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Overall Reputation Management Impacts your Bottom Line

The Center for Hosplta]lty Research

I Hos

Guests are visiting TripAdvisor more
frequently prior to booking

Properties with stronger reputations
across all channels perform better overall

Higher review scores on OTA sites allow
hotels to charge up to 11.2% more while
maintaining occupancy rates.

Source: “The Impact of Social Media on Lodging Performance.” Chris K. Anderson, The Center for Hospitality Research. Cornell University. December 2012.
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280

zmillion

unigue monthly visitors®

60

million

TripAdvisor members

user contributions
every minute

million

reviews and opinions

tripadvisor

*Source : Google Analytics , average monthly unique users, Q22014 ; does not include traffic to daodao .co


http://www.daodao.com/

Reach potential guests worldwide

Percentage of traffic (comScore, April 2014) v

-
North America Middle East

& Africa



TripAdvisor: Strong and growing audience

In Q2 2014, TripAdvisor
averaged more than 140 million
unigue monthly visitors on
mobile.

K. Bl <O Best Nearby

Nearly

50%

& of total traffic

® Hotels

€D Restaurants

22 128M+ 82

languages app downloads city guides

@ Attractions

Source: TripAdvisor log files. Downloads include TripAdvisor, City Guides, Jetsetter, Gate Guru and City Guru apps
Traffic includes tablet and phone

tripadvisor
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Globally, half of TripAdvisor
users reference TripAdvisor
reviews before booking a hotel

80% read at least 6-12 reviews
before making a decision

Gl
bl il e G

Respondents are most likely
to focus on recent reviews to
get the freshest perspective

SSSSSS : PhoCusWright's “Custom Survey Research Engagement,” prepared for TripAdvisor. December 2013. [0X0) adViSOI'®



How often survey respondents use
TripAdvisor

aAmmbh semb almle

A few times At least More than
a month once a week once a week

29% 12% 26%

Source: PhoCusWright's “Custom Survey Research Engagement,” prepared for TripAdvisor. December 2013. @7@ adyisor®



More than 80% of TripAdvisor travellers feeltha
TnpAdwso\%rewews help them |
feel more confident in their

travel decisions and

have a bettertrip .

N
Source: PhoCusWright's “Custom Survey Research Engagement,” prepared for TripAdvisor. D&cember 2013.




X0 advisor:

TripBarometer

The world’s largest accommodation and traveler survey”

2014

Received responses from more than 61,000 travellers and
hoteliers from around the world

Reveals changes in consumer spending plans and worldwide
travel patterns

Reports behavioral differences in planning and booking habits of
travellers at different life stages

Conducted on behalf of TripAdvisor by independent research firm
Twice-annual study

www.tripadvisor.co.uk/TripBarometer




People are still planning to travel!

= 22% ofAsian and
Australasian (APAC) travellers
- plan to spend more on
mmmw travelin 2014

The economy is not a significant factor when it
comes to APAC travellers spending more in 2014.

—
% I'm saving up for travel: 38%
|
| would never spend less: 29%

L |
I'm more confident about the economy: 179%

Average traveller spend in 2014 (USD)!

$5,955 96,136 $5,392 $5,920
2013 2014 2012 2014

Global APAC

*Based on exchange rates from xe.com on 26 February, 2014.

tripadvisor-

for business



Price is key... but only coupled with positive experiences

Meanwhile, only 52% of
APAC hoteliers say price
has the biggest impact when
travellers book.

94% of APAC travellers
say price is important when
booking an accommodation.

(€

What else is important when choosing an accommodation?
Important to global travellers / Biggest impact to global hoteliers

) =

B o e

449% [ 4% 77% [ 25% 869% /33% 89% / 64%
Special offers Amenities Previous experience Online travel reviews
Travellers are eager for the added value that special Hoteliers are underestimating how positive
offers provide when booking accommodations. experiences contribute to repeat business.

tripadvisor
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Where are Global Travellers Planning to Go?

Globally, the percentage of travellers is expected to increase in 2014.

