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Online reputation affects your hotel business regardless of your opinion of it 

A recent TripBarometer by TripAdvisor states that 93% of people booking travel are 

influenced by online reviews. Another study by Cornell University has found that a 

1% increase in online reputation leads to a 0.89% increase in ADR and a 0.54% 

increase in occupancy. This represents a 1.42% overall increase in revenue per 

available room (RevPAR).  

 

By comparison, adverse reviews contribute to the ever-declining position of poorly 

managed hotels. Lightspeed Research concludes that reading anywhere from 1-3 

negative reviews can turn off 67% of potential customers. Other reports suggest 

that getting 3-4 stars (on a 5 star scale) is the equivalent of hitting a tipping point, 

making it three times more likely that a reservation will follow.  

 

50% growth per annum 

The market for online travel reviews is constantly growing, requiring all players to 

continually innovate. 

 

TripAdvisor has 100M reviews, which have been increasing by 50% annually. Just in 

the last few months it has: 

•  Concluded an agreement with Tom Tom to pinpoint accurately location-based      

   applications 

•  Concluded a pre-installation agreement for the new Samsung Galaxy S4 (mobile  

   unique users of the site have increased 190% from 2011 to 2012) 

•  Announced a new widget that will be included in the hotel site 

•  Implemented a delayed ad-call, only invoicing for the advertising that is actually  

   seen by the client 

•  Acquired Tiny Post, Jetsetter.com and Niumba 

•  Announced Review Direct, an integrated option where the hotel can ask for  

   reviews via TripAdvisor 
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Competitors have not stood still. Hotel Me is a new online travel review site, which 

claims to authenticate reviews. Travelocity has a Green Hotel Directory. 

Booking.com now has 21M reviews, and a network of 312,000 hotels. And the list 

goes on, and on. 

 

Part of the changing market resulted from action by the European Commission. 

Google has agreed to eventually increase the prominence of links to competitors like 

Yelp and TripAdvisor etc. in Europe.  

 

The social gene 

Social is the new gene in the Internet, especially since the direction of traffic has so 

dramatically changed. Once upon a time, five or ten years ago, corporates pushed 

content to consumers. Now consumers and non-consumers alike push social content 

up to the Internet. The man and woman in the street, in their lounge, at their desk, 

on their mobile, at school, or on the road, are the new rulers of the Internet. This 

trend will only get stronger with time.  

 

This social content uploaded to the Internet offers both risk and opportunity to your 

hotel business. Organized action can cheat the system for a while. A blackmailing 

client may try to get refunds, extra discounts or upgrades on review extortion. A 

vengeful person, or even a competitor, may attack your reputation, and these 

actions may all impact your results. 

A great example of how this works is the one of a homeless hostel in the UK. The 

Bellgrove Hotel was named a top hotel by TripAdvisor after five fake 5 star reviews. 

Following the alert of fraud the reviews were removed, a BBC exposeé called the 

hostel a "dumping ground" for the poor and Trip Advisor thanked The Sun for 

making it aware of the situation. 

 

Trust is the key asset for online company reviews and as such techniques and 

procedures are being developed to detect fraud. At this stage some authenticating 

procedures are based on algorithms and others on confirmations of stay by the 

hotels. 
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Your set of tools 

As stated earlier, regardless of your opinion, online reputation affects your business. 

It is a subject to be taken seriously whether you believe the reviews can inform 

business processes improvement, or whether you think prospective clients will be 

influenced. 

 

A recommended set of tools is: 

•  Honesty, values and goals: Only an honest approach will win in the end and  

   you will need your values and goals to be real to be able to react quickly and in  

   the right direction.  

•  Use tools properly to answer reviews in a caring but assertive way.  

   Surveys show 84% of TripAdvisor users say an appropriate management    

   response to a bad review "improves my impression of the hotel". 

•  Identify advocate clients who are your real ambassadors prepared to  

   spread their view, and help them do so. 

•  In case of threat, contact the online company and let them know. Not  

   many threats come true ultimately, and if even if they do, it is good to have  

   announced the threat suffered in order to help remove the review.  

•  Train staff to care for the guest's wellbeing. Caring staff inspire guests and  

   are appreciated by the online opinions. 

•  Review the basics, because the basics add value here as elsewhere. What and  

   how you deliver, what expectations are created and how you match them, will  

   eventually reach the online world.  

•  Include online reputation as an area to review, manage and report on.  

   Monitor and "measure" your reputation and also the reputation of your direct  

   competitors. Apply targets that will help you assess performance. This will focus  

   your team in specific goals on online reputation. 

