BuLLARD PARTNERS

How to Handle Online Reviews

1. Types
a. TripAdvisor.com
b. Bed&Breakfast.com
c. iLoveinns.com
d. Hotels.com
e. Yelp.com

2. Handling Reviews
a. A response is mandatory for any negative review
b. Write the management reply as if everyone BUT the unsatisfied guest will read it
c. EwerComplaint is a Gift° Book
d1 negative review within 30 positive
e. Fraudulent reviews can be removed

3. Encouraging Positive Reviews

a. Make it simple!
Consider an email thank you2 weeks after departure
Provide links diredy to review your websi®s r e v jnetehomepape
Consider using a survey tool (e.g. SurveyMonkey.com) to direct guests
appropriately
Create a www.yourinn.com/survey®° re
Ask 24 questionsthat are meaningful
Consider askig the importance of a new amenity being considered
Offer a chance for an incentive (e.g. free night)
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Guest Experience

1. Please take a moment to tell us about the different aspects of your stay.
Poor Fair Good Great Excellent
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2. Overall, how would you rate your experience?
Poor Fair Good Great Excellent
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Other (please specify)

3. Would you recommend the property to friends and family?

J Yes

/) No
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Guest Experience
1. Thank you for your feedback, it is very much appreciated. As the innkeeper, I want to know how we can improve the guest
experience for others and, hopefully, encourage you to return to our inn. Please provide specific details about your experience, which
will be sent privately to my email address. If you would like a reply, please include a phone number or email addrass. Thank you.
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