Domestic leisure travellers International leisure travellers

909% B! TT%
879 [EUE A e5%

939% | e T74%
89%

Where are they going?
Destinations with the highest average domestic and international travellers, according to hoteliers:

68%

Russia Morocco Thailand Caribbean Austria Greece

tripadvisor-
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And what are they looking for?

APAC traveller demand versus APAC hotelier supply:

Travellers / Hoteliers

0~
0

Free in-room Wi-Fi

65%
48%

5%
T7%

v l Free breakfast
31%
83%

Free parking

42%

==

21%

Free shuttle/taxi

31%

Free pillow menu

tripadvisor

for business
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Do Online Reviews Impact Booking?

93% 96%

of global travellers say their of global hotels say
booking decisions are reviews are important
impacted by online reviews for bookings

The TripBarometer by TripAdvisor is based upon an online survey conducted in Dec. 2012 — Jan. 2013. A total of 35,042 people participated in the online survey from
26 countries spanning 7 regions. The sample is made up of 15,595 consumers and 19,447 businesses, making it the world’s largest combined accommodation and
traveler survey.

tripadvisor-
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TripAdvisor Management Centre

ONLY 1 OF 4 OF HOTELIERS ARE TAKING
ADVANTAGE OF THIS IMPORTANT TOOL

Source: TripAdvisor internal data

tripadvisor

for business
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TRIPADVISOR CONSUMER SITE »

Schrute Farms Management Centre

to your Manag Centre!

This is where you will find free tools and content resources to manage your business' online reputation, engage the
TripAdvisor traveller community, and attract guests. See our video and guide on how to market your business on
TripAdvisor for free and get started today!

Your Special Offer is not active | Create one now »

Your Announcement is not active | Create one now »

Manage your TripAdvisor page
Enhance your listing, upload photos and
videos; update property details, rates and
booking info; track performance, and more...

Manage your reviews

Know what your customers are saying about
'you and post your reply.

TripAdvisor Insights

Think of this new section of the site as part
daily herald, part content portal, part
hospitality marketing university. Basically, it's

'your essential hospitality marketing resource.

INTRODUCING TRIPCONNECT™
Direct Bookings Made Simple

Learn more ?

Manage your Business Listing

Add contact details and post Special Offers
on your TripAdvisor page to drive direct
bookings and increase your property's
exposure.

Free marketing tools

Use our downloadable badges and widgets
on your own website to display your
TripAdvisor ratings and reviews, encourage
customer reviews and create photo
slideshows.

Get help with your questions

Can't solve your query? Use our FAQs. Our
help center offers further guidance and direct
links to support specialists.

Quick Links

Write a management
response

Update property details
Add photos

Get more reviews

New Instructional
Videos

Your other properties

Your property overview

Schrute Farms on

TripAdvisor

gzs\?ilews el
Ranking —

Rating
Snapshot

Property Dashboard

Review Dashboard

Business Listing status

Special Offer: Inactive
Announcement: Inactive
Slideshow: Active

Weekly Digest: Subscribed

Contact TripAdvisor

Telephone [7
Monday-Friday
9:00 - 16:00
0-800-088-8460

tripadvisor-

for business



Register in TripAdvisor Management Centre

www.tripadvisor.co.uk/Owners

ﬂ Sign in with Facebook = Signin = Register Now! [§ FREE Mobile App

tripadvisor

for business

TRIPADVISOR CC

Overview

Vacation Rentals
Restaurants
Attractions
Advertising Services
Partnerships

Tourism Organizations

Accommodations (Hotels, B&Bs, Inns, etc.)

More than 260 million travelers visit TripAdvisor each month, making us the world's largest travel website.

Sign up for a free business account and you can:

™ Update your business details
¥ Showcase your business with great photos
® Receive e-mail notification of new reviews

Enter your business name and city

Respond to guest reviews

Promote your business with free widgets and badges
Compare your business with competitors by tracking
your performance

Search

Step 1

Search for and find your property.

Business Management Registration
Step 1 — Sign in to TripAdvisor

Sign up using your Facebook account (Recommended) - Why?

