
 

 ECOMM TIPS 

Responding to Online Reviews – Expedia, Booking.com, Priceline, 
Tripadvisor 

STEP 1  

CREATE A REVIEW SYSTEM 
☐ Delegate to elevate. If you have an opportunity with a budding 

wordsmith on property assign the task with appropriate guidance.  
☐ Set aside a specific time during the week to answer reviews.  
☐ Read all the new reviews and research internally if needed. Answer in 

calendar order of written. 
 

STEP 2 

ALL FEEDBACK IS VALUABLE STRATEGY 
☐ Respond quickly & express gratitude: Thank the guest by name for 

their time and sharing their experience. 
☐ Engage in a friendly tone: Highlight what was said. Apologize if 

expectations were not met. We are all disappointed when guest’s feel 
we fell short. Equally we are ecstatic when their experience measures 
beyond their expectation.  

☐ Provide additional value: Show genuine interest in their experience and 
suggest another idea for their next stay showcasing a service not 
mentioned if appropriate. Provide offline contacts to keep the 
conversation going for the unsatisfied and never publicly offer 
compensation or make promises. 

☐ Keep your answers fresh & be transparent: Prospects do read through 
your responses; they will learn more about the hotel’s personality in 
your words. Always end with your name and title. 

 
 
 
 
 


