How to deal with Online Reviews:
On HolidayCheck & Co
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Topics of today‘s seminar

14:00 — 16:30

The psychology behind why guests give online feedback

Methods and tips to motivate guests to leave feedback

How successful hotels use ratings & reviews for quality management
Legal questions: how to handle wrong/unfair feedback

How do you write the perfect answer?

How do you handle reviews in German?

Practical exercises focusing on HolidayCheck and Tripadvisor

16:30-17:00

"How to work with HolidayCheck and its' Business Center"




Reviews are everywhere




Review Sources - globally ®

Booking.com G (29:5%

Google G 19.8%

TripAdvisor G 16.5%

Facebook G 8.3%
-------------------------------------------------------------------------------- Top 4 = 74% of review volume
Hotels.com G 4.8%

CTrip G 4.0%

IHG @D, 3.4%

Expedia & 2.7%

Agoda @ 1.3%

Other G 9.7%

Source: Revinate, 2018 Global Hotel Reputation Benchmark Report



Reminder: Germany as a special market

« Over 70 million vacation trips per year
« 50% packaged holidays
* 46% travel by car

« HolidayCheck is the travel portal with the
highest reach and especially relevant for
vacationers

« _Portals like Booking, Google, Facebook
‘7 and TripAdvisor are also relevant
D¢ (depending on type of vacation, target

group)



http://www.holidaycheck.de/
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HolidayCheck: Good to know about the Ranking @

 Mathematical formula
« 3 Factors: Number of reviews, average rating, recommendation rate

« Only reviews not older than 25 months are used for.the calculation of the
average rating

Hotel Gothiadowers % % % Vv

Q Ort: GQteborg

50/6 110 Bewertungen

ab 252 €

ab 126 € pro Person
2 Tage, Fruhstuck

Angebote ansehen >




Booking

Booking

Accommodation Flights

Search
Destination/property name:
Gothenburg
Check-in date
C] Friday 22 March 2019
Check-out date

Sunday 24 March 2019
2-night stay

2 aduits

No children v 1room

I'm travelling for work @

v

Filter by:

Your budget
€0 - €50 per night
€ 50 - € 100 per night
€100 - €150 per night
€ 150 - € 200 per night
€200 + per night
Popular filtérs
Breakfast included
Centrum
Hotels
Parking
Spa and weliness centre
Double bed
Very good: 8+

Pets allowed

Recommended for you

Car rentals

Private transfers

Gothenburg: 85 properties found - including 63 with great value Q

t

oday!

rea

Map view

sit: shopping, restaurants and food

Our top picks

Properties are s

Breakfast
included

Breakfast
included

Price (lowest first) Review score and price I Stars v

d by review score and number of reviews

Hotel Royal Superb

2,420 reviews

% > P
© Centrum, Gothenburg - Show on map B(350 m from centre) Location 9.7

1 person is looking right now Guést Favourite
Booked 7 i
Great Value Today
@ 97% of guest reviewers had their expegtations df this PgpBFfy et or
exceeded

Standard Double or Twin RoomM & €215

In high demand!

disk free: Yol Ban @aCogator k in this great v
g aw

d axes a harg
Breakfast included
FREE cancellation

See our last available room:

Exceptional
763 reviews

Location 9.8

Dorsia Hotel & Restaurant
© Centrum, Gothenburg - Show on map B3(450 m from centre)

Booked 2 times in the last 12 hours

Guest Favourite

@ 95% of guest reviewers had their expectations of this property met or
exceeded

Medium Premium Double Room & C
Only 3 rooms left on our site!

dos taxe harge
Breakfast included
day

FREE cancellation

No prepayment needed

See our last available rooms >

Starring shd pece m

Review score

) Superb: 9+

Very good: 8+

A4Geod: 7+
] Pleasant: 6+

() No rating




TripAdvisor

©@ tripadvisor @ O & Q

SVERIGE Resor Inkorg Profil

In H 1 X B

Hotell Saker att gora Restauranger Flygresor Semester-bostider Mer

viEne
Spara upp till 30 %pa\hotell.

A9

Ga med i vart reseforum

Vi jamfér priser fran éver 200 bokningswebbplatser for Logga in for att hitta fantastiska hotellerbjudanden,
att hitta'det lagsta priset pa det ratta hotellet for dig. spara reseidéer och mer dartill.

Har kan du se coola grottor Se alla




Google

Google

quality hotel view malmo

(=

quality hotel view malmo

quality hotel view malmp tripadvisor

quality hotel view malmo parking

quality hotel view malmo email

qualityshotel view malmo gym

guality view hotel malmo hyllie

quality hotel view hyllie stationstorg 29 malmo
quality hotel view malmé restaurang

quality hotel view malmo arena

quality hotel view malmo sverige

Google Search I'm Feeling Lucky



Google

GOOgIe quality hotel view malmo L Q

All Maps Images News Videos More Settings Tools

About 467,000 results (0.56 seconds)

Quality Hotel View Malmé | Sma och stora begivenheter
www.nordicchoicehotels se/Malmo/QualityHotel ¥

Quality Hotel View ar ett komplett konferenshotell i Hyllie. Boka boende idag! Avbokning tills 16:00.
Vara destinati Fa erbjudanden - Lag och i oreningar - Hotell & d i

Quality Hotel View Malmo | Book Rooms Now For Best Prices
www.hotels.com/Quality-Hotel/View ¥
Quality Hotel View Malmo Price Guarantee, No Booking Fee. Budget Hotels. Last Minute Hotel Deals.

Quality Hotel View, Malmé | Best Price Guarantee | booking.com
www.booking.com/ v

YJdkkk Rating for booking.com: 4.5 - 250 reviews

Book at Quality Hotel View, Malmo. No Reservation Costs. Great Rates. Recent guest reviews. Secret
Deals. 24/7 Customer Service. Great choice. Save money. Amenities: Free Wifi, Parking, 24 Hour Front
Desk, Restaurant.

Malmé Arena Hotel | Quality Hotel View - Nordic Choice Hotels

https://www.nordicchoicehotels.com/! quality-hotel-view/ v
%k k¥ Rating: 4.5 - 1,155 votes
Quality Hotel View in Malmo is a modem conference hotel, right next door to Malmo nd its

wide range of events. Guaranteed best price here!