£ Sign in with Facebook

The easier way to sign in to TripAdvisor

...or fill out the form below
E-mail address

Already a TripAdvisor

member?
Choose your password

Sign in
First name
Last name

Your name displays as

Current city

™ Keep me signed in on this computer

Sign up

Step 2

Fill in details and sign in.

tripadvisor-

for business
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Cornell Research: More reviews lead to higher ratings

“Online Customer Reviews of Hotels: As Participation
Increases, Better Evaluation Is Obtained”

- Early reviews for accommodations tend to skew negative

*  However, as reviews increase, ratings become more positive
— Terrible (rating of 1) reviews decrease by more than half
— Excellent reviews grow by half
« Positive reviews are more common than negative reviews
— Examined over 1.28 million reviews
* More than 70% had a rating of 4 or 5
* Only 15% had a rating of 1 or 2

Source: “Online Customer Reviews of Hotels: As Participation Increases, Better Evaluation Is Obtained.”
Santiago Melian-Gonzalez, Jacques Bulchand-Gidumal and Beatriz Gonzalez L 6pez-Valcéarcel. Cornell Hospitality Quarterly. March 2013.

tripadvisor

for business



http://cqx.sagepub.com/search?author1=Santiago+Meli%C3%A1n-Gonz%C3%A1lez&sortspec=date&submit=Submit
http://cqx.sagepub.com/search?author1=Santiago+Meli%C3%A1n-Gonz%C3%A1lez&sortspec=date&submit=Submit
http://cqx.sagepub.com/search?author1=Santiago+Meli%C3%A1n-Gonz%C3%A1lez&sortspec=date&submit=Submit
http://cqx.sagepub.com/search?author1=Jacques+Bulchand-Gidumal&sortspec=date&submit=Submit
http://cqx.sagepub.com/search?author1=Jacques+Bulchand-Gidumal&sortspec=date&submit=Submit
http://cqx.sagepub.com/search?author1=Jacques+Bulchand-Gidumal&sortspec=date&submit=Submit
http://cqx.sagepub.com/search?author1=Beatriz+Gonz%C3%A1lez+L%C3%B3pez-Valc%C3%A1rcel&sortspec=date&submit=Submit
http://cqx.sagepub.com/search?author1=Beatriz+Gonz%C3%A1lez+L%C3%B3pez-Valc%C3%A1rcel&sortspec=date&submit=Submit
http://cqx.sagepub.com/search?author1=Beatriz+Gonz%C3%A1lez+L%C3%B3pez-Valc%C3%A1rcel&sortspec=date&submit=Submit

TripAdvisor reviews are largely positive

®®000 - 504, Average Review Score:

©0000 [l 5% 4.12

Source: TripAdvisor. Percentage of all ratings, January 2014

tripadvisor*



Key factors that influence your popularity

QUALITY

Families

Sleep Quality r D) The Reserve at Show Prices

Very good Il
Average I

: = ’ Paradisus Palma Real
Couples Rooms ®E) S ) 1,712 Reviews
Service Punts Cana, La Altagrecia Province
Poor I Solo i =
Value ( B Majestic Colonial Punta | Show Prices
Terrible | Business Cleanliness 0.0.0.0.0 . Cana

-3 ChL ) 10,936 Raviews

FPunta Cana, La Altegracia Province

Traveler tips help you choose the right room. Roomtips (1.511) Majestic Elegance Punta| Show Prices
CEIHE
(EEE E) 8,575 Reviews

Punta Cena, La Altagmcia Province

7,587 reviews sorted by: Date = Rating English first
F'aradusms Palma Real Show Prices

(EXEN) 4,047 Reviews

Punta Cana, La Altagmcia Provinca

'- .' 1 '. ) n . It be going back!” oy Hard Rock Hotel & Show Prices
F %
"-\. -'

Casino PunLa Cana
N S St

Becky B Funts Cans.La Altagmecia Province
Pitts buirgh, Pannsyivanis v o eeneneETar our honeymoon in Dec 2013.
Unbanavabfa gorgeous, super awesome friendly & fun staff, the food
selections were diverse, property was beautiful, pool was nice, the
extras for Honeymooners were very much appreciated. it was nice as Browse nearby
an all inclusive to NOT have all buffets. The food really was pretty

good. We had an absolutely fabulous time. | cannot wait to go back

2 reviews
Hotels (102) | Restaurants (137) | Things to Do (168)

