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TripAdvisor Media Group
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TripAdvisor: Canada (including mobile)

0 2 4 6 8 10 12 M||||0n514
TripAdvisor Media Group 4.414
TripAdvisor Sites 4.150

Expedia I2Es7mmmm 2.348
Air Canada IEIENN  1.056
Booking.com 22000  1.172
WestJet Airlines IS8 1.075
Airbnb [HOB78N  1.009
Hotels.com Sites I006M 0.704
Trivago Sites 020l 0650
MSN Travel IEiGS6MN0. 132
FLIGHTHUB.COM 089 0.455
HomeAway 0852 0661
Travelocity 0875 0.850
Fareportal Media Group 0808 0.347
Kayak.com [0#221 0.253
Sunwing 08221 0.228
Transat Distribution Wl@®8  0.257
Lonely Planet Sites 0818 0.372
Priceline.com [0%3  0.104
Marriott 0401 0.256
Cheapflights Sites 088  0.308
Hotwire 0440 o0.152

Disney Parks & Travel [0i253 0315 . .
FirstGroup plc M0269 0240 Desktop Mobile Exclusive \
MATADORNETWORK.COM Jo0.092 0367

Source: comScore May 2017 ‘



TripAdvisor: United States (including mobile) Millions
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Now providing travelers with an
end-to-end travel solution
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218,000+ Restaurants 32,000+ Attractions 450,000+ Hotels

now bookable on TripAdvisor now bookable on TripAdvisor now bookable on TripAdvisor




Impact of Reviews




Research Begins Online

@3 tripadvisor WOTELS  VACATIONRENTALS ~ THAGSTODO  RESTAURANTS  FUGHTS  +er e o0& Q

Find the lowest price on the right hotel for you

o (] IR troom -~ S5 2adults, O chidren - Find hotels 0

of people go to the
om @ . internet first when

We made TripAdvisor
Know better. Book better. Go better. better than ever

See the latest reviews and compare the lowest hotel prices from See whet's new I O O kl n g fo r
200+ hotel booking sites to help you make the most of your trip X . .
information

Recently viewed

Source: The Connected Consumer Survey 2014 / 2015, “How digitally-savvy are people?”



The Most Influential Channels on
Travel Decisions

Travel blogs

Ads or posts by travel
companies on social
networks

YouTube videos

Pictures and videos
friends posted on
social networks

Reviews found on
websites like

\ TripAdvisor /




The Power of Reviews for Hotels

Source: 2015 “‘Custom Surv:

ey Research Engagemen

t” conducted by Phocuswright on behalf of TripAdvisor.

of travelers consider reviews
important when planning &
booking hotels

will “usually” or “always” reference
TripAdvisor reviews before making a
booking decision on a hotel

@@ tripadvisor |



The Power of Reviews for Restaurants
and Attractions

of travelers will "usually” or “always”
reference TripAdvisor reviews before
booking a restaurant

0 will “usually” or “always” reference
9 / TripAdvisor reviews before deciding
0 on an attraction to visit

= . .
Source: 2015 ‘Custom Survey Research Engagement’ conducted by Phocuswright on behalf of TripAdvisor. trlpadV| So r ‘



Understanding the Motivation to Share
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% 70% 4 5
7 3 0 0 out of
Report that they wrote a review in the Of TripAdvisor users wrote a Is the average bubble
past year because they wanted to review in the past year because rating on TripAdvisor
share a good experience with they received good advice from
travelers reviews and wanted to give

back to the community



The TripAdvisor Popularity Ranking

Once we’ve reached a critical
mass of reviews, we’re able to
more accurately predict that
property’s ranking

Recent reviews
carry more weight
than older ones

The bubble ratings
provided by travelers
contribute to your
ranking



Understanding the Motivation to Share

Restaurants 93% 3% 4%
Local Attractions & Dest Activities 91% 9% 4%
Hotels 84% 7% 9%
Airlines 84% 9% 7%
Home or Apartment Rentals 80% 16% 4%

Car Rental Companies 12% 15% 13%

Source: Phocuswright’s U.S. traveller Technology Survey 2015
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Power Your TripAdvisor Presence e©




Claim Your TripAdvisor Listing

&« C | @ TripAdvisor LLC [US] https://www.tripadvisor.com/Owners w O® B o :
@0/ advisor

REVIEWS PRODUCTS FREE TOOLS RESOURCES

Find and Claim Your TripAdvisor Listing

Q Search for Your Business

Your business already appears on TripAdvisor — now put the world's largest travel site to work for you. Claim
your listing for free access to powerful business-building tools.