Services | Quality Hotel View - Rooms & room types - Facilities Spedﬁ%

QUALITY HOTEL VIEW (Malmo, Swede, View: otos & Price ...
hitps:/iwww.tripadvisor.co.uk » ... » Sweden » > Malmo > Malmo Hotels v
Y%k k¥ Rating: 4.5 - 1,155 reviews - F‘ (Based on Average Rates fora

Standard Room)
Now £71 (Was £85) on Trip: otel
photos, and greabde; uality iew, ..

otel , Malmé — Updated 2018 Prices - Booking.com

booking.com » Sweden » Gotaland > Skane > Malmé hotels » Vaster v

Rating: 8.8/10 - 3,607 reviews - Price range: Prices for upcoming dates start at £62 per night
‘e Price Match)

Located within a few minutes’ walk of Malmo Arena and Hyllie Train Station, Quality Hotel View offers

accommodation in Malmo.

iew, Malmo. See 248 traveller reviews, 321 candid

Quality Hotel View Malmo - Hotel-Ds.Com

quality-hotel-view-malmo. hotel-ds.com/en/ v

Quality Hotel View Malmo - 4 star hotel. Situated near a stadium and restaurants, the 4-star Quality
Hotel View comprises 302 rooms with a view over the street.

Quality Hotel View Malmo - Hotels in Malmo
quality-hotel-view.hotelsinmaimo.com/en/ v

O“Phone: +46 40 37 4100

e
Malmé Hyllie sti 7
Hy! (Malmo Aresray

Quality Hotel View

Website Directions Save
gle reviews

Check availability )
[ Fri 19 Oct [ Sat20 Oct &2
BB Booking.com £71 >

Read Real Guest Reviews - Get Instant Confirmation

@ Expediacouk g1 >
M Hotels.com 71 >
B Quality Hotel View Official website £67 >

v View more rates from £67

Hotel details

A minute's walk from Hyllie train station, this modern hotel with a sleek
facade is 6 km from the 15th-century Malmo Castle, and 7 km from the
iconic Turning Torso skyscraper. ... MORE v
® Free breakfast

= Free Wi-Fi P Paid parking

¥ Air-conditioned & Business centre

B Laundry service




Remember: Ratings give orientation...

.

| v\wgl.\mx_;} 1




How vacationers do their research

-

Imagine you plan a family vacation to Germany,
Island of Rugen located in the Baltic sea

« Where would you start your research? i
« How would you find the perfect accom;%)@ﬂ&}%
« Where would you book? @

= - = N) . T
Riigen: 3,791 properties found

& 3 reasons to visit: tranquillity, nature and relaxation




Remember: Decision making process

1. Information Search
in early decision process

\ 2. More selective perception

/ in advanced decision process

>

Location J - Cleanliness

Rooms Price

Service Ambiance

Source: Daniel R. SchmeilRer




How do people decide if they like your hotel?




,2EXpectation Principle* @

Expected Performance Perceived Performance

Source: Tourismuspartner; Erevelles/Leavitt, 1992; Oliver, 1997; Day, 1982; P. McCole 2004
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But still: Expectation vs. Performance

Website Hotel

On Location |



Expectation vs. Performance

Website

| (: £
L - <oyster.com

Reality

Source: Ritz-Carlton Coconut Grove, www.oyster.com



Expectation vs. Performance




Last time in Malmo

YOURF | gT .




No complaining here...

APOLOGIESAFTER 40 YEARS

==, o

- HANs BrINKER KT HOTEL 4 |

TIN
RING YOUR
COMPLAINTS

Welcome to Hans Brinker, the cheapest, the worst, the best..no swimming pool, no
roomservice, no pick-up service, no bridal-suite, no gym, no spa, no bellboy, but

cheap rooms, a restaurant, a nice bar, a club, 24 hour reception and 500 beds.



Users decide about relevancy

* Negative reviews are clicked more

« Positive reviews are considered more ,helpful

Featured review - Reviewed: 10 July 2017

9.2 “Second time in this hotel and | will for sure
) book it next time too”

Aleksandar ) )
o <orbis Generally everything was OK. Perhaps free wife could
” have a little stronger signal or be faster.

| liked to use outdoor gym but at the time | have visited

o hotel it was under reconstruction and not possible to
use. So perhaps it would be a good idéa to inform guests
through booking.com if some of the«facilities are not in
the offer.

o Hatel is on the excellent location if you have a car. Also
the cityncenter is easily approachable by public transport.
On'the walking distance there are all facilities you might
need, for example one of the largest shopping malls in
Scandinavia, excellent sport centre and swimming pool,
car rental office, restaurants ... Hotel also have free gym
and sauna to use. Breakfast was excellent with several
very healthy options to choose.

wv

tayed in June 2017

« Helpful 1 person found this review helpful.



Some reviewers behave strange

“Magical , Wonderful Hotel, Exceptional service.” _
@@®@®O0 Reviewed October 4, 2015 “s star treatment in a 3 star hotel”

®@@@®@OQ Reviewed September 13, 2Q15

Just got back from s after 2 weeks of being pampered and
a wonderful relaxing time . Nothing was too much for the lads and ~{ Y/
lasses who made us feel as though we were their most precious family p_— “IWoh derfu '
members coming to stay in their house. Myself and my wife are regular 2 —"5.. - )
A : ®@®@®O0 Reviewed October 11, 2014

€% Your overall rating of this property Draft saved at 4:27 PM.

©OO00 =3

Title of your review

Your review Tips for writing a great review

/ (200 character minimum)
A, ]
¢ /] . 2 I |




Why guests rate & review

What do you think:
Why do guests write a hotel review?




Why guests rate & review

Helping the hotel

Helping other guests

Feels good when | can tell others / self motivation

Not important: Venting negative feelings

Q)
o) |

N\




How can | motivate guests?




Email after departure

Dear Smith-Family f

We hope that you have returned savely home with wonderful memories of
your vacation. May we ask you to share your experiences in our-hotels with
other guests?

We would be delighted if you could take thetime to describe your
impressions in HolidayCheck:

<DIRECT LINK>

Many thanks.and best regards,

The teani of Hotel Something & SF’A/



Direct Contact
e

“l don't know if you consulted online reviews in planning
your stay, but they are very important these days. We
would be grateful if you would take the time to posting
one to let others know the thoughts you just shared.”

MWNitynet.org/news/4077534html (2016)




HolidayCheck’s new Code of Conduct (vaiid from 15t April 2019) @

» Use of any ,Post-stay email system” or HolidayCheck
HolidayCheck's Review-Tool

This Code of Conduct is a framework for hotel managers that spécifieSithe options.and restrictions in handling hotel

reviews.

