3)

Neutral (4-6)

Agree (7-10)

A management response to
a bad review reassures me

2%
20%

78%

Disagree (1-3)

Neutral (4-6)

Agree (7-10)

A management response
to a good review makes
me think highly of the hotel

*A commissioned survey conducted by Forrester Consulting on behalf of TripAdvisor, “2010 Q4 Forrester/TripAdvisor Custom Online Survey”
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4%

28%

68%

Disagree (1-3)

Neutral (4-6)

Agree (7-10)

If I was considering two comparable properties, the 
presence of management responses on one would 
sway me in its favor

*A commissioned survey conducted by Forrester Consulting on behalf of TripAdvisor, “2010 Q4 Forrester/TripAdvisor Custom Online Survey”
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“People that lack taste and a life of their 
own should try to venture out into the real 
world instead of hiding behind a computer 
spewing meaningless factless verbiage.”

“Prove the date of your stay because 
such an incident has never been recorded 
in the archives of our Hotel. We regret that 
some customers spoil the time by writing 
negative comments for Hotels.”

There is a right way and a wrong way…
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Travellers also moderate reviews
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Don’t ignore the F FactorDon’t ignore the F Factor

Be a part of it!
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What Does This All Mean To You?

Monitor

Engage

Promote

Advertise

Deliver

4 May 2011

What does this all mean for hoteliers?
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Make sure you register in the
free TripAdvisor Owners’ Centre

www.tripadvisor.com/owners
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• Update your details

• Post photos & video

• Monitor &                  
respond to reviews

• Solicit more reviews 

• 285,000 registered 
owners (and growing)

Free tools and resources
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• Phone
+44 20 3318 5019

• URL
– http://www.tripadvisor.com/Owners

How can we help?


