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• All attendees lines are on mute 
and cameras are turned off

• Ask questions at any time using 
the Q&A tab on your screen

• This webinar is being recorded, 
and all registrants will receive a link 
to the recording and slides 

• For more learning materials, check 
out ReviewPro’s Resource Library

A Few Admin Details …



• Trends in Traveler Sentiment & Behavior

• Effective Covid-19 Communications 

• New Research & Tools from Tripadvisor

• Responding to Feedback

• Understanding Guest Expectations 

• Q&A

Today’s Topics



Welcome from ReviewPro!

Danica Smith
Product Specialist
ReviewPro



Part of a Multi-National Hospitality Organization

• ReviewPro is part of the Shiji
group:

- 60.000+ Hotel clients

- Clients in 150+ countries

- Founded 2009

- 100 employees



Over 60,000 Clients and Partners in 150 Countries

Hotels Restaurants
Destinations &

Star Ratings
Consultants & 

Advisors
Hotel Owners & 

Investors

Management & 
Representation 

Companies



What We Do

Feedback
ReviewPro is a platform for 
gathering guest feedback…

Analytics & Tools
…for managing, acting on & 
responding to that feedback…

Reporting
… multiple reporting options to 
monitor, benchmark and gain insight…

Reviews
From 175+

sources
Post-stay

Surveys
Direct, solicited 

feedback
In-stay & post-stay

Dashboards, filters & views
Alerts, Auto Cases & Workflows
Guest response tools

Messaging
Direct from guest

In-stay & some 
post-stay

Predefined & customized reports

Reports by role, Scheduled reports

API: Connect PMS, CRM, BI

+

AI
… that uses AI to maximize 
efficiency and ROI with…

AI drives guest interaction in the form of 

chatbot and review response and quick 

and detailed data analysis

+



The Global Pandemic Is Far from Over

Globally, there have 
been 16,096,741 

confirmed cases of 
Covid-19. 

Source: World Health Organization, as of July 27, 2020

Source: Bloomberg, as of July 27, 2020



Source: Kayak, as of July 27, 2020



The Long Journey 
to Recovery



Effective Covid-19 
Communications



Questions at Top of Mind:

• Is it safe to travel? 

• Am I permitted to travel? 

• Is your property open?

•What services are available?

•How will you protect my safety?

• Are quarantines, temperature checks 
or masks required?

•Will I be able to cancel or change my 
reservation if needed?

Speak to Travelers’ Concerns



What Will Ease the Concerns of Travelers?

Source: A Data-driven Look at Hospitality’s Recovery by Skift and Oracle. 
Survey of 4,000+ consumers in US, Mexico, Germany, UK, Singapore and Australia, Q2 2020. 



Focus on Objectives

1
REASSURE 

TRAVELLERS OF 
COMMITMENT TO 

SAFETY

2 3
BUILD TRUST 

AND 
CONFIDENCE

SET 
EXPECTATIONS 

PRIOR TO ARRIVAL

Covid-19 Communication Objectives



Use Clear, Concise Language 



Reinforce Company Values



Is Your Property Open or Closed?



Keep Information Current & Accurate



Who Are Your Target Markets?

Source: A Data-driven Look at Hospitality’s Recovery by Skift and Oracle. 
Survey of 4,000+ consumers in US, Mexico, Germany, UK, Singapore and Australia, Q2 2020. 



Create Promotions that Appeal to Today’s Traveler



Set Expectations with Pre-stay Communications

”Hotel efforts to inform 
travelers about their 
specific cleaning and 

sanitization protocols are 
among the most 

important actions hotels 
can take to make travelers 

feel comfortable.”

J.D. Power, 2020 North America Hotel 
Guest Satisfaction Index Study 



Use Appropriate Imagery

SPECIAL CORONAVIRUS 
PACKAGE!



• Ensure employee have access to 
the latest information and policies

• Provide coaching on:

- How to explain safety policies

- How to handle guest complaints

- What to do if a guest refuses to comply 
with mask policy

- How to handle a case of Covid-19 on 
property

Provide Guidelines, Training & Tools for Staff



Tripadvisor and the 
Road to Recovery for 
the Hospitality Industry

07/28/2020



Becky Foley
Senior Director of 

Trust & Safety,
Tripadvisor

Note: Information and the views on this webinar and during the Q&A are of the speakers alone, and are intended to give a broad range of expertise from the global travel industry.



Market Trend Update



28

tripadvisor.com/Covid19WhitepaperMay2020Read the 
full study: 

https://www.tripadvisor.com/Covid19WhitepaperMay2020


Tripadvisor 29

More than 1 in 3 consumers report they have a domestic trip planned for July or 
August 2020 

When is the next domestic trip you have that is currently booked?

A result of increased consumer confidence and pent up demand, consumers are 
looking to travel now

Source: Covid-19 Pandemic Survey; Fielded 6/19-
6/28/20; United States (n=400), United Kingdom (n=400), 
Italy (n=400), Australia (n=400), Japan (n=400), 
Singapore (n=384)

Confidential - Do Not Share or Forward



Tripadvisor

What is the length of your next domestic trip?