» Dispatch of newsletters or notes in the in-
house mail/guest magazine

« Use of review cards or a note on the
invoice

* No provision of devices for writing
reviews in the hotel (e.g-review terminals S
and tablets)

e No Review\.davs and campaians in the Vot of th o of Conduct il e coseguences o werin ot onthe o profle e

steps, to exclusion from the HolidayCheck Award and “Recommended on HolidayCheck” as well as loss of existing
h 1] 7

ole romo vays ’ : e

awards.

at service@holidaycheck.com

* No Reviews by hotel employees or their
famil y mem bers bt v gy A Mt oo

Quelle: HolidayCheck AG



HolidayCheck’s new Review Tool

HolidayCheck

Testdummy for(HolidayCheck

o g~ ™ O Trining

Mochten Sie dieses Hotel bei HolidayCheck bewerten?
E-Mail Adresse eintragen und nach dem Urlaub erinnert werden:

e )



HolidayCheck’s new Review Tool — Set up the link @

* Login to https://business.holidaycheck.com

« Choose the property you want to generate the link for
« Copy the “Hotel ID” which is shown in your browser’s address field

 Add the Hotel ID to the link that connects to the Review Tool:
https://review.holidaycheck.com/?qg=de/atm/review-service/HOTELID

« Tipp: Save your link in your browser’s bookmarks

® https://business.holidaycheck.com/hotel-admin/dashboard/c47efe9b-a888-3c8d-b315-53271cd00530 (&

!

https://review.holidaycheck.com/?g=de/atm/review-service/c47efe9b-a888-3c8d-b315-53271cd00530


https://business.holidaycheck.com/
https://review.holidaycheck.com/?q=de/atm/review-service/HOTELID

HolidayCheck’s new Review Tool — my suggestion @

« Talk to your German guests personally during their stay and let them
know that you appreciate their opinion very much and would be pleased
about a review on HolidayCheck.

» Let the guest leave his/her e-mail address in the:Review-Tool (e.g. on a
tablet) and thus declares his/her interest in\submitting a review.

« After the stay, the guest receives an-automatic e-mail reminding him/her
of your personal request for an evaluation.

« At the moment the e-mail will be sent 7 days after submitting (subject to
changes made by HolidayCheck)



The e-mail that is then sent to your guest

HolidayCheck

@ Erinnerung

Ihre Hotelbewertung ist wichtig!

Hallo liebe Uriauberin oder Urlauber,

wir freuen uns sehr, dass Sie Ihre Erfahrungen mit dem Hotel Testdummy for
HolidayCheck Training mit anderen Urlaubern teilen mochten und sich hierzu fir
unseren Erinnerungsservice eingetragen haben!

Klicken Sie zum Fortfahren einfach auf den Link und erzahlen Sie in Ruhe, vonQu
Hause aus, ob Sie dieses Hotel weiterempfehlen konnen und wafim

Freundliche GriiRe und bis gleich auf Holiday(
Ihr HolidayCheck-Team

106 ge

Jetzt Hotel bewerten )‘
—_—

Wiegeht's danach weiter?

Wenn Sie nicht eingeloggt bewerten, senden wir Ihnen anschlieend eine E-Mail, in
der Sie durch einen Klick Ihre Bewertung bestitigen. Danach geht Ihre Bewertung
in unsere Prifung — was in der Hochsaison bis zu sieben Tage dauern kann. Sobaid

Ihre Bewertung online ist, benachrichtigen wie Sie per E-Mail

Warum erhalte ich diese E-Mail?

Sie erhalten diese Erinnerungsmail, weil Sie diesen Service im Hotel unter Angabe
Ihrer E-Mail-Adresse in Auftrag gegeben haben. Sollten Sie Ihre E-Mail-Adresse
nicht im Hotel eingetragen haben, brauchen Sie nichts weiter zu tun — Sie erhalten

dann keine weiteren E-Mails von uns

E-Malls abbesteilen



HolidayCheck’s questionaire

< Zuruck

Erzahlen Sie anderen Reisenden von
Ihrem Hotel!

Testdummy for HolidayCheck Training
Q Test-Ort, Antarktis

Ist das nicht das richtige Hotel? Hotel@fidern

Empfehlen Sie das Hotel weiter? *

o <

Wie bewerten Sie das Hotel? *

Sonnen antippen, um zu bewerten

Beschreiben Sie das Hotel ganz allgemein *

Beschreiben Sie in 2-3 Satzen lhren ersten Eindruck vom Hotel. War es z.B. fur Ihren Reisegrund geeignet?



Creative feedback card

Source: 25hours Hotel

]

TWENTY FIVE HOURS

Hat alles gepasst? Wir freuen uns tiber Lob und Tadel (natiirlich
auch anonym). Fragebogen einfach an der Rezeption abgeben.
Wenn die Zeit jetzt fehlt, hilft eine online Bewertung auf
tripadvisor.com oder holidaycheck.com zukiinftigen Gésten.
Fiir Verbesserungsvorschlage und Feedbacks hat zudemunser

General Manager eine offene Mailbox!

Your answers help us to improve our product. Busy right now?
Contact the General Manager directly.

C ‘ n

£.<)

(= |

Wie sind Sie auf 25hours aufmerksam geworden? How did you
become aware of 25hours?

o AMEMBER OF DESIGN HOTELS"

Ihre Anregungen, Bemerkungen und Vorschlage. Your Feedback,

remarks and suggestions for improvement.

HOTEL

Atmosphére /Ambiance

Mitarbeiter / Staff.

Angebot / Facilities

Nachbarschaft / Neigbourhood
Preis-Leistung / Pricing

Erwartungen erfillt? / Meets expectations?

ZIMMER / GUESTROOM
Ausstattung / Equipment
Bad / Bathroom

Sauberkeit / Cleanliness

Gut geschlafen? / Slept well?

GASTRONOMIE / CATERING
Frihstick / Breakfast

Mittagessen / Lunch

Abendessen / Dinner

Mitarbeiter / Restaurant staff

Satt & zufrieden? / Full & satisfied?

Name (optional)

WWW.25HOURS-HOTELS.COM

Illustration: Alfredo Haberli, alfredo-haeberli.com .
Designer of 25hours Hotel Ziirich. Opening 2012.

