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For Hotels and Hospitality:  
Responding to Online Reviews 

 
Ever had a negative review on a site like TripAdvisor or Yelp? Believe it or not, how you respond is 
actually more important than the negative review itself. Retail research shows how this works. When 
customers posted a complaint or a negative review online, only 68% got a response from the company. 
Of those who got a reply: 

• 18% turned into loyal customers and bought more 
• 33% turned around and posted a positive review 
• 34% deleted their original negative review 
 
So your reply means a lot. Still, it’s tough to follow through. Hotel industry consultant Daniel Edward 
Craig says that while 99% of hotels surveyed said they plan to respond to reviews, only 7% actually did. 
 
Before you respond 
1. Pick the right person to respond. Grammar and spelling count, as well as attitude. The most senior 
person possible, such as the general manager, should sign responses to serious complaints. Remember 
that every response is a public statement, online forever. 
2. Get there early. Don’t wait months to reply. Be listening online for your company name and location 
name. That will also help you catch new review sites, review sites in other countries, as 
well as posts on individual blogs. 
3. But wait until you are calm. Never reply when you are angry. Ever. 
 
How to respond 
Your response is a personal exchange between you and the customer that is also being observed by the 
public. And remember, if a person is being absolutely unreasonable, all you can do is walk away. 
1. Always thank them for engaging. Don't forget to be polite; even to those who may be rude to 
you, and even if you think they are wrong. 
2. Don’t try to argue or convince. This is not a debate or a chance to tell your side of the story. It is only 
a chance to show future readers that you are worth doing business with. 
3. Offer factual corrections sparingly. If the review misstates an important fact (not an opinion), you 
should correct it, politely. 
4. Acknowledge the truths. Most negative reviews are tied to at least a seed of truth. Make sure 
you are honest about those points. 
5. Apologize when possible. You want guests to have a terrific stay, and you are sorry that they did not. 
6. Fix what you can. We all have room to improve. Tell the readers what you are going to do for 
the reviewer and what you are going to fix in the business. 
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Get more positive reviews 
Encourage your satisfied customers to post reviews, too. You can hand out cards encouraging reviews or 
print a message on your receipts, but don’t resort to offering compensation for reviews. Also, improve 
your facilities and service and you’ll see more positive reviews. That’s basic, but very true. 
 
Specific sites 
Every site is different. Some allow responses from you, some don’t. All have specific rules you must 
comply with. Here is a survey of review sites that include hotels, and how to work with them: 
• Yelp: As a business owner, you can reply privately, so start there. Remember to be polite, 
understanding, and offer to take some step to correct their experience. Since users can go back 
and edit their reviews, give them time to do that before you reply publicly. Also, Yelp reviewers 
are an unusually cohesive community, so don’t resort to any personal attack. It’s also a rather informal 
site, with a casual tone to reviews and replies. 
• TripAdvisor: You can send a private message to an individual reviewer. 
(https://www.tripadvisorsupport.com/hc/en-us/articles/200613567) Management can reply publicly to 
reviews, but only following some very strict guidelines. 
(https://www.tripadvisorsupport.com/hc/en-us/articles/200614337). Reviews with responses stand out 
in your listing, so be sure to reply to some positive reviews as well as the negative ones. Use your 
response to make a positive statement of what you’ve improved, or how you’ve taken care of the guest 
in question. 
• Google My Business/Maps/Local: You can respond to the Google reviews on your business page as 
long as you are logged in as the owner. You can “flag as inappropriate” any Google reviews that really 
cross the line. As of late July 2011, reviews from other sites are no longer imported here. 
• Expedia and Hotels.com: On these partner sites, you can post short replies (300 words only) 
once you are registered at Expedia Partner Central. 
(https://www.expediapartnercentral.com/Account/Logon?returnURL=https%3A%2F%2Fwww.expediapa
rtnercentral.com%2F) Once again, make a positive statement of what you’ve improved, or how you’ve 
taken care of the guest in question. 
• Other booking sites: Orbitz, Travelocity, Priceline and Yahoo Travel don’t allow any response. 
But that could change. Originally, Google didn’t allow any response either. 
• Social Networks like Twitter and Facebook: Traveler outbursts on Twitter or Facebook are 
uncensored cries for immediate help. Respond as soon as possible to these, and always offer an email 
address, phone number, or other way for them to connect to you immediately and directly. Your job in 
this case it to make things as right as possible, as soon as possible. 
• Blogs: A blog post implies more lasting feelings. Most blogs allow comments from anyone, including 
you. Focus on solving their problem if at all possible. Be aware that bloggers can edit their post, edit or 
delete comments, or write follow-up posts. 
 
Key takeaway: Your response shows future readers that you are worth doing 
business with. 
 
---->> If this Tip Sheet was helpful, visit our Tourism Currents website for social media training 
solutions available 24/7 (and thanks for your business!) 
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