Value
Location
Sleep Quality

esait Corporstion
e 7013 Nokis

Ask Becky B about Excellence Punta Cana




Key factors that influence your popularity

RECENT REVIEWS

Very good Il
Average I
Poor |

Terrible |

Families
Sleep Quality
Couples Rooms

Service
Solo

Value
Business Cleanliness

Traveler tips help you choose the right room. Roomtips (1.511)

7,587 reviews sorted by: Date = Rating English first

Becky B
Pittsburgh, Pennsylvania

2 reviews

We stayed at the EXCERENE e oo 2T
Unbelievable, gorgeous, super awesome fr|andly & fun staff tha food
selections were diverse, property was beautiful, pool was nice, the
extras for Honeymooners were very much appreciated. It was nice as
an all inclusive to NOT have all buffets. The food really was pretty
good. We had an absolutely fabulous time. | cannot wait to go back
there! This time, we'll be taking all of our friends!

Stayed December 2013, traveled as a couple

@® Sleep Quality

Less o
Was this review helpful ? i

Ask Becky B about Excellence Punta Cana

The Reserve at Show Prices
Paradisus Palma Real
11,712 Reviews
Punts Cana, La Altagrecia Province
§ Majestic Colonial Punta | Show Prices
Cana
wy] ) 10,836 Reviews

FPunta Cana, La Altegracia Province

Majestic Elegance Punta Sh[m PI'I[:ES
Cana
(EEE E) 8,575 Reviews

Punta Cena, La Altagmcia Province

F'EII'EIUISI..IS Palma Real Show Prices

(EXEN) 4,047 Reviews

Punta Cana, La Altagmcia Provinca

Hard Rock Hotel & Show Prices
Casino PunLa Cana

Funts Cans. La Altagmcis Province

Browse nearby
Hotels (102) | Restaurants (137) | Things to Do (168)

+]

5 2014 Microsoft Corporstion
b tirg & 2013 Nokis

@ Interactive map




Key factors that influence your popularity

QUANTITY

tripadViSDf Excellence Punta Cana Resort (All-Inclusive) JOIN  LOGIN SGD v

PuntaCanav  Hotels w F;ﬁgﬂts.' Vacation Renlals Restauranis Thingsto Do Bestaf2014 Trénr.ﬁﬁg Now"™ More ~  Write a Review v

Caribbean + Dominican Republic » La Altagracia Province + Punta Cana + Punta Cana Hotels Search for a city, hotel, etc Q

Excellence Punta Cana All 102 Punta Cana hotels

Yrintinl Resort (All-Inclusive)  Playas Uvero Alto, Punta Cana, Dominican Republic
] Hotel website =% E-mail hotel [J +1 866-540-2585 « Hotel amenities

Offers & Announcements 15% off room rate

[,o987 Reviews
Check In Check Out

mmiddiyyyy mmiddAyyyy (@X@Xe)eXt) 7,587 Reviews

{.—.Y Travelers’ Choice® 2013 Winner
Show Prices L592 All-inclusive

Compare best pricas from top travel sites A recent review

"FABULOUS resort, we'll be going

®BE@E® reviewed yesterday

and 2 more sites!
Baecky B Pittsburgh, Pennsyvania




Track performance with Review Metrix

i Analyze: CSI| Score Comparison to a Competitor and Your City

Score » || # 4 Review Count
Dray
Week
View results byfall i

Show: CSl| Gap to Benchmark Sep2012 ©Oct2012 Nov2012 Dec2012 Jan2013  Feb2013 Kluarter