O
[m]
[m]
[m]

Oooooaog

oooao

gooooaog

oooo

ooooooe)

gooao

oo

O

Zimmer / Room _____




Also here in the Scandic

| ?

Scandic

o

Aumsn ummer/Room no:

< o/ Contact ifo (0pH0na): ‘ @ tripadvisor

Source: 25hours Hotel



Welcome Letter @

Dear guest,

welcome to Hotel Indigo Berlin — Alexanderplatz. We wish you a great time in Berlin
and a pleasant stay at Hotel Indigo.

If we were able to fulfil your expectations please letother travellers know on
www.tripadvisor.com/indigo_alexanderplatz, If.there/is scmething we can do better
please contact me on dirk.dreyer@hotelindigoberlin.com.

Every month we raffle among all tripadvisor comments a voucher for a

complimentary night at Hotel Indigo Berlin — Alexanderplatz for two persons
incl breakfast.

Enjoy yourstay !!

Dirk Dreyer
General Manager Hotel Indigo Berlin — Alexanderplatz

Source: Indigo Hotel B¢




Reviews and Quality Management




Shortcomings find their way...

Source: HolidayCheck



...but first and foremost good quality!

Source: HolidayCheck



Statistics

« 87 % of reviews in HolidayCheck are positive
« 80 % of reviews in TripAdvisor are positive ‘ .
« Average rating: 4.13 bubbles (from 5)

2014 4.12
2013 4.11
2012 4.09
201 4.07

2010 4.02

Source: TripAdvisor



What's to do?

You get positive reviews, when...

« you deliver good quality
» exceed the guest's expectations
» the guest is positively surprised

 the guest has the feeling of having a special
experience worth telling-others




Exceed Expectations @

Guest Satisfaction
= Standard Performance
+ Differentiation




Standard or Differentiation?

Free WLAN - with your next online booking

Only 1n the Kempinski at the Kurfuerstendamm boulevard.

in the Kempinski at the Kudamm Book direct on our website and get free WLAN for your stay. *

Only for a short period of time.

* upon direct booking on this homepage.

Price from: 109.00 EUR BOOK THIS OFFER

Source: Kempinski



Differentiation: Moxy

ﬁ Moxy is a budget hotel with the soul of a boutique hotel. Marrying

: smart service and technology with contemporary style, Moxy is do-it-
"TS N@ pLA@E yourself made easy. Our DIY facilities include meeting areas with 56-
. LIKE HOME J inch displays for your presentations, snacks & drinks available 24/7,

free use of our computers, abar with local spirit, furiously-fast Wi-Fi —
free all over the place!

: ' e

=

¥ SR

JUST CHILL, PARTY OR \/v-l LK
YOUR OWN LITTLE MOX

1 '
o= = = ENJOY
' W FATTHEMOXY

Source: Tourismuspartner, Moxyhotels



Differentiation: Staff

“Amazing stay! Great staff!” © Fantastic location, the staff were so helpful and
Reviewed yesterday friendly and nothing is too much trouble farthem.

are amazed at the phenomenal customer service we receive. This year
was even better (which | thought was not possible) because ofAwo
particular staff members. Kelly and Justin went above andbeyond to

provide us with the kind of service that made our day ‘better then we
could have imagined.

At breakfast, a young employee gives advise and directions to make
sure we enjoy our stay. She was of great help planning our visits.




Differentiation: So by Sofitel

“Funky and fun”

(A AV EVE) -
[ | . A ) Key
(@XeXeXeXe®) Revi

view, | highly appreciate the staff with their trendy costumes and gentle
caring, | loved my earth element room facing the Lumpini park, All in all

(AVAVAVAVE)
( )
(@XexXeXeXe) Reviewe

“Amazing staff, chic interior design, coolvibe”

effortless. We met Paul, who organised everything for us. A great
character, and certainly the pest dressed employee hotel, although all

| travel internationally for work, so | know my hotels.
So-Sofitel-BKK is one of the most luxurious (and
affordable!) That | have stayed in a long time. My
stay with Paul and Audrey was extraordinary. GO
TEAM SO !




Example: Library Hotel Collection

USA > New York (NY) » New York City » Hotels New York City

Casablanca Hotel Times Square
5.139 Bewertungen Nr. 3 von 477 Hotels in New York City

Kc 00 1 646-846-7642 Q Hotel-Homepage O Hotelangebote

9 147 West 43rd Street, (Just East of Broadway), New York City, NY 10036-6575
Aktionsangebot Pauschalangebot

00000 “Gre




Adele Gutman, VP Sales, Marketing & Revenue Library Hotel Collection

« Culture: “Hire happy people”

» Analyze reviews for guests’likes &
dislike

Source: Review Pro, 2017



Example: Library Hotel Collection @

out. These eight Petite roomsjdo not offer a view, put because they face our courtyard, theyjseem

Petite Oueen Room with 1 Petite Queen size bed

The Petite room is thejsmallest room optionfat the Casablanca Hotel but it is very comfortably laid

to be quieter.

For

couples on long stays, we still recommend a Deluxe or Premium sized Room

They have modified bed with the width of a Queen Bed but the length of a full-sized bed to

accommodate 2 people maximum. It measures 60" x 75" (inches). This is the only room type

without a bathtub, but the shower stall is excellent.

Source: Library Hotel Collection, Casablanca Hotel



Example: Hoxton Hotels @

ShOebOX Srom £119

Small and compa€P(the dlu#is in the name!), our Shoebox rooms I

are perfeet for short'stavs and solo tripsl Each Shoebox has a walk-

ifi shewer and a comfy Queen bed to guarantee a good night's sleep.

o -
Room size

L-Jd I2sqm
@ Mattress size
1502200 cm

Room capacity
Up to 2 adults

Q‘

—

Source: Hoxton Hotels



What are people talking about in reviews?




Frequency = Importance

LOCATION

BEACH ‘ ((\\

SERVICE: (S
_\O

O\_ N\

%
\ ROOM

COMFORT
WIFI




Importance of service quality

Quality of service is the main factor in returning gue

The staff always treated us like family, especially Joshna, Anunto,
Arvesh, Gael, Joy, Brigitte, Shano, Megna, Cheena and the Hoste
from their main restaurant, Zai. She was very warm and tre‘@
very well. Zai is always smiling and was always very ly to
us but to her fellow co-workers as well. | coul&e rving coffee

or tea during the breakfast service when_it busy. The
restaurant gives a stunning view o nd the beach.

