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



When rewind was still a word we regularly used
Let’s Rewind to 1999



Same description, same amenities, same photo
Every Site had the Same Information
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This is What a Brochure Promised….
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This is what the traveler got… 



AND SO...
THE IDEA FOR

WAS BORN



A small office above a pizza shop in Needham, Massachusetts
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TripAdvisor headquarters in the year 2000



TripAdvisor Website in 2000
We started as a site for consumers, to help make a better travel experience 
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Then TripAdvisor Added a Review Button

Write a Review



Then Lee County Hotel Reviews Followed 

Write a Review



And, Lee County Things to Do Reviews 
Followed 

Write a Review



TripAdvisor 

introduces 

instant 

booking on 

mobile
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TripAdvisor Highlights

2001 2002 2004 2009 2010 2013 2014 2015 2016
2017
-19

First ever 

traveler 

review is 

posted on 

TripAdvisor 
Restaurants 

added to 

the site for 

the first time

Popularity 

Index 

launched, 

ranking 

properties 

according to 

traveler 

feedback

A flights 

search 

feature is 

launched 

on the site

TripAdvisor 

launches 

first iPhone 

app

Hotel price 

comparison 

launches

Vacation 

Rentals are 

added to 

the site

Partners 

with 

Facebook

TripAdvisor 

acquires

and

NEW 

TRIPADVISOR 

APP & SITE 

EXPERIENCE

TripAdvisor 

reaches 

390 

million
unique 

monthly 

visitors

Business 

Advantage 

launches

“Travel 

Timeline” 

launched 

on mobile 

app

TripAdvisor 

introduces 

airline reviews 

& redesigns 

flight 

experience
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A Lot has Changed…



Source: PhoCusWright’s “Custom Survey Research Engagement,” prepared for TripAdvisor. May 2015 

80% of users feel that 

TripAdvisor reviews 

help them feel more 

confident in their 

travel decisions and 

have a 

better trip

Source: PhoCusWright’s “Custom Survey Research Engagement,” prepared for TripAdvisor. May 2015 



It starts and ends with

TripAdvisor
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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
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Comfort Rating to Share Personal Information in Order to Receive Personalized Travel Information 

Trusted more than any other brand

Source : TripAdvisor Personalization Study, 2019
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49310+431M
Unique Users

Monthly 
Reviews & 
Opinions

New Contributions
Every Minute

Markets Across 
The Globe

795M

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

We are the world’s largest travel site
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2.2B
Influence On All 

Global Travel

+$520B
Vacation Nights 

Influenced

Annual Trips 
Influenced

433M

Source: Oxford Economics, 2017, 2018. ComScore, 2018. Travel Consumer Journey Study by Accenture, 2018

and the most influential travel community



22

at every stage of the decision journey

4 in 5
book with providers who 

they’ve had a prior 
positive experience with

DREAMING

PLANNING

BOOKING

EXPERIENCING
86%

won’t book without 
reading reviews first

57%
book attractions 
while on vacation

70%
seek social 

recommendations 
before booking

Source: TripBarometer 2018 Study
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6 in 10
Average number of days 
users spend on research 

before booking

89
TripAdvisor reach against 

online travel bookers

TripAdvisor reach against 
travellers who book on

hotel sites

7 in 10

Source: ComScore, 2018.

From inspiration to action



TripAdvisor 

Best Practices of 

Reputation Management



Itinerary
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Why 
TripAdvisor?



Step 1:  Take Control

26



27



Step 2: Claim Your Listing
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Step 2: Claim Your Listing
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List Your Business… Complete
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Access the Management Center
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Claiming your listing gives you access to the Management Center 

where you can:



Step 3: Customize Your Listing
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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?

34

85%

15%

85%
Of TripAdvisor users 

are more likely to book 
a hotel which responds 

to travelers reviews 
versus a comparable 
hotel which doesn’t

Of TripAdvisor users 
agree that a thoughtful 
Management Response 

to a bad review 
improves their 

impression of a hotel

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

65%



Anatomy of a Good Response

S Richardson, General Manager, responded to this review 

Dear D.C.,

Thank you for your feedback. I have discussed your comments 

with my team, and we are truly sorry we did not uphold the 

standards of room quality and service excellence we pride 

ourselves on. We do have a number of larger rooms on the 

quieter east side of the building. Please contact me directly on 

your next visit, and I would be pleased to make arrangements. 

Suzanne Richardson

General Manager

THANKS

PERSONALIZES

INVITES 

BACK

ADDRESSES KEY 

ISSUES

FOLLOWS UP

APOLOGIZES

REASSURES 

TRAVELERS



Watch Your Words
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Things to Always Keep in 
Mind…

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
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• Review Express

• Widgets

• Reminder cards

• Downloadable assets 

• Stickers

• TripAdvisor app for 
Facebook

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

• Claim & Complete

• Customize

• Carefully Respond

• Collection Tools 

Remember Your C’s:
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Solutions in Beta
2020 Media Focus

2019

Where to Get Help
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Home Page



42

Sideways



Q&A


