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How did TripAdvisor become
the world’s largest travel site?



Let’'s Rewind to 1999

When rewind was still a word we regularly used

Dial-Up Mebwarking enables pou to connect one
computer to anather computer and ta the netwark by
uzing a madem.

Connecting 8320 to Internet... nao
'% Dialing “95¢. ..




Every Site had the Same Information

Same déscription, same amenities, same photo
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Hotel Casa del Mar Cozumel is a charming
Mexican Hideaway facing the magnificent
Caribbean Sea. Situated across the main
boulevard with 98 comfortable rooms and
eight recently restored Deluxe Cabaias, the
property is surrounded by beautiful and
exotic garden area with a Mexican town
feeling.

Now a bit about the island...Cozumel is Mexico's largest island, nestled just 12 miles off the
coast of the Yucatan Peninsula. C: | 28 miles long & 10 miles wide,and is
world renown for it's dazzling white sandy beaches and the remarkable clarity of the
multi-hued azure Caribbean ocean in which it rests. The climate is subtropical & the people
native to Cozumel are of Mayan descent.

The Maya were a great culture of farmers, fisherman & warriors who ruled from Campeche
to Guatamala for over 2000 years before the arrival of the Spanish Explorers in the 15th
Century. They were quite an advanced civilization, and the legacy of their culture survives
in the vestiges of the huge citics that they built during their reign. One of the lesser known,
but very interesting sites is here on the island and is called San Gervacio.

Now a park with a resoration project to study the Mayan culture, this was once a sacred site
where Mayan women journeyed to worship the goddess Ixchel, the goddess of fertility.
Other fascinating sites such as Chichen Itza with its massive pyramids that rival those at
Cheops, and Tulum, the only Mayan city built overlooking the sca, and even Tikal in its lush
Jungle settings where wild monkeys still can be seen, each are an casy one day excursion
from Cozumel.
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This is What a Brochure Promised....

VISIT MEXICO!

Hotel Casa del Mar Cozumel is a charming Mexican
Hideaway facing the magnificent Caribbean Seci,
Situnted across the main boulevard with 98 comfortable
rooms and eight recently restored Deluxr Cabadias, the
pmpcnyissumm:lbybuuﬁfulmdexmlcgm
area with a Mexican town feeling.




This is what the traveler got...
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TripAdvisor headquarters in the year 2000

A small office above a pizza shop in Needham, Massachusetts

_IripAdvisor 200C

e




TripAdvisor Website in 2000

We started as a site for consumers, to help make a better travel experience
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=la) o] ID) cle &) slaie) B
Ackdiess:|

tripadvisor Guadeloupe Tourism v Desierd: Setitin; rbcors

Hoteals and Vacation Packages and opinions on Guadeloupe vacations

Destinatlon: Home > Carlbbean > Guadeloupe

Guadeloupe Tourism  Tourism

Special Offers on Guadeloupe Hotels and Vacations (1-4 of 41)

o]

ﬂ Les Resigences Yuoca | Special Room Deals. Orbitz
ﬂ MNovatel Coralia Fleur D'epee @ Rooms from $84 per Night, Expedia.com

Q Sofitel Auberge de la Vieille Tour, Pointe-a-Pitre : 3 Nights from $270, Travelocity Vacations
View all Guadeloupe vacation packages
Featured Airfares to Guadeloupe (arriving in Point a l'ltrl, Glndlluupl)
Pick & departure city: | Chicaga, IL/O'Hare (ORD} Go fih
Airfare deals - Orbitz - Click Here M_ﬁmu_cumm
+ “+
Popular Vacation Destinations in: Guadeloupe
Parc Navgnal Pointe-a-Fitre
\ L B i (5)
\ “Guadeloupe -- Destination Cwerview,” Caribbean | INterested in Guadeloupe? Tripadvisor's weekly free
§ Travel and Life Magazine e-mail newsletter will keep mm N ol st
3§ “Guadeloupe.” Discovery / Weissmann Travel type in ml &l mwm::
Reports g
(your e-mailj subscribe
“Guadeloupe.” Lycos Travel : | subccribo |
d ‘Guadeloupe.” See-Caribbean
[your e-mail) “Gyadeloupe Guide,” WhereToStay.com
[subscribe Recommended Reading (1-10 of 16)

‘Croissants and Creole " guardianunlimited.co.uk / The Guardian, November 17, 2001
\iready subscribed? SIa0 A interesting mix of madem cities, rural villages, rainforests and secluded beaches all wrapped up “a la
in here.}) francaise.”