Sources: http://www.gallup.com/businessjournal/175568/economy-luxury-matters-hotel-guests.aspx (2016), Tripadvisor



Service Promise

IN
SMAT\SFACT\ON.
CUARANTEE

IBIS GUARANTEES YOU
A SMOOTH STAY

We put a premium on good service to keep you feeling
right at home. So turn to us anytime
there’s a problem, whatever it may be!
We'll take care of it immediately.
Within 15 minutes we'll solve_evéry problem
for which we're résponsible.
If not, the cotresponding service
will naturally be on us.

* The 15% inutes satisfaction guarantee covers breakfast, your room,
snatks, restaurant and bar, within the scope of ibis standard services.
nly the weather is beyond our influence .




Active Feedback Management

responding reactively — managing feedback actively

,How did you like our
new Early Bird
breakfast? “

~-Which services

Should we improve
in our hotel from

your point of view?

Source: R. Friedlander (2011)



,Courtesy Call“




Example Cruise Line - Feedback

Celebrity .
Reflection™

Attention to Detall
Dear Guest,

| would like to invite you to participate in an invaluable and important guest feedback card. Qargaal\this cruise is to ensure a
memorable and wonderful experience. | encourage you to use the space provided to speCify. any'details that you would like us
to further focus on. | would greatly appreciate if you would provide the crew the chance to-act now versus learning at the end
of the cruise of a missed opportunity.

Sincerely,

Hotel Director

Stateroom Number: Date:

Please return this form to Guest Relations at anytime.

CelebrityXCmises ’

Source: Celebrity Cruises



Feedback for process optimisation

HELP THE
ENVIRONMENT

If YOU skip one day of room cleaning.
We reward you with a
5€ voucher
for cur Ear

Source: IHG, Choice, Tourismuspartner



Online Reputation Management




ORM-Tasks

Improve

/v (service-)quality

|dentification of

Internal

communication \

trends
External
communication (onllne \
/ \Tralnlng
tant it .
Constant monitoring \ Guideline

Motivation

Be prepared
(guests & staff)

,Online Reputation Manager*




Monitoring tools offered by HolidayCheck

(O] Testdummy for Holid... v

H°|idaYChed( Testort 2, Antarctica + Connect hotel Q o V)
Start 44176 How is the recommendation rate calculatag?,
Hotel Food General rating ' & x A\ W
Location Room A &7
Facilities ) .
Service Sports & Entertainment,

fa»  Reviews

— 30 Rev| ews Sort by: Travel Date - Recent First
Questions  New = & L 3 = = -
All Recommended: 26 1 Not fecommended: 4 All Responded: 9 Not responded: 21
Statistics i : S\ V> J
Show also archivad @ Allreviews  Lastmonth  Lastweek  Last48 hours
Promo tools
2 Hotel profile

<
Charlotte (26-30)
1 week in February 2017, travelled with a partner (beach holiday)

API Testbewertung kurz

Fl

Testbewertung fir Testdummy Hotel.Testbewertung fur Testdummy Hotel.Testbewertung fur

Tactdummy Hota! Tacthawertune fiir Testdummy Hotal

Read & Respond >




Specialised Instruments

#ia Dashboard «

Reports Notifications

 Trust You TY

mEE O\
= Gstaad Palace - Gstaad + AddTiles  [SLARDiols 12%oté 33 Changehotel  4R)
°
I {eVIGW I ro .l D\ >~
Analytics N
. Overall Score Performance Reviews Responses Popularity
* R t
eVI n a e h Dashboard Excellent g N 335
v 4.7 § Total 4 5’&
C
e -~ Good response rate
0. gvlenty
A OV
Overall Scgfe” €« X
Survey 1 N
A\ N |
\59\? Neme Overall score Trend New reviews New responses
)
Overall 3 e~ 47 + 0.1 + 335 4 113
6 Google 47 o 0.1 + 161 + 25
Facebook 47 0 " 70 0
‘:{f‘ TripAdvisor 45 0 + 63 + 62
Operations Booking.com 47 0 + 36 + 22
Hotels.com 5 0 1+ 3 1+ 3
Expedia 48 0 oy 1 * 1
e’% HolidayCheck 5 0 + 1 0
. 4travel jp - 0 0 0
SR Ab-in-den-Urlaub B 0 0 0
Dalale)
Overall score
5.00

M Overall




Meta review

\:e*r{ §°°d " Summary of 4,165 verified reviews @
?Q All languages ~ ~ f«élo‘] W Families

Rated 4.1/5 based on reviews from all travelers.
“Very good family hotel. Close to the city center and train stations.”

Breakfast “Tasty breakfast."
I 46/

Location “Great location, close to the train station”
Accessible by car, but parking is costly.
Near downtown with great sightseeing and shopping.

Service “Wonderful and professional service, especially "

Reception is OK but housekeeping is substandard.
Booking process should be better organized.

WiFi “Good internet service. Wifi quality could be improved.”

Room “Poorly maintained and old;but decent, rooms, and so-so beds”
2.8/5 Rooms araungleaniand small, with subpar A/C and minibars.

Some guests complained about bathroom cleanli ki

ﬁ Couples
EXCELLENT Family Hotel
EXCELLENT Business Hotel

EXCELLENT Shopping

Good to know

v Trainstation is elose
X |Raoms could be cleaner
X Rooms need regular maintenance

+ Nice building

and TV's are

not great.
Shower can be a problem.

Cleanliness “Dining area is relatively clean. Bathrooms and rooms are untidy."
2.7/5 Clean hotel facilities.
Comfort "Rooms with complaints about size, comfort, and A/C”

2.4/5 Okay beds and quiet enough rooms.

https://www.trustyou.com/meta-review-search




Integration with Google

Review summary @ Write a review Ag.\-é‘@)‘

Rooms - 4.4 Yk &
Rooms had views - Guests liked the large, updatedrooms™ Guests liked

the quiet rooms & comfortable beds

Location - 4.7 % K Kk K

Service & facilities 4 ¢ ¥ K &
Guests enjoyed thepool - Guests appreciated the professional
staff - Guests spoke highly of the reception staff

Viaw)Geogle reviews




Use widgets for your own website

Testdummy for HolidayCheck | HolidayCheck
Training

Gut

4.4 Gesamtbewertung

"Erzéhlen Sie anderen

Reisenden von lhrem Hotel!"
Sandra, 26-30, Oktober 2018

"Testdummy for
HolidayCheck Training

Testdummy for"
Sandra, 26-30, Oktober 2018

"Testdummy for
HolidayCheck Training

Testdummy for"
Sandra, 26-30, Oktober 2018

\
Jetzt bewerten

©® tripadvisor EXCELLENT

Schneekristall Chalet
TripAdvisor Traveller Rating ***’
00000 1,.87% Verified reviews

TRUSTYOU"""

Read reviews

/Remember?
1) Increase trust for their own booking decision

2) Get impression of how it will look on location

\

/

Wertainty



What is allowed?