30

57% of consumers report their next domestic trip will be between 3-9 days

Tripadvisor visitors are 24% more likely to have their next domestic trip be between 
6-14 days [54% comp, 124 index]

Confidential - Do Not Share or Forward

Source: Covid-19 Pandemic Survey; Fielded 6/19-
6/28/20; United States (n=400), United Kingdom (n=400), 
Italy (n=400), Australia (n=400), Japan (n=400), 
Singapore (n=384)



Tripadvisor 31

Source: Covid-19 Pandemic Survey; Fielded 6/19-6/28/20; United States (n=400), United Kingdom (n=400), Italy (n=400), 
Australia (n=400), Japan (n=400), Singapore (n=384)

Consumers are more likely to take road 
trips, outdoor adventures, beach and 
local trips

Compared to trips that you took before the coronavirus 
pandemic, are you more or less likely to consider taking 
each of the following types of trips when you begin 
travelling again?

68%
Local trip near home

59%
Road trip

44%
Beach trip

49%
Outdoor adventure trip



Tripadvisor 
Travel Safe Initiative



Safety is top of mind 
for travelers.

33

Source: Tripadvisor Consumer Sentiment Survey Wave 3, Qualtrics; 2,190 respondents, U.S., U.K., Australia, Italy, Japan, Singapore; 4/22-4/27; 
Tripadvisor Covid-19 Pandemic Survey Wave 4, Qualtrics; 1,088 respondents, U.S., U.K., Australia, Singapore; 5/13-5/18

of respondents will not travel until 
they see physical changes that 
make them feel safer.  

of travelers say a checklist of safety 
measures on Tripadvisor listings would 
be very or extremely helpful. 65% 74%

33



Enter: Tripadvisor’s Travel 
Safe Initiative

34

Putting travelers’ minds at ease while 
prioritizing their safety:
We aim to provide travelers with 
digestible information & guidance 
pertaining to safety as they start to plan 
future travel

Supporting our partners: 
Aid in recovery by helping you share your 
safety measures 
and overall response with travelers as 
they make their plans

34

On June 15, 2020, Tripadvisor launched this new program dedicated to:

34

TAKE ACTION: Add your safety measures to the Management Center. Go to tripadvisor.com/Owners to 
get started. 



How It Works
Leveraging expertise from world health & safety organizations, we have compiled a checklist that hotels or restaurants can 
use to share the safety measures they are taking. Businesses that activate the checklist will benefit from:

When travelers are searching for 
accommodations in your area -
they’ll be able to filter for hotels 
that have indicated they are taking 
safety precautions. This results in 
higher visibility for your business to 
these potential, safety-focused 
guests. 

Now live - add your safety 
measures to appear in the filter!

Travelers report that they are most 
interested in feedback from other guests 
on the current state of safety at each 
property. To help gather this information 
from recent visitors, questions will be 
added to the review questionnaire to 
confirm the safety experience at each 
location.

Listing Page Updates 

Once activated, a notification will 
appear at the top of your page to 
catch traveler attention. It will link to a 
new “Keeping you safe during COVID-
19” section which includes your safety 
measures, long form response as well 
as how travelers can contact you 
directly or ask questions via the Q&A 
feature. 

Search Filter Traveler Reviews

35



Listing Page Updates 



Search Filter Traveler Reviews

Could you say a little more 
about it? (optional)

We’d love your opinion! Anything you 
can share will help other travelers 
choose their perfect hotel. Thanks!



Hotels
Checklist of Safety Measures

● Staff required to regularly wash hands 

● Regularly sanitized high-traffic areas

● Hand sanitizer available to guests & staff

● Face masks required for staff in public 
areas 

● Floors marked for social distancing

● All linens sanitized in high-temperature 
wash

● Face masks required for guests in public 
areas

● Paid stay-at-home policy for staff 
with symptoms

● 24-hour minimum vacancy between 
guests

● Regular temperature checks for staff

● Contactless check-in

● Contactless check-out

● Doctors available 24/7

● Individually wrapped toiletries

Disclaimer: Lists will continue to evolve and may change at any time. 



● Face masks required for staff in public 
areas

● Hand sanitizer available to guests & staff

● Regular temperature checks for staff

● Single-use or sanitized menus

● Socially distanced dining tables

● Staff required to regularly wash hands 

● Tables disinfected between guests

● Face masks required for guests in public 
areas

● Floors marked for social distancing

● Single-use or individually wrapped 
condiments

● Contactless payment

● Contactless ordering

● Paid stay-at-home policy for staff with 
symptoms

● Curbside/storefront pickup

● Reservations & call-ahead seating only

Restaurants
Checklist of Safety Measures 

Disclaimer: Lists will continue to evolve and may change at any time. 



1. Go to: tripadvisor.com/Owners

2. Log in or register to access your 
Management Center

This is also where you can: 
● Respond to reviews
● Add Management Photos
● Make adjustments to your 

amenities 

Accessing the 
Management 
Center

TAKE ACTION — STEP 1



To add safety measures and detailed 
response click:

“Share Safety Details”

COVID-19 
Response Center

TAKE ACTION — STEP 2



Be sure to fill out both the 
safety measures and detailed 
response sections.

