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Poll 1 

Which of the following is the highest priority for you 
today? 
 
q  More bookings from online travel agencies 
q  More direct bookings 
q  Better traveler reviews and ratings 
q  More engagement on social media channels  
q  Getting through this webinar without being interrupted  
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Poll 2 

How many ReviewPro webinars have you attended? 
 
 
q  This is my first one 
q  This is my second one 
q  I have attended between three and ten  
q  I have attended more than ten  
q  What’s a webinar? 
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Trends & Opportunities in Digital Marketing 
 
Connecting with Guests via Mobile Technology 
 
Building Engagement, Loyalty & Direct Bookings 
 
Using Reviews to Guide Messaging & Drive Bookings 
 
Q&A with our Panelists 

Agenda 
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Today’s panelists 

Daniel E. Craig 
Founder 
Reknown 
@dcraig 

 

Nicholas Gandossi 
General Manager 

Opus Hotel 
@OpusHotel 

 

Josiah Mackenzie 
VP Business Development 

ReviewPro 
@ReviewPro 
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Drew Patterson 
CEO & Co-founder 

CheckMate 
@CheckMateTravel 



Panelist 
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Josiah Mackenzie 
VP of Business Development 
@JosiahMackenzie 
@ReviewPro  
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About ReviewPro: Our vision 

Enable our clients to deliver better 
guest experiences and to profit  

from guest intelligence. 
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Clients & partners 
More than 18,000 hotels and brands in 100+ countries rely on 
ReviewPro to improve guest satisfaction & increase revenue. 
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What we do 

Data/API Revenue 
Optimizer 

Guest 
Surveys 

Reputation 
Management 

Guest Intelligence 

Investment & 
Consulting 

Destinations & 
Star Ratings 

Hotels 

	  	  

Restaurants 
Associations & 
Representation 

Companies 

Management 
Companies 
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Trends & Opportunities 
in Digital Marketing 



OTAs: consolidation & growth  

•  Expedia merger with Orbitz approved; now world’s largest online 
travel services company by bookings, with Hotels.com, 
Travelocity, Trivago and Wotif 

•  Priceline Group includes Booking.com, Agoda, Kayak, OpenTable 
and BookingSuite 

•  Priceline stock price up 20% this year; Expedia up 50%  
•  Priceline account for approx 94% of OTA market in the U.S. 

(PhoCusWright, 2014) 
•  OTAs account for about 1/3 of online travel market and 16% of 

total gross bookings in U.S. (PhoCusWright) 
•  OTAs dominate paid search results, drive up costs of acquisition 
•  Commoditization of hotels: less brand loyalty, more price-driven 

decisions, more consumer confusion  

13 #SMWebinar 



Reasons for booking on OTAs  
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Source: 2014 Traveler’s Road to Decision, Google  
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New intermediaries  

•  Challenging Priceline-Expedia duopoly  
•  Metasearch engines (Kayak, Trivago, Skyscanner, etc) 
•  TripAdvisor Instant Booking 
•  Google Hotels Ads Commission Program & Book on Google  
•  New channels for hotels but a more complex, fragmented 

distribution landscape  
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Growth in mobile bookings   

Source: Travel Flash Report, Criteo, 2015 

#SMWebinar 16 



OTAs leading mobile hotel bookings 

Source: Travel Flash Report, Criteo, 2015 
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Strategies to stay on top of trends  

•  Diversify distribution – experiment with new booking 
channels 

•  Calculate costs of acquisition and profits on each channel  
•  Don’t offer lower rates on OTAs than direct channels 
•  Give travelers reasons to book direct 
•  Focus on guest service 
•  Collect, analyze and use data on guest behavior and 

preferences to personalize marketing activities and the 
guest experience  

•  Offer a mobile friendly site, guest services and 
communications by mobile 

•  Invest in the necessary tools, technology and training 
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Connecting with Guests 
via Mobile Technology 



Panelist  
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Drew Patterson 
CEO & Co-founder 
CheckMate 
@CheckMateTravel @drewpats 
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Communication patterns have fundamentally changed 
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Personal communication outstrips commercial interaction 
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Personal	 Commercial	



How can hotels better communicate with guests? 
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•  Enable messaging via today’s 
channels (SMS, email, social, 
app) before, during and after stay 

