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Questions & comments
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Poll 1

Which of the following is the highest priority for you
today?

0 More bookings from online travel agencies

O More direct bookings

1 Better traveler reviews and ratings

1 More engagement on social media channels

O Getting through this webinar without being interrupted
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Poll 2

How many ReviewPro webinars have you attended?

This is my first one

This is my second one

| have attended between three and ten
| have attended more than ten

What's a webinar?

gy Iy W N N
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Agenda

—
1 Trends & Opportunities in Digital Marketing I v l

2 Connecting with Guests via Mobile Technology
3 Building Engagement, Loyalty & Direct Bookings
4 Using Reviews to Guide Messaging & Drive Bookings

5 Q&A with our Panelists
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Today’s panelists

Daniel E. Craig Josiah Mackenzie Drew Patterson Nicholas Gandossi
Founder VP Business Development CEO & Co-founder General Manager
Reknown ReviewPro CheckMate Opus Hotel
@dcraig @ReviewPro @CheckMateTravel @OpusHotel
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Panelist

#SMWebinar

ReviewPro

GUEST INTELUIGENCE

Josiah Mackenzie

VP of Business Development
@dJosiahMackenzie
@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

Guest Intelligence

Reputation Revenue
Management Optimizer

Data/API

Management Investment &
Companies Consulting

Associations &
Representation Restaurants
Companies

Destinations &
Star Ratings
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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

#SMWebinar 13 /
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Reasons for booking on OTAs

T

OOKING ON SPECIFIC ONLINE TRAVEL AGENCY SITES/APPS

Leisure Travelers Business Travelers

76% _ Lower prices/Better deals 70%
56% _ Past positive experience or 64%
recommendations for the site

39% _ It's a name | have heard of 45%
32% - Better tools and options on the site 53%

25% - Has loyalty/rewards programs 42%

29%

1% | Other 4%

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

Complete booking your room

) Youare booking with Hotel Rouge on Google.

‘ ReviewPro

Book on S
@O tripadvisor
$479 KAYAK
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Growth in mobile bookings

Increase of the mobile share since Q1 2014 (Index, worldwide) m
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Source: Travel Flash Report, Criteo, 2015
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OTAs leading mobile hotel bookings

#SMWebinar

Share of bookings on Smartphone for OTAs and suppliers, HI 2015 [
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Strategies to stay on top of trends

#SMWebinar 18

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

& ReviewPro
L



Connecting with Guests

via Mobile Technology




Panelist

3

W ® CheckMate

Drew Patterson

CEO & Co-founder

CheckMate

@CheckMateTravel @drewpats
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Communication patterns have fundamentally changed

US Voice and SMS Usage
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CheckMate
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Personal communication outstrips commercial interaction

Personal Commercial

< Rare Marika Frumes > {\1
| have found a bunch of
great sets on
SOundlcloud. Check this
out...

https://soundcloud.com/
reannas555/sets/
burningman-2015

_ Burning Man
5 2015

Listen to Burn...

ﬁo Hope this helps a bit

oh excellent!! thanks for
sharing!

e 22
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How can hotels better communicate with guests?

000 ATAT ¥ 10:59 AM 84% N>
° Enable messaglng Vla today’s { Messages  Hotel Drisco Details
channels (SMS, email, social, ‘
app) before, during and after stay s e e
. . suite will be ready at 2:30
e Use pre_arr|va| messaging to PM. Please let us know if
there’s anything we can do to
.y . K
Initiate conversation Lol
with us

» Conduct in-stay service alerts to
identify service issues

Thanks! You guys are the best.

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

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

¥ CheckMate 2
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How can hotels better communicate with guests?

« 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

® ® O Checkins

o
i
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Why does better communication matter?

1. Better guest experience
2. Greater guest loyalty
3. Stronger TripAdvisor scores

4. Favorable channel mix

as CheckMate 25



Better Guest Experience

Communications Impact on Guest Experience
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Control Group

26

CheckMate Test

39% increase
in guest sat!

- Sad

“ Happy
& Neutral
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Better Guest Experience

“Class Act From Start to Finish!”
(@)@)@)®)X®) Reviewed 4 days ago NEW

The Opus deserves all of the positive write ups that it gets from all
sources. 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. Upon arrival we were greeted by friendly receptionists with a

. . delicious glass of Prosecco. Our room was exactly like it was captured
OPUS QOt N tOUCh W|th us tWO in the pictures we viewed. It was funky, eclectic, and stylish. We had a

days before we even traveled to great view of the city from our room. We loved the bed which was so

V | . d comfortable, and | loved going into the bathroom just to walk on the
ancouver we comlng us an heated floors! The turn down service with retro candy, water, and ice

advising that we could check in added a wonderful touch. We were texted during the trip asking how our
b efo re we arriv e d stay was going, and were even given complimentary tickets for a drink

at the bar. The location of the hotel could not be any better. We were
located right near the seawall, aquabuses, and the skyrail. You could

: : step right out of the hotel and go to excellent restaurants, shops, bars,
OpUS texted us durmg the trlp and markets. When we left at 5:00 a.m. in the morning, the receptionist

asking how our stay was going, even took our luggage out to the taxi because he said that it was too
and were even given early for us to worry about carrying luggage. While this hotel was a

: : splurge for us, it was definitely worth every penny!
complementary drink tickets!