ﬁ e-mail this page “Guadeloupe: Fine French Offerings Minus the Pretense.,” C Travel and Life Magazine, December
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Then TripAdvisor Added a Review Button
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Then Lee County Hotel Reviews Followed
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Annual Visit!
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“We stumbled across this fabulous beach house 5 years ago and have returned for our "Christmas Trip”
every year since! When we check out, we make our reservation for the next vear before leaving! You will
love this place! The accommodations are comfortable and clean. Fully stocked kitchen and washer/dryer
combo are so convenient. The Staff is friendly and housekeeping is flexible and thorough. The grounds are
kept immaculate! It's just a short walk to the square, pier and loads of shops and restaurants. The best
part... walk down the stairs, out the door and in a few steps vour feet are in the sandl”

Read more ~

Date of stay: December 2019

Helpful Share
® Responze from EdisonBeachHouse, General Manager at Edison Beach House
Qesponded 1 wesk ago

Thank you for the great review and comments. We are glad you enjoyed your sfays with us and we can be a
part of your family's Christmas.



And, Lee County Things to Do Reviews
Followed

mameower wrote a review Today
& @ Tennessee - 151 contributions « 49 helpful votes
EEE®0
Fun!

Took the tour with my 70-ish parents and my teen sons. We all enjoyed it. Other tour paricipants and
guides were friendly and talkative. Rum and vodka samples were creative and generous {and mostly very
good!). My only complaint is the main tour guide was a bit snarky (in a fun way). We took home a bottle of
key lime and it is very good in Bloody Marys!

Fead less &

Date of experience: January 2020
Trip type: Traveled with family
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TripAdvisor Highlights

First ever
traveler
review is m
posted on
TripAdvisor
Popularity
Index
launched,
o ranking
properties
I according to
traveler
feedback

Vacation
Restaurants  Rentals are
added to added to
the site for the site
the first time
// A flights
#\ search
\ feature is
» launched
on the site

TripAdvisor
launches
firstiPhone

app

Partners
with
Facebook

Hotel price

Book on
@@ tripadvisor

TripAdvisor
introduces
instant
booking on
mobile

TripAdvisor
acquires
viator

and
‘m,\ofourcheﬂe

comparison
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TripAdvisor
reaches NEW
390 TRIPADVISOR
million APP & SITE
unique EXPERIENCE
monthly
visitors
TripAdvisor
introduces
airline reviews
& redesigns
w flight
Ti-rrwreazl\ilr?;” experience  Bysiness
launched Advantage
on mobile launches
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A Lot has Changed...

e

@@ tripadvisor

Find the lowest price on the right hotel for you

m (

lm @
Know better. Book better. Go better.

See the latest reviews and compare the lowest hotel prices from
200+ hotel booking sites to help you make the most of your trip

Recently viewed

lem 1room ~ & 2adults, Ochildren

We made TripAdvis|
better than ever

See what's new ©

(ONONO)

e A

Hotels Vacation Rentals

4 ‘M

Restaurants Things to Do

Recently viewed

7 82% W)

Q

\

e

Flights

More
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Source: PhoCusWright's “Custom Survey Research Engageme
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Brand trust is essential to consumers across diverse countries,
from Brazil (91%) to France (63%), and across categories as
disparate as banking (83%) and technology (80%). It's true for
men and women, for all age groups, and income brackets.

— 2019 Edelman Trust Barometer Special Report




Trusted more than any other brand

Comfort Rating to Share Personal Information in Order to Receive Personalized Travel Information
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TripAdvisor Expedia Google Booking.com Amazon Yelp Airbnb Facebook Instagram

Source : TripAdvisor Personalization Study, 2019
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We are the world'’s largest travel site

431 M 795M

Unique Users Reviews & New Contributions Markets Across
Monthly Opinions Every Minute The Globe

Yol
Source: Jumpshot for TripAdvisor Sites, worldwide, December 2018. TripAdvisor Q3 2018 20



and the most influential travel community

2.2B +$520B 433M

Vacation Nights Influence On All Annual Trips
Influenced Global Travel Influenced

Source: Oxford Economics, 2017,2018. ComScore, 2018. Travel Consumer Journe! y Study by Accenture, 2018 21



at every stage of the decision journey

70% | .~ 4in5

seek social book with providers who
recommendations they've had a prior
before booking positive experience with

'm ml) %

1 45 - | I-- l‘

EXPERIENCING PLANNING

won't book without
reading reviews first

book attractions
while on vacation

' oo
Source: TripBarometer 2018 Study 22



From inspiration to action

71n 10

TripAdvisor reach against Average number of days TripAdvisor reach against
online travel bookers users spend on research travellers who book on
before booking hotel sites

Source: ComScore, 2018.
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' Best Practlces of _
“Reputation Man\age\ment



"Our TripAdvisor page has been
such an essential asset to help
us stand out from the crowd,
ensuring we are able to generate
bookings all year round.”

