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Today’s Content

 Reputation Management

• Social media influences

• TripAdvisor

• Digital management responses

• Guest reviews management



Reputation Management



Group Discussion

What websites or 
platforms have you used 

to leave a review?



What is reputation management?
Reputation Management is “the practice of influencing stakeholder 
perceptions and public conversations about an organisation and its 

brands. It includes monitoring perceptions and conversations, 
responding to reputation threats and proactively seizing opportunities 

to boost reputation” (Gartner, 2023). 

It can affect the following business functions:

Communications, Marketing, Legal, Customer experience, Sales and 
loyalty

(Gartner, 2023)



• Online reputation refers to the image of a brand or business 
that is projected on the internet.

• Online reputation management helps businesses to protect 
their reputation by identifying and managing both positive 
and negative mentions across the internet.



Group Discussion

How you do you think 
a business could 

manage its ONLINE 
reputation?



Strategies to manage your online reputation 



What is TripAdvisor?

TripAdvisor is a website that contains advice, 
opinions, reviews and information on travel 
destinations and related products and 
services worldwide.

Its main purpose is to assist customers in 
gathering travel information, posting reviews 
and opinions of travel-related content and 
engaging in interactive travel forums.

TripAdvisor “Traveller Ranking”: ranks places 
of interest and/or tour operators on 
TripAdvisor, based on traveller reviews in 
accordance with the Popularity Index, using 
the same method as stated above.



TripAdvisor’s Impact on the Hotel Industry

(NUS Business School, 2016)



TripAdvisor’s Impact on the Hotel Industry

It comes down to one simple fact: consumers 
trust other consumers.

Your volume of TripAdvisor reviews impacts 
your competitive positioning

Negative reviews always outweigh positive 
ones: which is why responding is critical

(Revenue Hub, 2023)



Group Discussion

What is the impact of 
fake reviews for the 

business?



Fake Reviews – Negative Impact

1. Fake reviews can destroy trust

Customer will lose faith in online shopping.

2. Your Local Search Traffic Can Drop

Google is based on data. Once Google knows that you are trying to game the system, they 
will be less likely to rank you for relevant local search terms.

3. Fines

 Expect to see this type of behaviour punished more regularly in the future.

4. You may appear too good to be true

If your page is filled with nothing but glowing 5-star reviews, consumers are more likely to 
suspect you of gaming the system.



Case Study: Travelodge

In 2019, Travelodge made headlines as part of TripAdvisor’s fake review 
scandal.

Some Travelodge hotels received hundreds of 5-star reviews

At two Travelodge hotels, almost half of the hundreds of 5-star reviews 
– 48% and 40% respectively – came from first-time contributors. In 
contrast the figure for once-only 3-star reviews was much lower.

A red warning badge is issued to warn travellers that reviews may have 
been manipulated by the business.

(Lake, 2019)



Fake Reviews –
What Does the Law Say?

• Fake reviews are a violation of the terms of 
service of all business review sites.

• Trading practices in the UK are covered 
under the Consumer Protection from 
Unfair Trading Regulations 2008.

• Trading watchdog, the Competition and 
Markets Authority (CMA), took its first 
action against a company for posting fake 
reviews in 2016.



Fake Reviews - Reasons

Online reviews heavily influence purchase decisions, but not every review is real. The 
problem of fake reviews can affect companies of all types and sizes.

Where do these fake reviews come from? Here are some common sources:

• Service providers or vendors that sell both positive and negative reviews, such as what 
you will find when you try to buy Google reviews;

• Business owners and marketers who write their own fake reviews to attract customers, 
including fake negative reviews of their competitors;

• Former employees who post negative reviews of their employees in retaliation for being 
fired or laid off;

• Friends, family, and employees who write positive reviews on behalf of a company or 
brand they are closely associated with;

• Customers who write negative reviews in order to get a refund, a discount, or some 
other benefit.



How to Spot Fake Reviews

Watch out for red flags:

➢Do not rely on ratings alone

➢ Check for a large number of reviews during a short period of 
time

➢ Check if the reviewers are legit

➢ Read independent product reviews from established sources



Group Discussion

Why is it important to 
respond to both positive 
and negative feedback?



Online 
Reputation 

Management

(TripAdvisor, 2022)



How to respond to a review

1. Responding to positive reviews:

Be grateful and appreciative, thank them and tell them 
you hope they will consider you on their next visit to 
your area.

2. Responding to negative reviews:

Show empathy. Reply with tact, and do not get 
defensive. Apologise and offer compensation if 
necessary, and say how you will make sure it does not 
happen again. Even though you feel some reviews are 
unfair, you need to take the high road and be 
professional at all times.









Task – Practice responding to a review
30 MINUTES

Using the Microsoft Forms: (link in the chat)

- Read the different reviews

- Write an appropriate response to each review





Social media review (influencers)



Social media review (influencers)



Advantages
Increased Reach and Visibility

Influencers have large, engaged audiences, helping to amplify your hotel’s exposure to new demographics.
Enables targeted promotion to specific niches, such as luxury, family, or adventure travel.

Authenticity and Trust
Followers often trust influencer opinions more than traditional advertising.
Their personal experiences add credibility to the hotel’s reputation.

Cost-Effective Marketing
Collaborating with micro or mid-tier influencers can be more affordable than traditional campaigns.

Real-Time Engagement
Influencers often share live updates, generating excitement and interest in real time.

Enhanced Online Content
High-quality photos, videos, and reviews created by influencers can be repurposed for the hotel’s marketing 
efforts.

Using Social Media Influencers



Disadvantages
Risk of Misalignment
Influencers may not fully align with your brand’s values or target audience, potentially 
damaging credibility.
Unpredictable Return on Investment (ROI)

Results can vary, and not all campaigns lead to increased bookings or direct revenue.
Potential for Negative Publicity

If the influencer’s experience does not meet expectations, it could result in negative 
reviews or posts.

Dependency on Influencer Reputation
Scandals or controversies involving the influencer could reflect poorly on the hotel.

Cost and Resource Allocation
Partnering with high-profile influencers can be expensive, and managing collaborations 
requires significant time and effort.

Using Social Media Influencers



Any Questions?
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