•  Hotel Solutions Partnership can help you through if you need help to optimize  

   your approach. 

 

 

 

 

Author: Manuel Sanchez, EMEA 
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Partner in Hotel  
Management Services  Areas of Expertise 

Hotel Solutions Partnership Ltd. UK is a network of 35+ expert 
managers, supervisors and corporate financial advisors working 
around the world.  
  
The team of Hotel Solutions Partnership brings many years of 
combined experience in the international owned, leased, managed 
and franchise branded hotel sector, and all of us are experienced 
as independent managers.  This enables us to understand the 
client’s requirements quickly and deliver this customized project 
solution. The team is structured into three geographic groups 
addressing client’s needs in the different global regions. Additionally, 
we partner with a limited number of specialist firms to extend our 
reach into certain markets. 
  
As individuals and as a team, we have worked in 114 countries; from 
2003 the Hotel Solutions Partnership delivered assignments in each of 
Bali, Belgium, Ireland, Mongolia, Poland, South Korea, Spain and the 
UK. We are sensitive to cultural differences and diversity and this 
enriches our work.  
  
The headquarters of Hotel Solutions Partnership is located in London. 
The partner offices of HotelPartners are located in additional offices 
in Prague, Bratislava, and Vienna. 

About us HotelsConsult.com Ltd. Prague, the CEE Partner for the effective way 
of developing your business, we come with flexible solutions.  
  
From 2001, the HotelsConsult draws on a collection of 20+ skilled 
disciplines to help you maximize operations in your region.  Our 
partnership clarifies the full assistance in hotel matters what shall 
meet the client’s requirements on the field of planning, 
development, construction, innovation and strategic management 
in the Hospitality, Tourism and Leisure Sector. 
  
We help with all specific requirements within our branch for a short 
term or long period of time. The technical brand experts are 
capable of producing helpful activity aimed at realization of 
construction engineering, cost management, and hotel technology 
services.  
  
The HotelsConsult.com Company shares its business relations on the 
territory of Central-Eastern Europe with headquarters located in 
Prague, Czech Republic; we have additional offices in Bratislava-
Slovak Republic, and  in Vienna-Austria. 

(M.Neumann, ex  HSP Vice President 2011-2014) 
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Asset management 

Benchmarking performance 

Balanced investment strategy  

Basic design supervision 

CAPEX plan, pricing  

Cash-Flow Forecast / 1 property 

Cash-Flow Forecast / hotel portfolio 

Coaching strategy 

Competitive Cluster 

Construction cost engineering  

Control system and pricing policy strategy 

Development strategy 

Due diligence operational and finance 

Environmental site analysis  

E-Promotion and HTML creating  

Equity and debt scenarios for bank  

EU Grants / Structural Funds in Tourism  

Feasibility analysis of construction concept 

Feasibility analysis of the hotel profitability  

Feasibility of investment  

Fee structure analysis for investor 

Floor plan of hotel operational system 

Franchise relationship management  

GOP valuation / 1property 

GOP valuation / hotel portfolio 

GOP valuation for hotel franchisor 

Historical accounting data analysis 

Historical PMS data analysis 

Hospitality business intelligence 

 

 

Hotel contracts negotiation and valuation  

Hotel inspections  

Hotel management depth interviews 

Hotel standards and classification planning  

Hotel start-up  

Innovation management 

Investment consultancy 

Investment credit support / Business Plan 

Investment credit support / ROI 

Hotel Forecast, ROI Valuation 

Investment credit support / Construction 

Budget Appraisal 

Investment credit support / Project 

Concept introduction 

Management contract supervision 

Profitability analysis of Mergers & Acquis.  

Project supervision 

Real estate appraisal  

Risk and sensitivity analysis for investor 

Risk sensitivity analysis processing  

ROI valuation  

Short-term hotel management 

Site and environmental analysis  

Standard operating procedures  

Technical and financial supervising  

Technical, operational Due Diligence 

Tender management services  

Turn-key construction and FF&E pricing 

Turn-key construction pricing 
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Services in A-Z  

   www.hotelsconsult.com    

Táboritská 23/1000, Prague 3 

Czech Republic 

130 00 

E-mail:    info@hotelsconsult.com 

Office:    + 420 603 717 036 

Skype:    ehc.partners 

Areas of Expertise 
Partner in Hotel  
Management Services  

We partner in following areas  
of expertise: 
 

 

 

 

 

 

  

  

  

  

 

 

 

                  

At HotelsConsult.com, excellence in service providing is our principle goal; 
sharing of experience on best practice comes from the hotel management, 
from the business development of franchise corporations, from the project 
finance, and hotel pre-opening. 
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