Add Safety 
Measures & 
Detailed 
Response 

TAKE ACTION — STEP 3



Thank you.
43



Guest Speaker

Rhonda Meehan
Group Quality Manager
Staycity Group



Part of the Staycity Group



Staycity Group Background

• Staycity Aparthotels started in 2004 with 
the first apartments in Dublin.

• Now 21 properties across Ireland, the 
UK, France and Italy.

• Wilde Aparthotels is our newer brand 
with properties located in prime city 
centre locations:

- Covent Garden, London

- Grassmarket, Edinburgh

- Checkpoint Charlie, Berlin



Wilde Aparthotels by Staycity

WILDE APARTHOTELS
BERLIN, CHECKPOINT CHARLIE

WILDE APARTHOTELS
EDINBURGH, GRASSMARKET

WILDE APARTHOTELS
LONDON, COVENT GARDEN



Stay with Confidence



-Prior to Arrival

Showing the Safeguarding Measures We Are Taking 
Through Videos

- In  Property- Prior to Arrival



Showing the Safeguarding Measures We Are Taking 
Through Videos



• Website Information

-Must be up to date and prominent

• Informational Video

-To promote the safety measures and benefits of an apartment

• Safety Digital Message

-Video playing on the reception screens reminding guests of measures – social distancing, 
washing hands, cashless payments, etc.

• Pre-Arrival Email

-Sent 72 hours prior to arrival outlining all of our safety measures

The Tools and Channels the Staycity Group Is Using 
to Communicate Safety Protocols to Guests



• Online Check-in

-Pre-registration and pre-payment so only collection of keys is required

• Keyless Entry

-Taking away the need for any contact on arrival

• Company App

-Will allow guests to access all information and make contact with our team

• Whatsapp QR Codes

-Scanning the QR code will generate a Whatsapp message to the reception

• Digital Appliance Manuals

-Another way for the guest to access information without having to make contact with reception

The Tools and Channels the Staycity Group Is Using 
to Communicate Safety Protocols to Guests



Registering with Independent Bodies



• Use your in-stay and post-stay surveys
to ask guests:

- Q – In this new era of travel, our top priority 
is to keep guests safe. How did you find the 
level of safety protocols we have in place?

- Q – Is there anything else you would have 
liked to have seen in operation in terms of 
Covid-19 safety measures?

- Q – Would you like to tell us more?

Ask for Feedback



• Give guests the confidence to book:

- Promote your safety measures on multiple 
sources. Display on your website; 
newsletter; video; social media, etc.

• Help build their trust by:

- Asking guests for their feedback and 
following through on their concerns, Use 
your surveys; 
QR codes; and respond to your reviews.

Top Tips!



ORM Trends



Online Review Trends Of Today

Review volume
decreased 97.8%YOY

• 4,332 properties around the world

• Date Range: 01/03/20 – 31/06/20 vs STLY



Health & Safety is Paramount



Maximize Your Response



Management Response - Best Practice

• Set the correct workflows and processes

- Who responds to negative reviews? positive reviews?

- Who responds to COVID-19 mentions?

• Set a Management Response Strategy

- KPI’s (reviews and surveys)

- What are the new time deadlines? 

- What reviews and/or surveys to prioritise?

- How can you steal market share with your response?

- Templates for survey responses

• Set up the Google & Booking.com API to respond directly



Management Response – Maximize Your Response

Missed Opportunities:

• Generic response which could look 
templated.

• Could have used the hygiene 
mention to reinforce and 
communicate new protocols 
implemented. 

• Say you look forward to welcome 
them back under better 
circumstances.



Management Response – Maximize Your Response

Dear Francesco, thank you so much for taking the time to 
leave such a positive review during these difficult times. 

I am pleased to hear you felt our standards of hygiene and 
cleanliness were very high and found our team to be 
professional. We have invested in new training and health & 
safety protocols to ensure the safety of all our guests and 
staff. 

We look forward to welcoming you back in the near future 
under better circumstances! 



Management Response – Maximize Your Response

Great Response:

• Listened to the guest and 
adapted response accordingly

• Highlights how serious the 
hotel is regarding guest safety

• Adds the human touch and 
shows passion

• Provides trust and confidence 
to future guests



Pre-Stay Communication Is Key



Understand the New Guest



Understanding the New Guest - Client Example



Use Guest Intelligence To Understand The New Guest

• Gain insights to understand new guest 
preferences across all stages of the 
journey. 

• Prioritize operational, service 
improvements to ensure guest 
satisfaction. 

• Create new touchpoints throughout the 
guest journey. 

• Protect online reputation by exceeding 
guest expectations. 



Q&A with Our Presenters

Daniel Craig
Founder
Reknown

Danica Smith
Product Specialist

ReviewPro

Becky Foley
Sr Director, Trust & Safety

Tripadvisor

Rhonda Meehan
Group Quality Manager

Staycity Group

Note: Information and the views on this webinar and during the Q&A are of the speakers alone, and are 
intended to give a broad range of expertise from the global travel industry.



www.reviewpro.com

info@reviewpro.com

@ReviewPro