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
Fiw SO0
K —
‘CFEET T =
s 1 1. ' o

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




Edit Business Details

@0 advisor
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GENERAL

LOCATION

HOURS

CUISINES &
AMENITIES

LISTING
SUPPORT

m PROFILE REVIEWS REPORTS FREE TOOLS RESOURCES

Business Details for Daisy

General Information

Chain

Business Name
Daisy

Japarese

o FAI= /7 0

TripAdvisor mayy transiate your Business Name info other kanguages in ceder %o display it in all points of sale

Contact Details
Country Code

United States (+1) v

Tolophone rumier



Upload & Manage Photos

»

PHOTO
OVERVIEW

MANAGE
PHOTOS

FAVORITE
PHOTOS

COVER PHOTOS

STORYBOARD

PROFILE REVIEWS PRODUCTS REPORTS FREE TOOLS RESOURCES

Welcome to your photos! Here you can easily manage the photos that appear on your TripAdvisor page.
Read our Guide to learn how to choose your primary photo, edit Management Photos and upload new

Phot

images.

Schrute Farms Gallery Where does ths appear?

MANAGEMENT PHOTOS (12) » TRAVELER PHOTOS (281) »

Your Selected Photos Whare doos ths sppear?

PRIMARY PHOTO »

* PRIMARY




Take Advantage of Management Responses

(oY)

advisor

Schrute Farms ~ PROFILE REVIEWS

Response Published

"Pleasant Stay, Creepy Valet”
@@®@@0O

Response Rejected

"Dwight = Delight"
@@@®@0O

Re:

jected

"Vraiment incroyable toutes c...

®
®
®
®
O

Response Rejected

"An Up-beet Vacation”
@@@®@0O

Response Rejected

"ALL INALL. FARM 'TASTIC!!"

Response Rejected

PRODUCTS

Fitered by: |Rating X | CHANGE FILTERS
"Great food" Jun 5, 2017
@@@@0

May 3, 2017

Mar

Feb

15, 2017

25, 2017

Feb 6, 2017

REPORTS FREETOOLS RESOURCES

Respond to reviews of Schrute Farms

Answer Traveler Questions

"Great food"
@®@®0 Jun 5, 2017 | Reviewed by Kiara M
I hosted a garden party here and the exotic meats were cooked to perfection. It all tasted like goat

but it was delicious. I ill be hosting my next event here for sure. I gave the 4 out of 5 because my
guest cars were slightly damaged by the valet service.

& Response Published

, Manager at Schrute Farms, responded to this review, Jun 6, 2017

Hello Kiara M,

Thank you for taking out the time to post a great review. We are glad to hear that you enjoyed our
food and we look forward to welcoming you for your next event.

We wiill immediately look into the situation that you faced and continue improving our valet service.
Please let us know if we can service any special requests and please do not hesitate to contact us for
for any further information regarding hosting your next event.

Cheers!

Of users are more
likely to book a hotel

which responds to
travelers reviews

85%

Users agree that a
thoughtful Management
Response to a bad review
improves their impression
of a hotel




The Anatomy of a Good Response

THANKS
\

APOLOGISES ~

BE REAL

—

FairmontPacificRim, General Manager at Fairmont Pacific Rim, responded to

this review, 3 days ago REINFORCES POSITIVE

Thank you for taking the time to share your expewedback on your
recent stay with us. We are glad to hear you enjoyed our guestrooms, the fitness

centre, and our complimentary BMW bikes for a ride around Stanley Park. We do,

however, regret to hear we may have missed any opportunities to ensure your &
eck in was smooth and seamless. | would welcome you to contact me directly at

Philip.Barnes@Fairmont.com should you wish to discuss your experience in further

detail. We look forward to the opportunity to welcome you back to experience the

high standard of service we have become known for. \

Sincerely, DEMONSTRATE COMMITTMENT

Philip M. Barnes

General Manager Fairmont Pacific Rim & Regional Vice President, Pacific

_Northweast

OWN IT




Best Practices for Responding
1. Sign up for review notification emails

2.Respond promptly

3.Say ‘Thank you’

4.Be original in your replies
5. Highlight positives

6. Address any specific issues

/.Be polite and professional

@@ tripadvisor |



Questions and Answers on TripAdvisor

Engage with potential customers and create a sense of
transparency with Questions & Answers

©©)/+adVvisOr  Honesdale ~

About Honesdale  Hotels  Vacation Rentals  Restaurants  Thingstodo  Flights wee

Schrute Farms Questions & Answers
@@@@O 1,182 Reviews

Here's what travelers have asked, with answers from Schrute Farms staff and other travelers.