John Stamp
Owner, Makars Gourmet Mash Bar

"We've always used TripAdvisor
extensively. It's one of the best
things that could have ever
happened for our business."

Katarina Elez
General Manager, Berkeley Hotel & Spa
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“By being on TripAdvisor and
having great reviews, people
[can] discover our company
where they may not have
before.”

Avital Ungarme
Founder, Avital Food Tours

X©) 25



Step 1: Take Control
- —
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Step 2: Claim Your Listing

90,11 ~advisor

Hotels  Thingstodo Restaurants Flights Vacation Rentals Vacation Packages Cruises [[E]]  RentalCars  eee

List your business on TripAdvisor

Are you taking advantage of TripAdvisor's entirel free listings?

» Reach millions of travel customers
Privacy policy More than 60 million consumers each month research their travel purchases using TripAdvisor. You can introduce your
travel products and services (hotel, B&B, attraction, tour package, restaurant, etc.) to millions of qualified travel buyers.

» Appear on the top travel sites on the web

By listing your products and services within TripAdvisor's travel directory, you ot only will be seen on
www.tripadvisor.com’s award-winning site but on other leading travel sites.

) Deliver your message at just the right time

With its sophisticated search technology, TripAdvisor can help you reach consumers at the very moment they are
researching your location. As a hotel owner in Boston, for instance, you would benefit greatly from [isting your property
with TripAdvisor. Consumers looking for hotels in Boston could access your information, including a description of the

Survey insights property and a photo, and be weil on their way toward booking a room!
Press rek Select your business type
Get listed If you're an official representative of your property, service, or company, set up your free TripAdvisor listing today. Read our

listing policies below for more details

Management response - M n

Hotels i Vacation Rentals

TripAdvisor policy for listings

TripAdvisor reserves the right to change these policies at any time and to refuse or remove any listing for any
reason.

28
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Step 2: Claim Your Listing

& TripAdvisor Media Kit @ Salesforce - Unlimit.. '@ ARUBAPDP g TA Audience Segm..

4 DMO MEl Reporting Social product part... End of FY 2018 Pre-... Melissa Surane- D...
i

0]
Inbox

[¢] [ § tripadvisor.com/Owners

Apps 4 DoubleClickfor Pu... 45 CPM Sales: Workbo.. FonLauderda\eSta.,. InsightsRepomng‘.‘
Trips

00} ({ advisor

Products ~ Reviews  Marketing Tools ~ Help

Your Business v

Claim Your Free TripAdvisor Listing

0, Business name

Q Location

29



List Your Business... Complete

0}/ - advisor (]

Mol Thingstodo Restawants Flighs Vacation Rendals \Vacation Packages Cruses [}  RentaiCars  see

List a restaurant on TripAdvisor

R

03 the compiase TriAdutscr pcy for testaurants,

‘Your Information
Nas n ed 1o cone

[ T———

Selectona .

Listing information for your restaurant

Sabct o country 5

Yourcity I et isted

Map L frag and drop tho map marker 5 nesded)

Whven posst

: map morker 3 he frain enmance ol he business. il ve 5
notaman

I e geograghic center,

EDripadVisOr know beter & book beser @ ga better exsore
Aot s
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Access the Management Center

Claiming your listing gives you access to the Management Center
where you can:

Optimize Your Listing Manage Your Reviews Track Your Performance

BE 1% o
LT * i

Update your business description, Generate more feedback with Review Analyze how you're engaging with
add photos, and highlight amenities Express and join the conversation via travelers on TripAdvisor and how you
to attract traveler's attention Management Responses measure up against competitors

31



Step 3: Customize Your Listing

Customize your listing details, upload photos, and more to show customers
what makes your business special.




Step 4. Respond to Reviews -
Carefully

Join the Conversation-
respond to reviews and
access free tools to
generate more
feedback for your
business.




Why?

ool advisor

PROFALE REVIEWS PRODUCTS

REPORTS FREETOOLS RESOURCES

Respond to reviews of Schrute Farms

Ly: |Reting ¥ | CHANGEFILTERS
"Great food " Jun 5, 2017

Respunse Published

royable toutes .. Ma

an 17, 2017

Answer Traveler Questions

"Great food"

) lun 5, 2047| by Kiara M

I hosted & garden party here and the exotic meats were cooked to perfection. It all tasted ke goat
. T will be hosting my next event here for sure. T gave the 4 out of 5 because my

but it was del
guest cars wers slightly damaged by th valet sarvice.