What is allowed?

« Expression of opinion vs. untrue statements

« Abusive criticism, personal attacks or insults are not acceptable

,| didn‘t like the breakfast.“

,,NO one likes this breakfast.‘

, 1 he breakfast tasted like shit!“

»I‘ll never eat breakfast again with these idiots!“

,Complete rip-off!“



Publishing photos @

« Photos do not violate the "house rules" - "journalistic freedom"
« Defects or imperfections in the hotel's infrastructure may be photographed

 If people are photographed and published without their-prior permission,
"personal rights" may be violated




Is this allowed? ®

“No answer”
@OOO0) Reviewed 25 November 2011

| was going to stay at ———a in january 2012 and | had
some questions. So | wrote them a letter, but nobody answered:| wrete
again- no answer. Very strange behavior for this level ofihatelr."I'm
disappointed.

Stayed November 2011, travelled as a couple
@OO00 Service

Was this review helpful? 6 .

»,INo ratings or comments about aspects of a business you did not
experience. For instance, it is acceptable to write a review of an experience
with the front desk of a hotel if you then chose not to stay overnight, but
you may not rate the sleep quality. “

Source : TripAdvisor



Handling Reviews




It’s about the ‘how’

Anonym Central location, nice views, in particular from the breakfast room.OK-comferi'for the money.
&= Danemark
17. Marz 2014 @ - no soap and shampoo in rooms - no renewal of towels overa & night Stay - cold coffee and out of juice

for several breakfasts - very little staff on duty eveniin departure and arrival periods - only cash payment
is possible, and this was a big surprise on the-morning of'@eparture. - the ski boot dryer was not really
emitting sufficient heat to dry the boots.

Die Unterkunft Park Hotel’'Gastein‘hat auf diese Bewertung geantwortet
Hello, no soap no_sh@mpoo we are no Stern'!!! More Money, More Shampoo:-)

Fanden Siediese éew;nfng hifreich? | Ja

Source: booking.com, Tourismuspartner




No complaint management

Response on online reviews # Feedback on a complaint

« With an online response you should not aim to satisfy the reviewer
* Instead itis a good way to communicate with potential-guests
« Take the chance to explain your product — but don't overdo it

We love to welcome visitors-@ § “\ev) Resort & Spa to
experience the untouChed beauty of the East coast, our fantastic leisure facilities,
deliciousyood and.exclusive private island paradise, . Our utmost
prigwity j&making guests feel they are in a luxury home-away-from-home with our
warm Mauritian hospitality and five star service, so we will certainly be addressing

your comments. Meanwhile, should you need anything further, at anytime, please

feel free to contact me directly.

Source: TripAdvisor/Tourismuspartner



7 Steps to a perfect response @

1) Thank the guest for the review

2) Reassure the guest that you understand him and take himseriously

3) Apologize honestly if the described negative aspects are true

4) Offer a simple, short explanation (if possible)

5) Reassure the guest that all steps have been taken to solve the problem
6) Optional: Offer a direct.contact between the guest and the hotel

7) Close your.response by focusing on one of the constructive / positive
aspects of the review - so that your comment ends positively

Source: Tourismuspartner



Example: Taste

,We didn't like the room and the furniture ...“

« Poor response:

“Too bad that our rooms did not please you - our other guests are
always very satisfied with our room design.*“

« Better response:

» Thank you for your feedback and that you have taken the time to
describe your.impressions. We apologize for not having met your
expectations of room design.”



Example: Situation can not be changed

»1he street noise was annoying*

Poor response:

,Unfortunately we have no control over the traffic noise. If you had
asked for a quiet room, we would gladly have met your request.”

Better response:

,We apologize for the noise. Our central location brings with it possible
noise pollution —especially on weekends. Please inform us in advance
before your-next visit so that we can offer you one of our more quiet
rooms with garden view."”




Example: Price @

,We definitely paid too much for this hotel.”

Poor response:

,Our hotel is certainly not too expensive. If you would compare us with
other hotels, you will see that we are a relatively low priced
accommodation in our destination.”

Better response:

,Our overnight rates are based on comparable hotels in our destination.
We pay great attention to the best value for money. If we have not met
your.expectations in this respect, we sincerely apologize.”



4

Find your own style @
—— ‘
Create an ORM-W

Priority of online-portals

~ ol

Processes and Responsibilities

Response rates and time limits

Languages O(\\\!
Style and Wording 56
Salutation and Signing of .

Response strategies f
() %

—



Always respond?

80%

of travellers appreciate
a response

e Research Group /Tripadvisor (2015)



Always respond? @

“Making too many responses is worse than (\8(
offering no response at all.” 696

\S
Thank you so much for your excellent feedback and recommendation and looking ’( O

forward to weicome you back at our home The : D@ﬁts The warmest greetings from = s, Managed by
(\\q Thank you for choosing e for your

‘ =2
Dear jemandre, The warmest greetings from = Managed by

n

‘ s Thank you for choosing for your We are looking forward to welcome you back to our home the mssssss——mm— in
. Q the near future, till then we wish you all the best and be in good health always.
| & 4
Thank you so much for your e Ke&a‘k and recommendation and looking
forward to welcome you‘\ﬂ pbme Th SOON. Dear Florian D, The warmest greetings from == ssssssss———mmmus, Managed by

Ess————— Thank you for choosing esss———————— for your

& Dear Mohammed A, The warmest greetings from The sesssss——s—mmmm, Managed
by m=—sssss=mm=—_Thank you for choosing the s=ss————mmmm=for your

Source: Anderson, C., & Han, S. (2016). Hotel performance impact of socially engaging with consumers. Cornell Hospitality Report, 16(10), 3-9.



Less is more

Revenue effects of responding to reviews
2.5

‘f""#‘—\\

2

un

Revenue facter

(=

=
]

0 02 0.4 0.6 0.8 1
Percentage of reviews with a response

« React to any negative reviews (most effective for you!)
« React only to very positive reviews and/or reviews of regular guests

Source: Anderson, C., & Han, S. (2016). Hotel performance impact of socially engaging with consumers. Cornell Hospitality Report, 16(10), 3-9.