Schrute Farms @ @ @ @ @ @
B+ B B BB+ = EBF 302
All Hotels in Honesdale 92.7 [93.0 Iy B o ITEN 5 52,0 |8 99.4 &) 86.7 L
Schrute Farms 96.5 98.3 98.3

o= All Hotels in Hanesdale

. 04,2 ;
=& Hotel ¥— ‘——HM—_—J --“-__r._p———’—*\\

> Compare to multiple hotels

tripadvisor-

for business




Track performance with Review Metrix

% Manage: Most Recent Reviews

Review Date Bus./Leis. Owerall Value Service Cleanliness Rooms Location Csl

Delusione 1/21/2013 -- ®@0000 ®0000 @000 ®CO00 @O000 ®0000 EEEN
| swear to God, the owner..  1/19/2013 - @800 eeee0 @e0)0 eEee) @Eee0
love the beets 12/202012 - 0Ceee
BEST PLACE EVER!! 12/8/2012 -- (100 |
Amazing and a lot of goat...  11/25/2012 o (100 |
Magical 11/24/2012 - 100
Schrute Farms 117232012 -- 100
Schruteriffic! 11/21/2012 - @ee00 @ee00 @ee00 eee0) @8eD0 ®eE@O0

* Understand and manage your reviews
* Respond to a review.

tripadvisor-

for business




Property Snapshot

Snapshot Last updated March 3, 2013

Sample Hotel

Key metrics to measure day-
4 y 307 103 22 @000
to _d ay p e rfo r m an C e Total Reviews Total Management  of 79 hotels in Sample ~ TripAdvisor Rating

Responses City

Review Activity Top Comments from Your Reviews
10 Reviews in the last 30 days "Pool area” 8 Reviews
25 Reviews in 2013 "Parking lot" 5 Reviews
17 Management responses in the "Very nice" 5 Reviews

last 30 days SO =
Living room 3 Reviews

[} Rati n gS 27 Management responses in 2013
* Rankin gs Photo Activity
e R eVi eW, p h Oto an d to p 69 Total traveler photos

Comments activit 4 Photos in the last 30 days _‘\
y 15% Visitors viewing photos = {ﬂ “"‘i' W
5 Owner photos ‘i - e
— Your current property photo
1/24/2013 Last owner photo update

. Share TripAdvisor content on your website

Use our free marketing tools to display your TripAdvisor rating and reviews, promote your
area, and encourage more guests to write reviews. Learn more

Browse Free Tools

for business
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Thomes

lwlngsocml 6 @

Expedia Hilton

Cook

% m m Tiket.com

AirAsiaGo.com
make tri AAAAAAAAAAAA
‘w—" WYNDHAM e
Hotels and Resorts fl\OCFS_RS SHANGRI LA
U RYS - EUROSTAR MELS and RESORTS
INN @oaI

G

Hotels.com

v B TrAvel.rv
Wﬁoumvs o P 9x & Clea l"tl'l p = Avel.ru
Eern r"’(‘VDYAGES Louvre Hotels 1 EXERESS

500 million

people view TripAdvisor content on sites
other than TripAdvisor each month

w @ First Choice ClubMedq) tenki.ip ' @ \/

@ TRAVELBOOK RME BoL RLLTD o ol
snr amiimes WSy -
aune wen ZENRN i e M R
eurobookings.com L 0 N D () N KU o NI *23 ag(-)l—?aI:/tel ®.§~EF nw

com Bsa"d.. ) ok PremierInn C
- Dee . \$% Jetstarxt
&L&g Hotwire ScandiC soutHwest



Review Express
Easier than ever to ask guests to write a review on TripAdvisor!

Poweredty @@ tripadvisor: [ _
[E] Review Express - Engage with guests after they

- have stayed to encourage
#\ | Review Express Dashboard Send Emails Manually Send Emails Automatically Valuable feed back for your
business

Review Express
Campaign Dashboard |

Last updated: December 22, 2013

ol T e o ek - Use customizable templates to
412 452 250 83 easily email recent guests

Thank you for chot

We'd be grateful if
site, helping over € Top Review Express Tips Mare tips

Our guests often t¢ = Use short, simple messaging | o 5 1 U Se Cam pai g n d aS h board to
their own visits. An . . . .
improve. = Confirm guest email addresses _ m O n Ito r I n CO m I n g reVI eWS an d

Thanks again, and = Tell guests to expect an email

bioneade: = Don't wait - connect with guests after checkout T 0 ptl m Ise Cam palg nS

Review Express
Best Practices

How would you = Target Mondays/Tuesdays, avoid weekends

I+ It's FREE!

