
CASE STUDY

How YHA New Zealand created a customer-centric 
organization and climbed the TripAdvisor rankings

The client
In operation since 1932, YHA New Zealand is the 

largest backpacker chain in the country, boasting 14 

modern YHA-managed hostels and 29 franchise and 

associate partners. YHA o�ers high quality hostel 

accommodation targeting youth travellers from 

around the globe and reaches 700,000 annual 

guest nights. 

The challenges
The proliferation of reviews a�ects all tourism businesses and YHA is not di�erent. YHA was not managing 

its public reputation via review sites other than the occasional handling of particularly bad reviews. 

Conscious that value perception and maximising yield are inextricably linked, YHA felt they needed help to 

manage their reputation much more e�ectively to capitalize on the opportunity to drive revenue growth.

The solution
In September 2015, YHA chose to partner with 

ReviewPro to boost guest satisfaction and rankings 

on online review sites across 13 properties in the 

group by using ReviewPro’s Online Reputation 

Management (ORM) solution. They made the final 

decision after taking part in several demonstrations 

of ReviewPro’s advanced solution and talking with 

the team at HI USA, who were already ReviewPro 

customers, about their experience using the tool. 

Brian Westwood, Manager Marketing and Sales at 

YHA New Zealand commented “ReviewPro’s 

proposition was sound and a�ordable. It exceeded 

our requirements, answers from the team were 

e�cient and comprehensive and the price was right. 

It was a pretty easy decision really.”

A partner of:

Value Transparency is a new term that is 

gaining ground which is the evolution of 

reviews from being an add on to some sites 

to being absolutely everywhere. In the past, 

price was the main influence on demand 

generation. Now because it is so easy to 

determine the likely experience and quality of 

a style of accommodation, value perception is 

a key driver of demand. The more this can be 

improved, the more acceptable higher prices 

are and ReviewPro is the ideal tool to assist 

with this. 

“
Value Transparency

Brian Westwood
Manager Marketing and Sales, 
YHA New Zealand
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Objectives
One of the primary objectives for YHA was to gain a 

better understanding of what their customers were 

saying about their brand, as well as about their 

competitors, to be able to implement changes and 

create a competitive advantage. The company also 

wanted to increase their Managers’ engagement 

with review sites and response rates to reviews 

while minimizing impact on management time. 

Results
Significant increase in TripAdvisor rankings
Since implementing ReviewPro, YHA have seen 

substantially higher placement on TripAdvisor across 

the group. For example, within one year of using the 

tool, the TA ranking for YHA Wanaka increased from 

#11 to #2/46 and YHA Auckland International from 

#44 to #15/91.

Optimization of development priorities
ReviewPro is used to identify key friction points that 

YHA customers are experiencing, which has had a 

direct impact on investment decisions and 

timelines. This has helped improve product delivery 

and ultimately generate better reviews. 

Ability to mesure impact of financial 
expenditure
ReviewPro analytics has been extremely valuable to 

demonstrate the dramatically positive results from 

more comprehensive hostel refurbishments. This is 

an important reinforcement of confidence for sta�, 

management and Board members alike.

Improved management response rates & 
e�ciency
The way ReviewPro works in terms of maximizing 

the e�ciency of responding to reviews in a 

controlled and well defined manner is also a 

significant benefit. The team find it particularly 

useful being able to maintain logins to third party 

sites as well as a store of responses which can be 

reverted to later and visible to more than one 

manager is great. 

Higher sta� engagement
YHA have seen more focused sta� understanding 

on the importance of customer service and being 

a more customer-centric organisation as a whole. 

Brian summed it up saying “we weren't bad to 

start with but this has added a level of 

sophistication and focus we did not have before.” 

Sta� also like to see their reviews improve and in 

some locations, it is the sta� who monitor results 

more closely than managers and celebrate 

improved results. 

Faster frontline response times
What has been most interesting is the positive 

impact this has had on sta� service levels. Timely, 

focused and specific complaints can be dealt with 

immediately with relevant sta� which helps them 

gain a better perspective on how their behavior 

impacts customer experience. This is much more 

e�ective than abstract managerial concepts about 

good service techniques.

Timeliness is critical with online reviews. Every 

day a review remains unanswered is a day where 

prospective customers think we don't care.“

Year-on-year, guest satisfaction improved (GRI™ +2.4 
points), review volume increased +56% and 
management response rate rocketed from 1.3% to 
67.1%. The impact can be seen on the hostel’s 
TripAdvisor ranking which climbed from #14 to #4/55.
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ReviewPro training & support
YHA New Zealand, who have 13 hostels using 

ReviewPro with at least two sta� in each, feel that 

everyone has been able to adopt the software with 

relative ease thanks to the intuitive, user-friendly 

design but also the training and support provided by 

ReviewPro. In addition to the support from 

ReviewPro team of reputation experts, the YHA 

team find the extensive online training options and 

webinars particularly helpful.

Sta� engagement
YHA underlined how ReviewPro 
helps them to engage with sta� 
over specific issues in a timely 
manner and demonstrate how 
their behaviour or 
underperformance is perceived by 
customers. 

It's not just management “nagging” 
but direct customer feedback. 99% 
of sta� want to do a great job and 
be seen to do a great job so poor 
reviews are a wakeup call and 
great reviews are a motivator. YHA 
have excellent managers who can 
navigate their way through these 
conversations with sta� and use 
Reviews to help them do this well.

YHA New Zealand

Across the organization
Hostel managers and delegated sta� manage 

and receive reports for their own hostels.

National O�ce senior leadership team 

members monitor progress and report on 

quality levels through to Board level. 

Responding to reviews
The translation tools mean the team can 

engage with guests from all markets 

responding to reviews they would never 

normally even consider or know about.

KPIs & reporting
The team receive daily alerts in real-time and 

use the customizable weekly/monthly 

reports to see the evolution over time and 

compare performance to quality score 

targets. 

Sentiment analysis
Advanced Sentiment Analysis has not yet 

been used to its full potential but it currently 

gives the team a more complete picture 

about how their hostels are perceived and 

what they need to focus on. 

Competitive benchmarking 
This is an absolutely critical part of what YHA 

do with ReviewPro. Ultimately it tells the 

company how they stack up against 

competitors and helps them position pricing 

relative to their value perception in the 

market.

How is ReviewPro 
used within YHA? ?

For more information visit: 

www.reviewpro.com/hi