57 questions sorted by: Answersd  MostRecent  Fewest Answers Engish first ~

@ How many colors of beets are available at the farm?

13daysago ™
:::::::

Show all answers (2) m

Q This is only a test
t4daysago ™
Yuliana B

stow st snsvers (1) [l
@A Hello, do you provide breakfast?
15 d; -

Show all answers (1) m

@@ tripadvisor |



Encourage Guests to Write Reviews
with Review Collection Tools

* Review Express & VisSIT?
* Widgets

* Reminder cards

* Downloadable assets
 Stickers

* TripAdvisor app for Facebook

@@ tripadvisor |



Collect Recent Reviews with
Review Express

* Send up to 1,000
email addresses
per day

aaaaaaaaaaaaaa

- Easy to edit template

SO you can create
- - your own custom
D message

) + Choose your preferred
How was Schrute Farms? [Edit] I a n g U age

Thank you for choosing Schrute Farms for your recent stay in Honesdale.

reviews us on TripAdvisor.
visitors every month plan the perfect trip.



romotional Tools for Businesses

REVIEWS P REPORTS FREE TOOLS RESOURCES

Promotional Tools for Your Business

Put our brand to work for you! Use these eye-catching items to attract
travelers' attention, boost reviews and bring in new business.

Free Stickers

RECOMMENDED

(0)0)

getting stickers can help bring

r door

advisor o

N
N2 Business Cards

e
©v « HOWWAS your Showcase your brand - and your presence on the
@ v'S'T? world’s largest traved site - with customizable cards

Magnets & Stamps

Remind visitors to review you on TripAdvisor, show



Review Express & Private Surve

Collect reviews and guest feedback at the same time

XS advisor

Schrute Farms ~ PROFILE REVIEWS PRODUCTS REPORTS FREETOOLS RESOURCES

Schrute Farms
TripAdvisor Property ID 730099

Review Express

Home Dashboard Create Email Create Survey Send Email Settings

v Status: Published
Private Surveys - Available only to you

Easily collect TripAdvisor reviews and private guest feedback at the same time
How It Works Track Survey Results

Question Bank Your Custom Survey: Add up to 7 questions

Questions Remaining: 0

Overall Experience >
Value of room for the price
Guest Room & Furnishing >
How likely is it that you would us to a friend or
Hotel Staff >
Cleanliness of room
Dining Services/Facilities >

Quality of your breakfast experience

S



TripAdvisor App for Facebook

Drive More Reviews
Give previous visitors an easy way to submit a valuable
TripAdvisor review — without leaving Facebook.

@B tripadvisor

Let professional and traveler photos tell your story to
friends and fans.
X

Let the world know about your TripAdvisor
accomplishments, and give potential guests more reason
to book.

: ! Showcase Your Awards (optional)

p and the

Share Your Reviews (optional)
Let travelers know that their opinion matters to your
business by sharing reviews from previous visitors.



Content Integrity




®® tripadvisor

What We Believe

1. We believe we are the industry leaders
in review fraud detection.

2. We believe traveler reviews have
revolutionized travel.

3. We believe TripAdvisor has levelled the
playing field for business small and
large to compete.

4. We believe in customers’ right to write.




Examples of Reviews Which Violate
Our Guidelines

®0000 ———
“There was a long wait, the food was cold and they eVIeWs containing
personal or exclusive
b refused to use my Promo Code #1234 i !
5 s information
00000
“| stayed here 5 years ago and still think about the .
o terrible service we received." Reviews from a
Woodwort, non-recent trip
#21 w8
00000

“A friend of mine rented a bike from this business
W 1ECENLY @nd said the tires were flat and the staff
Arab Emirstes were largely unhelpful.”

#19 w12

Second-hand

information

@@ tripadvisor |



6 Facts About How We Moderate Reviews

1. Every review goes through a 4. We have over 15 years’
tracking system before it is experience moderating traveller
published reviews

2. If the system spots something 5. The fraud detection techniques we
suspicious, our team of content use are adapted from industries
specialists step in to investigate such as banking

3. Our team has over 300 specialists 6. Anyone who uses the site —
covering all 28 languages iIncluding business owners - can
supported on the site report a concern with a review, and

every report is investigated by our

content specialists
P @@ tripadvisor |



Fraud or Blackmail

* Report blackmail threats immediately

* Provide as many details as possible -

- — this information will help us identify
s the review if it's submitted at a later
e date
@ == c) . .