Handling languages

(5 4ot reviews
75) 2 naiph votes

Gz S— bk TN

NS TY, K—LAR-JCHBRENTUEBET
UTBERELE, EBRENRTERZALLD

YUBEARARTNALE, TOLER->REIBRIZANY TEES
hTEELE.
RFVCRE 0BTZCHELELL, BRCR, MUZE
YEY« v F) FEBENTLELL.,

BRI, GEAD>OI-AHSBERFCITLE, EHSELE
DRRALELBHO>EDT, IVFAX/FINOI-RE 3 BMBUSE
bk.Rhﬂ.!ﬁ SBERHNSAZ 21~ ERY, TOEFH, I
Fa—, \/BRENBEINTERLE,
BEELEESONS R, 7-II80 T+ 5T—RALSEYE
Uk, T4 SOPCREIBRENICENSY, LTEIZ-IRBE
T, ~BALHILHLTEMHT, ROFLBYRLE, BELS
RBREEMHILHTE, 7-UHSRATRATLE, HOHWR
2, BRERXTLIIHRMCHAEETINT, YHORBEIRER
ATVIHMCETLTLNELR, 2LARLANBYELATL
. SOEIRY—ERARE>TEAVTY,

KFIDLARS VIR, E2TEIV-XTTNBRARTLE, PR
2, 13881, KFAHSYY KBS v FOY-EANSBY, 268
@, 27 FOHPTRARELE, 27 FOIARY + LAY 18
MiC1 x5, TORMIC70Y MAGFIFREY 7 FOTETRIITL
NEY. BUCEARICHRMBUFTETNTVELL, 18RI X3
BOTETHRHTLR, BE, BURSYIY-TR>TRIZ LN
BLOTTY, ATEL2HUBTLTLSDOT, ATLOY+ b
NATRH>TERLE, 3BER, IBWEOWATT «7— (2A
T100 FILOJ—-28E) 21 EDOVTVEDT, BB » MLt
ATR->TELLET7OY FTROBOBULHROT « - OFNE
LELR., FHELLEY, XRBOBELESEOT, BBQD Pa
EOTI-AHBTREL, EMBBAOI-ALRUELE.

J-2RiE, MR, 439, A-7HHRULHEINTE
BBQERYELL, BSTEOWMAILT>TL

FANTUR, BRSHIEERREESY
EELE, BBQOI-RBEEH 1

BOMCHY, & E—EBRFOY-EANBY
), Y-ERBLTELL, KBTETABLRL, N

METE]? OROHE > TEMHLBRATY Y- FORME
HTESIRTFLTUE, 38R, T-IIEDT15T
EOT, EO7/-AHEORBER/MES>EOT, KFNOT—
IARBTEERATULEY, EOT -, F7-HDPUBERS

—JERSELE, TE, AFLOBRANSTHRTRVLLONE
unhEea.

V7 EEVBLARATVICHBLTEELLEDY, DTARLLD
RFWEEBVELE, BAER2JCAURLAY, MUERIETH
EHRBUELE, BUR, YX-IORTLETE>TESVEL
k. ERHSOGMEOTEMICLVELTLARS, BURY
R=NETEBSLEDT, PLOSMEERINELE. TOLIR
ROL2DY LTVSRTATUL,

2RELT, LTHERMENDSYY - FRFLTULE,

“Lush resort hotels”

@@@@® Avg 19,2016 A TripAdvisor Member

I have three nights in August 2016. Accommodation was room is Ne5 of the vila. in the room that had been

website, weS#39,ve been requested in advance. Rep'ywasaconwmalw\mlbeqmmeed but it of

Asking for pick-up from the airport. it was me and a pick-up in the wagon of the type of car. Iffvas

a commemorative photo with the check-in at the front desk. Commemorative photo ﬁu
was

e-mail. Hotel arrived at around 10,00 at night. The room, simple meals (sandwich)
smamuhooselmseveralrypesolmrses mmmmum»«a

e efating as well as time. llvmmyoonvemnlbecamuhemmme'ovm
a p mmvym since the firm operated at night, | came back in the
hoteld#39;s shutt aht, er at the benefits of 3 nights (course cuisine $ 100 two peopie) was on once, front

of i
[ mw&ns Fesmem!smwaowmmlomonmmlrm There was also such as seafood in addition to
. the dessert came out. Since the course itseif of BBQ was one $ 40 | asked him a drink, the fee also did not take
in its benefits. Basic in that there are benefits that different drinks, such a little bit of service was very thing feels good.

Afternoon tea is also from 15 0&#39:clock to 17 04#39;clock, there was a service of coffee and sweets at the place where the
waterfall is visible. There is a sense of quality, service is also very good, but some people speak in a loud voice, small
children can not be accommodated at the hotel? It was the hotel where you can spend resort time in a very quiet environment
for. This time, because it was in the pool with the villa, because it was aiso the highest views from the pool, but did not go to
the hotel&#39;s swimming pool, the pool, and a chair was have a little cramped image. But, perhaps just say if from the
hotel&#39;s scale. We have stayed in various hoteis in Ubud, but | thought it was hotel that serves as a popular. Japanese
does not communicate at all, but now somehow in simple English. The way back, we had to send to Sanur hotel. In advance
because It was a payment to the round-trip transfers from the airport, the way back, so became to Sanur, it has been
refunded a littlie amount of money. It was firm and hoteis are of such a point. As a whole, was a resort hotel that is very
so0thing.