@ Response Published

Manager at Schrute Farms, responded o th
Hello Kiara M,

Thank you for taking cut the time to post 2 great raview. We are glad o hear that you enjoyed ow
food and we look forward to welcoming you for your next
We viill immediately look into the situation that you faced and continue improving our valet seric
Plaase lat u know if we can servics any special requests and please do not hesitate to contact us

for any further information regarding hosting your next event.
Cheers!

Source: 2015 ‘Custom Survey Research Engagement’ conducted by Phocuswright on behalf of TripAdvisor.

5%

Of TripAdvisor users

are more likely to book
a hotel which responds
to travelers reviews
versus a comparable
hotel which doesn't

5%

Of TripAdvisor users
agree that a thoughtful
Management Response
to a bad review
improves their
impression of a hotel

34



Anatomy of a Good Response

S Richardson, General Manager, responded to this review FOLLOWS UP

Dear D.C., APOLOGIZES
THANKS

. ediscussed your comme
\Phgnkyguforyourfeedbalk | have dj r nts REASSURES

with my team, and we_are truly sorry we did not uphold the TRAVELERS
/tandards of room guality and service excellence we pride_~~
ADDRESSES KEY ourselves on. We the

ISSUES quieter east side of the building. Pleasge contact me directly on
your next visit, and | would be pleased to makewamgements.

INVITES

Suzanne Richardson w PERSONAL IZES BACK
General Manager



Watch Your Words

WORDS TO AVOID

“your problem/issues/
complaint”

WHY AVOID?

Negative labels can make the

situation sound worse than it is.

BETTER WORDS

“your feedback/comments/
experience”

“We can’t/won’t”;
“You should/shouldn’t”;
“Sorry but ...”

Too negative and sounds like a
lecture. Instead, show
understanding and empathy,
and say what you can or will
do.

“I can”; “We will”; “I completely
understand”; “We appreciate
your feedback”; “I'll be sure to

follow up with staff to avoid a
recurrence.”

“rude”, “dirty”, “noisy”,
“odor”, “bedbugs”,

“overcharged”, “theft,”
hotel brand name, etc.

Repetition reinforces negative
impressions, and responses
are searchable content online.
Instead, apologize and focus
on the solution.

“I am sorry we were not up to
our usual standards.” Or “We
found no evidence of the issue
but have taken the following
precautions ..."

22



Things to Always Keep Iin
Mind...

"
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1. Commit to listening

2. Don't fear the feedback

3. Treat reviews like precious gems
4, Track the trends

5. Respond with a (virtual) smile




Step 5: Encourage Guests to Write
Reviews with Review Collection Tools

Review Express T

<7 HOW WAS YOUR
Widgets VISIT?
Reminder cards Ty
Downloadable assets

Stickers

TripAdvisor app for
Facebook




Remember Your C’s:

Control

Claim & Complete
Customize
Carefully Respond
Collection Tools
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Home Page

> C @ tripadvisor.com Q %

Apps % DoubleClick for Pu.. 4 CPM Sales: Workbo... Fort Lauderdale Sta... Insights Reporting... i DMO MEI Reporting Social product part.. End of FY 2018 Pre-.. Melissa Surane-D.. & TripAdvisor Media Kit & Salesforce - Unlimit.. & ARUBA

B tripadvisor ® @ 2 @& o

Post Trips Inbox

Hotels Things to do Restaurants Flights Vacation Rentals Cruises More

Rental Cars

Pick up where you left off Travel Forum

Recently viewed

Airlines
\ 4

cJ Goes Best of 2019

@CJDMOTrip
Contributions  Followers Trip Inspiration
113

. . Blog Hotel Shenzhen S...  Coral Sands Hotel Il Forks Road Trips

9 Jupiter, Florida 2 reviews 524 reviews 279 reviews
An avid traveler and traveling Shenzhen Harbour Island Palm Beach Gardens Help Genter

professional who has a thirst for all




Sideways

<« C & tripadvisorsupport.com/hc/en-us ¥ s@Eeo @

Apps 4% DoubleClick for Pu... 4 CPM Sales: Workbo... Fort Lauderdale Sta... Insights Reporting.. 4 DMO MEI Reporting Social product part... End of FY 2018 Pre-. Melissa Surane- D... @ TripAdvisor Media Kit @® Salesforce - Unlimit.. & ARUBA PDP TA Audience Segm.. »|

tripadVi sor Manage My Booking Contactus v English (US) v

Help Center

Search

[ Y I &
ars’ Qo

Guidelines Site Features Community Technical Support

Popular Topics

TripAdvisor’s Content Policy + Our guidelines for Forum posts +