Jennifer W
Ellicott City, United States

a® CheckMate 27




Stronger TripAdvisor scores

CHECK-IN SURVEY RESPONSE

@ Online Check-In
® Hotel Arrival
@® Room Satisfaction

Lovely, amazing, I'm traveling for work and this is the best hotel expe

San Francisco Bay Area = Information Technology and Services

Current Shyp, JABU HR INC
Previous UniversityNow, Inc., TaskRabbit, Airbnb.com
Education  The Evergreen State College

o [T

you!Before | met John in the elevator, 3 people had greeted me and et me xnow now 1o get 1o e cneck
in on L. | think John is the manager of Cindy's - during that short conversation he helped me with my

dinner selection - based on his thoughts | chose Cindy's (bes
enough to check in on me send me a salad! The waitress was
she's a photography professor on the side - |'ve spent the mz
facing or human resources roles, you guys have absolutely n:
actual hotel. Excellent work friends! Jabu from Shyp

)

Jabu D
Oakland, New Jersey

Level ° Contributor

." 7 X @ 4 reviews

stay even more enjo

appreciate it it é
Jessica Hunlow, Front Office

Thanks so much Jessica! Will do! Best, Jabu

as CheckMate

I 5 1 heiptul vote

“The Best Hotel Experience Ever!”
@®@®@®(@)X®) Reviewed 1 week ago

From the first moment you step into the CAA you know that you are in
for a special experience. | have spent 16 years in the restaraunt, retail
and now startup world, working for amazing companies like Nordstrom,
Airbnb and Shyp, | walked away from this hotel experience wanting to
up my personal and professional game across the board! The staff were
truly inspirational!

I would love to meet the HR person running this show, kudos to that
person!!! Within 30 seconds minutes of my arrival | had already met
hotel employees who were able to convey genuine care for my desires
and a positive/cheerful demeanor that lifted me from my travel
weariness. This type of interaction proved to be consistent throughout
my stay there, the colleagues that joined me the next day confirmed they
were hugely impressed also.

| cannot stress enough how impeccably sourced, trained and
empowered these folks must be to deliver service at this level.

| haven't even mentioned the lovely wine list or food! The room was
clean, well styled, bed was super comfy - kept clean throughout my stay.
Only negative? The gym floor is ridiculous - slippery, greasy silliness -
sand down, start over.



Build guest loyalty

Join Further

» Gather guest phone numbers

$100 Membership Fee

and SOCiaI media handles Earn perks, reward points for free nights, and

exclusive offers available only to members!

through digital conversation
° EnrO” gueStS in onalty * Reward points to earn free nights

. * Complimentary upgraded high-speed WiFi
p rog ra m S a n d e ma I | * Free early check-in and late check-out

* One-category room upgrades

n eWS I ette rS * Discounts on our highest-category rooms
. * Exlcusive welcome amenities
« Reach all guests (both direct |
a n d i n d i reCt boo ki n g * Dedicated mobile concierge team

* Free upgrades to the best available room

customers) - Special rate priviledges

* Airport service via Uber

¥ CheckMate 29 , |
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Favorable channel mix

Strong Brands Benefit From Direct Sales

Revenue Per Square Foot Across Retailers
$7,000
$6,000
$5,000
$4,000
$3,000
$2,000
$1,000 .
$0 T

Apple CVS Neiman  AutoZone TJMaxx Brookstone

Marcus
E! Ch@C L(MQTG 30 Source: Statistica
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Poll 3

Which of the following tools does your hotel/brand
use? (check all that apply)

Revenue management software
A reputation management tool

A mobile-friendly website

A mobile application

Guest services via text message

I R R W
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Building Engagement,

Lovyalty & Direct
Bookings




Panelist

OPUS VANCOUVER

Nicholas Gandossi
General Manager
Opus Hotel @opushotel

#SMWebinar 33
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Opus Hotel Vancouver

B Uniquely Stylfg'h:‘ﬁdWays Fresh

= g T
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The challenges for 2015 ...