This Review Expres:

tdbcontent@tripadvi, ©oai= Campaign Id {Languags) Sent Clicks Opens  Bouncad Suppressad

12/20/2013 b 457954 (an_UK) 1 [} [ a o

12/18/2013 b 454976 (pt) 2 [ 2 a 0

- 120182013 b 454836 ) 2 1 2 0 o
Unsubscribe from Revi

Th ce @ 121182013 b 454088 (en_US) 1 0 1 0 0
55 @

aff 12/13/2013 b 446850 (en_US) . - . N -

th 12/132013 P 446675 (en_US) 1 1 1 ) 0

If you have questions ¢ 121132013 b 446468 () 1 Ll Ll 0 o
120122013 ¥ 444810 {en_US) 1 a 1 ) 1]

121122013 b 444212 (en_UK) 2 a a o o

— 12/11/2013 b 442570 (fr) 1 a a a 1

tripadvisor

for business




Review Express Case Study: Thistle Residence,
Quartermile Apartments

 Located in Edinburgh

- Started using automated .
Review Express a few -
months ago

* “Went from 1 review a
month to 3-4 per week”

* Thistle Residence’s
popularity on TripAdvisor
has been on the rise

tripadvisor:




* A7 000+

properties have used Review
Express to date

33%

Increase In reviews overall after
using Review Express regularly




105,000

facebook

Eden Roc at Cap Cana Traveler Reviews ~

o) -advisor®

Traveler Reviews

The world's largest travel community

Eden Roc at

Unted States

Cap Cana

o} 69 traveler reviows  #3 of 102 hotels in Punta Cana

Praise from TripAdvisor travelers

|
(’ TRAVELERS"
CHOICE"

Most recent tr:

Petod625

MasisOnNY

69 traveler reviews

aveler reviews

The Staff - That's What Made it So Special

My wife and | just got back from a perfect baby moon at Eden Roc at Cap Cana. We could
not have dreamed of a better place to relax. Our villa with a private pool was quiat an
more

Eden Roc - ROCKS!

- Great resort, incredible location & outstanding service!ll - Accommodations are awesome &
very upscale - with hi-tech with iPad control for all lights, sounds & TV's. - Food.
more

Relaxing, Seclusion, a beautiful hotel

Just retumed from this property in the Cap Cana section of Punta Cana. Only 15
minutes from the aifport (make sure to call the hotel and reserve your car service to a.
more

Relaxing, Dominican Style

What an unbeligvably relaxing vacation.....my husband and | wanted 10 go somewhere for our
babymoon that was a Guick, direct flight from NY and easy to get to. We found Eden Ro.
more

Wit a Roviow |

Traveler Photos

See all photos

- Wi

Raffles Hotel Singapone

Certificate of Excellence
—— 2014 WINNER ——

6% &

The Circus Hotel

@@ tripadvisor

Reviewed on
padvisor.co

©'C)

tripadvisor

©@tripadvisor

(Click to rate)

@@ tripadvisor

unique domains
feature TripAdvisor
widgets on their site

The world's largest travel community, with
more than 150 million reviews & opinions.
from real travelers.

Title your review - Describe your
stay in one sentence or less.

Taj Lake Palace
Udaipur

00000
1,376 Reviews

tripadvisor’

Protea Hotel Fire & Ice! Melrose Arch

Your overall rating of this property

Title your review

Your Review ) Tips & guidelines

What sort of trip was this?

Selectone ¥

When did you travel?

Select one v

Click to select a rating (optional)

Service
Cleanliness
Value
Location
Sleep Quality
Reooms

Room tip

P

([ | certify that this review is my genuine opinion of this hotel, and that | have
no personal or business affiliation with this establishment, and have not
been offered any incentive or payment originating from the establishment
to write this review. @

CONTINUE







Management Responses influence traveller decisions

(1% 87%

of respondents say seeing a of respondents say an
hotel management appropriate management
response to reviews makes response to a bad review
me believe that it cares Improves my impression of
more about its guests. the hotel.

