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CONTENT OF THIS TALK

The importance of feedback along the journey.

Pre-Stay @ Guest = consumer of public feedback
Why to respond to reviews?

In-Stay @ Guest = producer of live, non-public feedback

Post-Stay @ Guest = producer of public feedback
How to respond to reviews?




WHY TO RESPOND

Why respond to online reviews?

Simple answer:
More replies = More Business
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WHY TO RESPOND

Huge impact of responses on booking decisions.

89% 97% ZX likelihood

check reviews read review to book when a hotel
before booking responses responds to all reviews
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WHY TO RESPOND

Replying boosts rating, nr. of reviews, and ranking.

Harvard
Business
Review

Customer Experience

Study: Replying to Customer
Reviews Results in Better
Ratings

Effects of answering to reviews:

Average rating: + 0.12 stars

Nr. of reviews: + 12%

—> Boost in search ranking




WHY TO RESPOND - SUMMARY

Answering many reviews leads to a virtuous cycle.

/» more answers
more reviews 4/\> better rating

v
better ranking

!

more guests/business




HOW TO RESPOND

How to respond to online reviews?

Pre-Stay O Guest = consumer of public feedback

In-Stay (O  Guest = creator of live, non-public feedback

Post-Stay @ = Guest = creator of public feedback
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HOW TO RESPOND: WHICH REVIEWS TO ANSWER

Which reviews to answer?
Ideally, respond to all reviews.

_ Not very likely Highly likely

Responds to all reviews, 0
positive or negative 34%

How |ike|y are Responds only to
negative reviews
you to use a

business that:
Responds only to

positive reviews

Doesn't respond to
reviews at all

8%

0% 25% 50% 75% 100%
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HOW TO RESPOND: GENERAL RULES

Rule number one:

Personalization, Personalization, Personalization

(But don't be repetitive in your responses)

Not responding > Responding with templates
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HOW TO RESPOND: GENERAL RULES

In general, what makes a good review response?

It comes promptly It's appreciative Reviewer's key
(within 1-3 days) and genuine points addressed
Tone is positive It's not a novel but Explains your

and conversational short and sweet concept, if needed

(Don’t overdo this one!)




HOW TO RESPOND: WHICH REVIEWS TO ANSWER

Are unanswered reviews piling up?

Start with the most impactful reviews.

> Answer the most relevant™ and negative reviews first (and fast)

* 'most relevant’ = standard sorting of OTAs and Google Maps, i.e., the reviews that appear first when looking at your profile
MARA




HOW TO RESPOND: NEGATIVE REVIEWS

How to respond to negative reviews

DOsS DON'Ts

\/ Be friendly X Don't take it personally
\/ Show appreciation for feedback X Don't be defensive
v’ Provide constructive next steps X Don't blame the guest

\/ Shift the tone, if needed X Don't repeat negative words




If it's only two things that you
are taking with you from this talk:

More replies = More Business

Your answer is there for the 100s of people
who check your reviews, not (only) the reviewer.

13 MARA



HOW TO RESPOND: TIME MANAGEMENT

Following these guidelines is

challenging for most hoteliers

since it costs a lot of time and resources.
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Review

Individuelle Antworten auf

our expectations. The location of this hotel /s
< 5 great at the center of places you can visit.. Only
L4 o0
.J e d e a S t e b eWe rt u n g downside: Our kids were not allowed in the pool

Reply () & A & £ENv

Jcation X
Thank you for such an amazing review! It's

wonderful to hear that you had a great
experience with us and our crew and enjoyed our 4
o - 4 Generate Reply
location in the center of some exciting places to
explore. While we apologize that your kids
couldn't participate in the fun atour adult-only
pool, we do have two other pools where children

are more than welcome to have a delightful time,

Thank you again for your stay, we hope to see
you soon!



LET MARA HELP YOU

MARA saves up to 90% of labor monthly.

Saves:
—_—> 600 EUR

&

1 HOTEL
150 reviews
How?
See next slide.
XN
AAA Saves:
11,000 EUR
20 HOTELS

3,000 reviews

h 2 oo

mara-solutions.com




|LET MARA HELP YOU

Review replies with the click of a button.

o e M~ < O @ beta.mara-solutions.com - N¢} @ ﬂ) +
. Review Reply =% Reply Settings
, Property: e Nyx Hotel Mannheim v Summary © PR
®
The facility as well as the staff were way above our 1 FaCIlItIQ'S and staff exceleded expectations . .
expectations. The location of this hotel is strategically located 2 Str.ategmally located \{wth good access to public transportation
at the center of places you can visit... and if not, public 3. Children not allowed in pool area
transportation was a few steps away. The only downside: We Hid
ide
wanted to visit the pool with our kids, but we were not
allowed to as kids aren't welcome there - which was a
bummer.
Reply O &) &) €0 AUTO v

ank you for your very positive review of our hotell We are delighted to hear you enjoyed the facility and
and appreciate you noting the location's convenience.

b understand your disappointment regarding the access to the adult-only pool, however it is only one
of three pools available at our hotel. At any other pool, children are more than welcome. We strive to
ate a relaxing and enjoyable atmosphere for all of our guests, no matter their age. We look forward to
lcoming you back in the future!

Click.
That's it.

£, Feedback

: Generate reply

Best regards,
Johanna Miller
NYX Mannheim

®

Translation () () B o @&DE v
)

Vielen Dank fur deine sehr positive Bewertung unseres Hotels! Es freut uns zu héren, dass dir die

Einrichtung und das Personal gefallen haben, und wir wissen es zu schatzen, dass du die glinstige La
des Hotels hervorhebst.

mara-solutions.com




LET MARA HELP YOU

Success Story: mine

Responding to 600 — 800 reviews per month

Unanswered

Unanswered

90% Response Rate

15% Response Rate

Nothing else changed, except for using MARA




QR Code scannen und MARA selbst testen

o 20 kostenlose Antworten

« > 1 Stunde Zeitersparnis

* In 5 Minuten aufgesetzt

« Kein Abo, keine Zahlungsdaten
* Plane starten bei 36 EUR/Monat

And/or contact me at m.lueders@mara.solutions.
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