• Use pre-arrival messaging to 
initiate conversation 

• Conduct in-stay service alerts to 
identify service issues 

•  Support multiple forms of 
expression (text, images, emoji, 
maps, documents, forms) 

• Reach all guests (e.g. direct, 
corp, group, wholesale, OTA) 



How can hotels better communicate with guests? 
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•  Extend personal touch (i.e. hospitality) into mobile channels 
• Create single, shared in-box for customer-facing team 
•  Provide “operational” CRM profile for front-line employees 



Why does better communication matter? 
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1.  Better guest experience 

2.  Greater guest loyalty 

3.  Stronger TripAdvisor scores 

4.  Favorable channel mix 



Better Guest Experience 

26 

Communications Impact on Guest Experience	

39% increase 
in guest sat!	
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Better Guest Experience 
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Opus got in touch with us two 
days before we even traveled to 
Vancouver welcoming us and 
advising that we could check in 
before we arrived…   
 
Opus texted us during the trip 
asking how our stay was going, 
and were even given 
complementary drink tickets! 	



Stronger TripAdvisor scores 
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Build guest loyalty 
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• Gather guest phone numbers 
and social media handles 
through digital conversation 

• Enroll guests in loyalty 
programs and email 
newsletters 

• Reach all guests (both direct 
and indirect booking 
customers) 



Favorable channel mix 
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Strong Brands Benefit From Direct Sales	
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Poll 3 

Which of the following tools does your hotel/brand 
use? (check all that apply) 
 
q  Revenue management software 
q  A reputation management tool  
q  A mobile-friendly website  
q  A mobile application  
q  Guest services via text message 
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Building Engagement, 
Loyalty & Direct 

Bookings 



Panelist  
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Nicholas Gandossi 
General Manager 
Opus Hotel @opushotel 
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Opus Hotel Vancouver 
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The challenges for 2015 … 
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1. Increase the amount of direct bookings on our website    
2. Gain a higher level of engagement with our guests 
3. Build brand loyalty 
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Direct bookings  
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• Goals: keep the traveller from leaving our site to shop, 
and in turn converting them to book directly 

• Focus: to build a level of trust/confidence that they are 
going to receive the best rate by going direct 

 
• Strategies & Tools: 

–  Triptease – a software that displays through a widget 
on your website the rates of various OTA’s that the 
traveller is searching 

–  Guestfolio – email campaigns to target OTA guests 
with a 10% discount to return and book direct 
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Triptease  
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Guest engagement  
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• Goal: to further engage with our guests at different points 
of the process 

• Focus: to personalize the relationship between the guest 
and the hotel and create a reason for a stronger connection 

  
• Strategy & Tool: CheckMate  

–  connect with guest pre arrival 
–  hear from the guest during stay 
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CheckMate  
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Building loyalty  
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• Goal: to create compelling reasons to return to OPUS and 
to be a brand advocate 

• Focus: provide a memorable experience, be unique and 
fresh with what we offer 

• Strategies & Tool: ReviewPro 
–  collect and provide concise feedback, and then 
aggregate the results 

–  show a genuine response online 
–  react and make needed changes 
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Tips for connecting with travelers 
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• Keep it easy and simple; i.e., no download of apps 
involved 

• Listen to how your guests want to communicate 
• Make sure it’s not overtly sales focused 
• Offer value to the guest for using any software 
• Don’t overload the guest with communications 
• Treat everyone like a VIP! 
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Using Reviews to Guide 
Messaging & Drive 

Direct Bookings 



Guiding the messaging 

•  Use review analytics, semantic analysis and competitive 
benchmarking to identify the best sales messages for your 
hotels: 
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Guiding the messaging 
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Sharing feedback to drive bookings 

45 #SMWebinar 



Sharing feedback to drive bookings 
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Q&A 



ReviewPro’s Resource Hub  

http://resources.reviewpro.com 
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Q&A with our panelists 

Daniel E. Craig 
Founder 
Reknown 
@dcraig 

 

Nicholas Gandossi 
General Manager 

Opus Hotel 
@OpusHotel 

 

Josiah Mackenzie 
VP Business Development 

ReviewPro 
@ReviewPro 
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Drew Patterson 
CEO & Co-founder 

CheckMate 
@CheckMateTravel 