 Google~

_ Best Regarcs

I Nengah 5, General Mansger at The Kayon Resort, responded to this
raview, 3 wesks 890

Dear kitimama,

Tha warmast groeings from The Kayon Rescrt, Managed by Pramana
Expanance.

lud-a—-auubv'-‘mr—(vﬂwi'm-

s 100 1§ N5 of P
01 e weCute, we've Been requested
That can not be guaramsed, bt 1t was NS of

a5 have boen sant by e-mail Hotel amived at arund 10:00 3t ght
The room, he
1748 10 chooes from several types of courses. Snce T heavy ones & rol
want 1o eat in the moming, | choss Contnental of he course 3 days. Deinks,
fruits, select  menu fom eppe. the cther, coffee. tea. SUCh s Me bread has
Baen carmed. NS of P e vilas, Pare was

In 10 pool wimh the vila. There are 100K Canvings ave Been mace in the vila,
ey Unique room, very Gulet because of the innenmast, was located in e
Green. From B 100 Can be & view of the valey, we Saw 350 the waterfal

9 e
evening of clamning was akso me fnish in e 10 eat dener. iWe Od not heve
8 the svess. Such 8 service i vary §ood. The hotel restaurant, was & very
reascnatie crice. Dnner. feat AGhL Ters (8 8 Mnowich of senvice om the
otel, $8CONT L, we 818 in 140 1w of UBGd, UBUd 1 10 1 fown thees is
one for Mo shuttle bus s one hour, i wil be Sebvered 10 Lbud town ¥ you go
10 e front in Tat Sme. Retum had also been operatng a3 well as tme. 1 was
vary Convervent because e s Gre for o hour. Ususty, B way back. it
. atright, I

o Pote’s sntie bus. Thied night, 50 dinner at e benefts of 3 nights

s o

Gt s the avaning of the mext day whn # came e day before back n B
‘Shutsie bus the 1 was. The Gay of e resanation, because & was Tusscay
N, rater Bhan the course Cusne becaute & was BBC of fhe dey. became
0 course of the BIO. B course, appatizer, axiad. and $0up and the ke
Rave Been carmied the Begnning, It is now and & after B30, Ik was W Fe
style own. Thers was siso
3o mest. Finaly, E
uat of B0 was one $ 40 | askod em & ek, the 00 480 5 not take any in
25 benafis. Basic i i3t fvare are Denwts Ma: diflarant rnka, Such 4 itte bt
of sarvics was very g feels good. Afiemoon tes i also from 16 o'dock 1o
17 fckock, there was & service of Cotles and sweets 8 the place whers e
Trace . y goos. bt
0 & lout vowce,
9t e hotel? It wat e Dofel wherd you Can sgend rescr e in 8 very quiet
rrvirorrment for, This b, Sacaus 1 wik 17 e ool wih B vk, beckcus |

winvming pool, e ook, 3nd 3 Chalr was have 8 Mife cramped image. Bet.
pemass pat sy scale. We have siay
U, bt | ought @ wis Mot TRt Sarves 84 & SODUA Japanase Goes not
communicate at &, Bt now SOMEnow In smple Englsh. The way Back. we
notel.in

wrpont, B way . thes
Been refunced & ke amount of monay. i was fem and hotels are of such &
point. As 3 whole, was 3 resort hotel Mhat is very s00tng.

This revrw 5 e scpecive opnion of & TApASAsr mermer and ot of
TrpAovieor LLC
Powarsd by Googe

Thark you for chooming the Kryon Rescrt Ubud for your Gestraton and Sunk
YO 50 MUK 0 YOUT feview B SKAFNG YOUr XDANENCES 10 YO lovely
frionda and family sbout your stary &t our home e Kayon Resort Ubud
fecently. Very happy 10 hear and read your comments and it s 8 comphment
101 63 10 know It you #7¥0YRd YOuF Sty with U 4 O KOCHBON, SCNRY.
faciives. Cecors, dady actvites, amtiance, f00d AN Beverages Mrved at our
e 22 880
PG, ur complimantary Shuts i, services from the entes of Keyon team
Inchuces wmall and detals, anG e Deyond yYOur Expectason.

Thank you 80 much for af of your axceien feedback and recommendason
you Back 61 cur homa The

Ubud in e near hatre.




Handling languages
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Handling German on HolidayCheck

 If possible, comment in German

« Some portals require this
according to their terms and
conditions (e.g. TripAdvisor)

« Use English if you do not speak
German (also for other markets
that are important)

« We recommend to define which
foreign-language reviews should
be responded to and in which
language

Source: Merkur.de / AFP

,.

iz
B 7/l Die Mitte.

By

CDU




How would you react?

,We are disappointed”

@©@O000

We (family with two children) had a 3 night stay in this hotel.
Unfortunately, we are totally disappointed. The penthouse room was
not to our taste. Our older daughter (11 years old) could not sleep
on the sofa, because it was too short. The refrigerator hummed
loudly all night long and we'could not get much fresh air either. The
dining room was a disaster ... so noisy! Like being in a train station!
A partitioning of the-room would create some relief. Otherwise,
everything else was okay.

e




Possible Response

Dear Guest

Thank you for your helpful feedback! Our team is taking your suggestions very
seriously and is working hard on making improvements. For your next stay, |
recommend one of our family suites with two separate bedrooms. Thank you for
pointing out the broken fridge — it has already been replaced. Concerning the
dining room, you are right: Because_ of our many families with young children, it
can be a bit noisy, especially between 6 and 7:30 pm.

I hope that our hotel.can fully convince your family during your next stay of our
close attention to.maintaining the highest quality standards.

Kind regards
John Smith



ORM Performance in Scandinavia

Source: TrustYou (2019)




Which hotels have the best ORM performance?

Norway 1031 hotels
Score: 80,63

' Denmark _1029:hotels
Score: 80,99

Sweden 2067 hotels
Score: 81,44

WINNER




Tops and Flops, Impact on Scores

Sweden

Tops

1. Service (+7,4)

2. Location (+2,6)

3. Friendliness (+1,1)

Flops

3. Room Mainte-
nance (-5,3)

2. Bathroom (-6,5)

1. Beds'(-6,6)

Norway

Tops

1. Service (+7,9)

2. Location (+2,5)

3. Friendlingss (+1,6)

Flops

3. Cleanliness (-3,8)
2. Beds (-5,2)

1. Bathroom (-5,4)

Denmark

Tops

1.\ Service (+7,2)

2. Location (+3,1)

3. Friendliness (+1,7)

Flops

3. Cleanliness (-5,7)
2. Beds (-6,7)

1. Bathroom (-7,9)









How to work with HolidayCheck and its’ Business Center

" FIRST.AID

CASE
|




HolidayCheck: Business Center

* https://business.holidaycheck.com

Meet the new HolidayCheck Business Center.

Learn from feedback and get the most out of your hotel.

\|

A
[£fo

Respond to reviews Update hotel profile Manage your photos
Be there for your guests and maintain your Keep your description up to date and present Take advantage of our photo tools to efficiently
hotel's brand. See your reviews in Business your hotel the way you want. manage your hotel gallery.

Center!


https://business.holidaycheck.com/

Thanks for your attention!
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