Source: PhoCusWright’s “Custom Survey Research Engagement,” prepared for TripAdvisor. December 2013

tripadvisor:



Management Response Status Notification

- Status updates:

— Yes: Management
Response written and
published

— No: No management
response

— Rejected:
Management
Response written but
rejected because it
didn’t meet TripAdvisor
guidelines

Write a management response

TripAdvisor invites representatives of hotels, restaurants, and attractions to respond to reviews written about their business. If your
response meets our management response guidelines, it will appear on TripAdvisor directly underneath the original review. Please note

that we will not forward your response to the reviewer.

Tips for writing an resp

« Keep it professional and courteous

= Keep it relevant to the travel community

» Remember your future customers are listening

= Write your response in the same language as the original review
« Dontidentify a guest by name or other characteristics

« Dontuse profanity, threats, accusations, or insults

» Dontadvertise or include a commercial URL

See our video or guide on how to respond
If you are looking to edit or delete management responses, please click here.

Select the review you want to respond to below

The following is a current list of all TripAdvisor reviews for your business. This list is fully sortable - you #‘ Y.E 5
sort by language and click on any title to see a complete review and posted management responses. Y}

review ata time.

Showal | %
Select Date Posted v Review Title
Apr30, 2012 Very good place to stay
Apr2h, 2012 Great stay...
S Apri17,2012 | thought it wasn'ta B&B?
= Apri6, 2012 Loved it!
L) Apr 16,2012 Loved the beets
_'- Apri3d, 2012 Schrute Farms: One of the best bed and...
IZ_:ZI Apr3, 2012 Awesome place to stay!
'_- Apr2, 2012 Very Disappointed DEC 21, 2012 Weekend...
Mar 29, 2012 It's Nota B&B.
_'- Mar 28, 2012 Pennsylvanian Perfection
) Mar 28, 2012 Misleading

* Select your affiliation with this property (e.g., owner, manager, public relations manager)
Mote: TripAdvisor may contact this business to verify your affiliation with it.

Select cne -

________ Response

@ Review Express

Use Review Express to remind recent
visitors to write reviews. It's fast, free
and easy!

Try Review Express

+ Yes

No

Fejected
No
Mo
MNo
Mo

Mo
Mo



Management Responses: Best Practices

© N O bk wWdhE

Sign up for review notification emails
Read our guidelines
Respond promptly -

Say “thank you”
Be original in reply
Highlight positives

Address specific complaints H/
Be polite and professional



PAINT YOUR PICTURE



tripadViSOF Fairmont Singapore Hotel % Hi Rebecca v [J USD v
Singapore v Hotels « Flights  Vacation Rentals  Restaurants  Things to Do ‘Bestof 2014 Trending Nuw Mare v YourBusiness v

Asia + Singapore » Singapore : Singapore Hotels Search for a city, hotel, etc.  Q

Fairmont Singap()re All 292 Singapore hotels

#iddl Hotel 80 Bras Basah Rd, Singapore 189560, Singapore
& Hotel deals =2 E-mail hotel [ Hotel website " Hotel amenitles

2 73% of TripAdvisor
users use photos
from other travellers
to help them make a

Offers & Announcements Seasonal Offer - Save 20%

‘ - o e
y _lg_: E - - [ay
Professmr‘\al photos apodacon d eC I S I O n Australia

Comp

2,604 traveler photos

Source: PhoCusWright’s “Custom Survey Research Engagement,” prepared for TripAdvisor. December 2013

tripadvisor-

for business



Indulge in champagne and

Asia + Singapore A v
other exclusive benefits

p hotels

Fairmont Singapore

Yook Hotel () oo Amenities Enter dates for best prices
&' Hotel deals 55 Bar / Lounge Check In Check Out

Offers & Anno, Business Center with Internet Access Check In Check Out
Fitness Center with Gym / Workout Room
Free High Speed Internet { WIiFi )
Children Activities ( Kid / Family Friendly )
Restaurant
Room Service
Shuttle Bus service
Spa
Suites
Swimming Poal
Wheelchair access

Show Prices

Mumber of rooms: 769

The Fairmont Singapore hotel is ideally situated at the crossroads of Singapore's
business, cultural, entertainment and shopping districts. It offers 769 luxurious
guestrooms and suites, a collection of 16 distinctive restaurants and bars and 70,000
sguare feet of prime meeting space - all supported by our Singapore hotel's award-
winning service teams.In addition, guests of Fairmont Singapore have access to the
Willow Stream Spa, one of the largest spa facilities in Asia, offering the bestin spa and
fitness services.