1. Increase the amount of direct bookings on our website
2. Gain a higher level of engagement with our guests

3. Build brand loyalty

o
el
Forbes

#SMWebinar 35
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Direct bookings

» 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

#SMWebinar 36
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Triptease

- C B ge.synxis.com

Salact Dates Rooms & Rates Selact Packages C ] Ceafemation

Your Stay
Arrival 1 ! Standard Rate  rom CAD 439 / nigm

SEP 2015 - <
L-A" Expediacom

OPUS Price

3 | - E-,zro? ?"K':».M Receive Hotels.com

« FF

Bookingcom

Departure
OcT 2015

1

- - View Avadatie Rooms

Policies )
1 Night

Bed and
Breakast
Package Includes

View Avaliatie Rooms

CONTACT US OFUS Hotel Vancouver | 322 Dewie Street, Vancouver, British Columbla, Canads VB 526 | PRIVACY | Stemap
A2 -

AN W * G opreaT Pemore & Vancouver Hotel Ro = B WERC 2w
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Guest engagement

» 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

#SMWebinar 38 /
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CheckMate

&Y CheckMate

Stay Perfect, hotels.

A communication platform for delivering guest service

RIQUEST A DEMO

Better communication enables better service
Your service is the key to their experience

v ¥y questions s know and
Just ask a few of our partners wel get back 10 you right away ‘

#SMWebinar 39
ReviewPro



Building loyalty

* 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

#SMWebinar 40 ‘
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Tips for connecting with travelers

« Keep it easy and simple; i.e., no download of apps
iInvolved

* 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!

#SMWebinar
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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:

Categories Best B Concepts

Mentions Positive % f Trending Up Mentions Change
Location 788 97% tVv in Technology 21 +35%
Staff 777 88% building in Hotel 43 +17%
Bed 388 86% internet in Internet 22 +17%
Hotel 1948 84% lift in Facilities 17 +17%
Cleanliness 278 83% cleanliness in Cleanlin.. 227 +13%

#SMWebinar 43
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Guiding the messaging

Competition Details

View: | All Key Indicators Global Review Index™ Review Volume
Hotels: | Al v | Index: Room Sort By: Index
Hotel Room Change

0.1%

JW Marriott Hotel Bangkok 3% 0
Amari Watergate Bangkok ss.1% e 0
Courtyard by Marriott Bangkok 8s.1% e )
Competition Group Average 871% e I 2.1%
J
J
J

0.3%

1.2%

Hotel Millennium Hilton Bangkok 86.7% e 2.2%
Four Seasons Hotel Bangkok so.0 [
Swissote oo .

0% 25% 50% 75% 100%

4.4%

2.8%
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Sharing feedback to drive bookings

Jurys Inn Aberdeen

| Union Square, Guild Street Aberdeen, AB11
5RG
Tel: +44 1224 381200
Email: jurysinnaberdeen@jurysinns.com

#SMWebinar 45
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Sharing feedback to drive bookings

(O ReviewPro

7‘5‘0

Guest Hating Score™

8 9 371 Reviews Ke eke
. /10 13 Websites cempins ‘1
Hotel Bahia

Facebook "One of the best hotels on the costa del sol! Amazing beach, lovely garden, really nice pool
area and perfect Service! Thanks to the staff of Kempinski Hotel Bah..."

ﬁﬁﬁﬁﬁ - Stephanie Sieber

21/07/2015

» Kempinski Hotel Bahia Profile

Ratestogo "Very nice hotel. Great pool. Fantastic breakfast. Friendly staff. Beatiful view from our

rooms. A bit expensive restaurants, though. Estepona close by. Nice wea...”
- JPR6262 from Helsinkl

—~ N~ A

08/07/2015
» Kempinskl Hotel Bahia Profile

Expedia "Great hotel with good service and facilities. Great spa too. Not much around it to walk to
but ideal for a few days relaxation in the sun. Easy reach to marbell..."

- Chartrid from UK

NN alalal

05/07/2015
» Kempinskl Hotel Bahia Profile

Kempinski Guest Survey "General guest comments: Sommelier was of note, as were all staff in the Steakhouse
restaurant. Generally a very high level of service.
Likelihood to Return: 5
L.."

- Guest

NN NN

29/06/2015
» Kempinskl Hotel Bahia Profile
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ReviewPro’'s Resource Hub

ReviewPro

GUEST INTELLIGENCE

Products Resource Hub Blog | Events | About | m

The Leading Source of Guest Intelligence Best Practices
for the Hospitality Industry

o

Featured Resource of the Month

In this free webinar we will bring you the

@ latest news, research and tips from

TripAdvisor and will show you ways to eam

TripAdvisor for Hotels: How to more positive reviews, more website
Drive More Reviews, Referrals
& Revenue referrals and more revenue.

1) = Watch Webinar

http://resources.reviewpro.com
#SMWebinar 48




Q&A with our panelists

Daniel E. Craig Josiah Mackenzie Drew Patterson Nicholas Gandossi
Founder VP Business Development CEO & Co-founder General Manager
Reknown ReviewPro CheckMate Opus Hotel
@dcraig @ReviewPro @CheckMateTravel @OpusHotel
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