* Retain any relevant documentation
o= o==—| that might be useful should you be
P P contacted for additional information

* Post a Management Response so
other travelers can read what you

have to sa
y @@ tripadvisor |



Qe

Items

c
O
hd

&)
<




Immediate items

1. Commit to listening
2. Don’t fear the feedback/relax
3. Respond with a virtual smile

4. Demonstrate your commitment

@@ tripadvisor |




Longer term action items

1. Engage the WHOLE team
2. Track reviews for business intelligence

3. Consider participating/reviewing forum postings

@@ tripadvisor |



Step 1. Build Your Strategy

A strategy will shape your focus and help to guide your efforts

Identify your
Target Audience

Know your business and who your
LCYAUEILCHOEILG

Define Your Measures

of Success

Determine how you will define
success so that you can track
your progress

Set Realistic Goals

Set goals that help you target
your best customers

Schedule Time to Review

Your strategy will shift and change as
your business does so schedule time to
reassess and reshape if required




Step 2. Create an Online
Reputation Culture

“The best results come
from a cultural shift that
includes every
employee in the
process of earning
positive reviews.”

Daniel Craig - Founder, ReKnown



Step 3: Assess Your
Current Online Presence

* Search for your business using a search engine. Don’t
forget to search for images as well.

* Familiarise yourself with conversations that are happening
on social media sites.

* Build a list of the most popular websites that you appear on
and get into the habit of checking regularly.

Hot Tip:

There are a number of free software programs that can help you
find and track your online mentions

@@ tripadvisor |



Step 3: Assess Your
Current Online Presence

* Search for your business using a search engine.
* What conversations are happening?

* Where are your guests gathering? What site are popular?

Hot Tip:

There are a number of free software programs that can help you
find and track your online mentions

@@ tripadvisor |




Step 4: Update Your Information
Across All Sites

REGISTER & UPDATE 3 UPLOAD CURRENT IMAGES 3 READ AND RESPOND TO
BUSINESS INFORMATION OF YOUR BUSINESS ANY RECENT COMMENTS

CONTINUE TO MONITOR
THE MOST IMPORTANT
PLATFORMS

TAKE NOTE OF ANY
TRENDS

@@ tripadvisor |



TripAdvisor Tools to Help Manage
Your Online Reputation

Monitor Review and Collect Reviews
Performance and Customer
Activity Feedback

Promote Respond to and
Recognition and Engage with

Customer Customer

Feedback Feedback




More Resources




www.TripAdvisor.CA/insights

@®tripadvisor
TripAdvisor Insights |  MANAGE LISTING  BUILD YOUR BUSINESS  REVIEWS PERFORMANCE  RESEARCH & TRENDS Q
TripAdvisor Insights | The essential hospitality marketing resource
Q What can we help you find?
MANAGE YOUR LISTING BUILD YOUR BUSINESS
See Content for:
— Accommodations -
i

Let us help you with: Getting Started, Add or Edit Let us help you with: Instant Booking, Business RESEARCH & TRENDS

Photos, Add/Update Listing Information, Change Advantage, Add Booking Button, Awards &

Property Location and Report Ownership Change. Recognitions and Promotional Tools.
REVIEWS

’ \ v . How reviews help your business A Small B&S with Big Potential

Collect TrinAdvisor reviews

y @TripAdvisorB2B



Customer Service and Support

Schrute Farms ~ PROFILE REVIEWS PRODUCTS REPORTS FREE TOOLS RESOURCES

TripAdvisor Insights

Schrute Farms Management Center

Help Center

Instant Booking for Schrute Farms
Get Started
Respond to Reviews
Let customers know you value thes

opinions by shanng thoughtful responses
10 feodback.

Manage your Business Listing
Take advantage of your exclusive
subscriber benefits, including Special
Offers and Announcements.

Update Business Details
Edit your location, amenities and other

detals 1o ensure your listing Is accurate.

Manage Photos
@ Add new photos and highlight the images

that show your business at its best

View Performance Dashboard
See key trends and performance

Review Express
The fast, free and easy way to get more
indicators for your property.

traveler reviews.

Resources:

* Help Center

*  Owners Forum

« TripAdvisor Insights

TripAdvisor Rating
00,000

Property Dashboard

(% Scheute Farms on TripAdvisor

PROPERTY IO¥ 730000

Business Listings

Contacting Customer

} Features Active! »

S Support:
. * Log into the Management Center
w Amouncemens *  Submit a ticket

Inactive

Contact TripAdviso

* Record the ticket number

/' Getonline help

©® tripadvisor