Source: PhoCusWright’s “Custom Survey Research Engagement,” prepared for TripAdvisor. December 2013
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How to promote your awards

« Add the emblem to your
website

- Display your award on your
property

* Issue a press release

- Contact your local media

« Post your award on
Facebook and other social
media outlets

« Celebrate with past guests

, 2014
‘ TRAVELERS

RO©

trlpadwsor

HOMEWOOD SUITES BY HILTON
CAMBRIDGE-ARLINGTON
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Order your TripAdvisor sticker

Visit your Management Centre’s “Free marketing tools” section

;;{ - Cemﬁcate - 7 5 %

of Excellence

S — of TripAdvisor
members
surveyed say they
are more likely to
use a business
with a TripAdvisor
endorsement on
display

T tri S
Source: "TripAdvisor Member Survey, October 2012 tr|pagX)L§n95!'



TripAdvisor for Business resources

©© tripadvisor
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QHI, Content* [ uUsD“~ =R~

TRIPADVISOR CONSUMER SITE »

Schrute Farms Management Centre

Quick Links

Welcome to your Management Centre!

This is where you will find free tools and content resources to manage your business' online reputation, engage the
TripAdvisor traveller community, and attract guests. See our video and guide on how to market your business on
TripAdvisor for free and get started today!

INTRODUCING TRIPCONNECT™

Direct Bookings Made Simple

Your Special Offer is not active | Create one now »
Your Announcement is not active | Create one now »

9'©

www.tripadvisor.co.uk/owners

Manage your TripAdvisor page

Enhance your listing, upload photos and
videos; update property details, rates and
booking info; track performance, and more...

Manage your reviews

Know what your customers are saying about
you and post your reply.

TripAdvisor Insights

Think of this new section of the site as part
daily herald, part content portal, part
hospitality marketing university. Basically, it's

your essential hospitality marketing resource.

Learn more »

Manage your Business Listing

Add contact details and post Special Offers
on your TripAdvisor page to drive direct
bookings and increase your property's
exposure.

Free marketing tools

Use our downloadable badges and widgets
on your own website to display your
TripAdvisor ratings and reviews, encourage
customner reviews and create photo
slideshows.

Get help with your questions

Can't solve your query? Use our FAQs. Our
help center offers further guidance and direct
links to support specialists.

m Write a management
response

Update property details
Add photos
Get more reviews

New Instructional
Videos

m Your other properties

| Your property overview

Schrute Farms on

TripAdvisor

g;t\?ilews i
Ranking [—

Rating |@@@@0|
Snapshot

Property Dashboard

Review Dashboard

Business Listing status

Special Offer: Inactive
Announcement: Inactive
Slideshow: Active

Weekly Digest: Subscribed

Contact TripAdvisor

Telephone 7|

Monday-Friday
9:00 - 16:00
0-800-098-8460
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TripAdvisor Insights
www.TripAdvisor.co.uk/TripAdvisorinsights

©E tripadvisor
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TripAdvisor Insights | The essential hospitality marketing resource

@O tripadvisor POPULAR
24 insights to shape your v e Guide
TripAdvisor strategy How to Boost
24 Insights to shape your Direct Bookings
TripAdvisor strategy with Tri pAdViSOI'
Business
F ; v oy e
Listings
>

SUGGESTED FOR YOU
Tips
How We Use
Review Express:
The Grove
>

Filter by:
POPULAR

Video
3 Video (English):
eﬂg%%gl! Emporium Hotel
Content Services (6) — : on TrlpAdVlSOr
Business

Free Tools (93)

Advertising services (44)

Research Research TripAdvisor Features |_|St| ngs

Travellers’ Choice
Hotel winner: The

24 insights to shape PhoCusWright report
your TripAdvisor reveals key trave
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Thank you!



