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Guest reviews enter the 21st 
century

“Very well. I wish you to dine everywhere...in order that you may furnish an 
account of these places.”
These words ushered in the very first commercial review process at The New York Times, in the mid-1850s. Since then, 
consumer feedback has taken on varied forms: comment cards, guest books, city guides and most recently, online 
reviews.

Each week in the United States more than 54 million people participate in travel-related social media conversations, and 
their presence is growing. Consider the following:

Simply put, guest reviews are -- and have been -- ubiquitous. Yet, it’s never been easier to collect, monitor and learn from 
them. Reviews are a straightforward way to take account of the services you offer, leverage the words of your past 
guests and improve your business.
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“I like to participate in web discussions about travel.”
As more and more travelers turn to the Internet to discover, book and share their travel, the influence of reviews also 
grows. In a 2012 study conducted by PhoCusWright and commissioned by TripAdvisor, 81% of travelers considered 
reviews to be important -- so much that 83% of them consult TripAdvisor before booking their accommodation. 
What’s more, according to 2012 FlipKey research:

•Vacation rentals with 3-5 reviews are booked 34% more than those without any; vacation rentals with 6-10 
reviews are booked 159% more than those without reviews
•53% of travelers won’t book a hotel that doesn’t have a review; 52% said a positive review makes them 
considerably more likely to patronize a business
•In case studies, embedding reviews on a property manager’s own website increases conversion more than 50%
•72% of consumers trust online reviews as much as personal recommendations
•53% of travelers share pictures of their vacations online; 67% of TripAdvisor users consider traveler-submitted 
photos when making their accommodation selection

An independent study of FlipKey listings shows a direct correlation between the number of reviews a property has and 
the number of bookings that property receives. That is, more reviews = more bookings.

There’s more to reviews than direct revenue. FlipKey property managers tell us that they use their reviews to:

•Provide free content, including descriptions of their properties (more than 10,000 FlipKey reviews have re-
purposable traveler-provided photos associated with them)
•Offer insight into what guests want
•Establish a connection to past guests and a means to contact them after their stay
•Foster owner relations and reinforce guests’ requests for property improvements

 

The unself ish reason travelers 
write online reviews

Travelers are a savvy and discerning bunch.
For one, 60% ignore extreme comments and take a reviewers’ track record into account when reading reviews and 74% 
them write reviews to share positive experiences -- in fact, 88% of FlipKey reviews are four-stars or better. On the 
whole, travelers write reviews to help others make informed decisions, to share their experiences and to express their 
loyalty:
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Writing reviews also provides travelers with recognition and a sense of community. “Remember the stars and smiley 
faces you used to get on your homework at primary school?” one TripAdvisor user wrote, “the TripAdvisor badges are 
the adult equivalent.”

 

Management responses drive 
bookings

“Seeing a response makes me believe that management cares more about 
its guests.”
FlipKey’s review management tools make it simple to collect, monitor and distribute reviews for your properties. It is also 
straightforward to respond to reviews. More than 15% of FlipKey reviews include a manager response and nearly 60% of 
travelers say a management response makes them more likely to book an accommodation. 84% of travelers 
agree that an appropriate management response to a negative review improves their impression of a property, though 
65% say an aggressive response to a negative review leaves them with a bad impression.

Striking the right tone when responding to reviews can repair your relationship with an unsatisfied traveler and can help 
acquire new guests. We recommend responding quickly, thanking your guests for their review and highlighting the 
positive parts of it. From there, courteously and directly address the issue and encourage the guest to return:
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To help other consumers make good decisions

To share personal experience

Because people rely on consumer reviews and posting reviews is a way of giving back

To reward a company that has done right by you

To help companies make improvements in their products and services

To help retailers make better decisions about their products and services

Because giving public feedback is the best way to get companies to listen

To correct the record after you see someone else’s unfair review

Because it’s fun
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Key Findings

•Guest reviews continue to grow in their ubiquity and influence. More than 80% of 
travelers consider them important and vacation rentals that feature 6+ reviews 
see 150% more engagement than those without reviews

•Guest reviews are affirmative -- more than 85% of travelers write them to share 
their positive experiences and to help inform others 

•Guest reviews offer the opportunity to re-engage guests and to thank them for 
their stay. A management response to a guest review makes other potential 
travelers 60% more likely to book an accommodation

•More than 90% of FlipKey clients currently collect reviews and use the words of 
their guests to increase consumer confidence and drive bookings
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Thank you for your review. We agree that this home is spacious and great for large 

groups, though I was disappointed to hear that you felt the home was not properly 

cleaned upon check-in. My sincere apologies!

Our cleaning team visits each home before check-in to make sure the house is in 

pristine condition when our guests arrive. We apologize that you did not experi-

ence this. Had we known, we certainly would have sent someone over to confirm 

your party was happy with all aspects of the house. I will address this with the 

cleaning team to ensure it doesn’t happen again. We have also shared your feed-

back about the living room sleeper-sofa with the unit’s owner and they have al-

ready ordered a replacement -- hopefully it will be more comfortable!

That said, we are pleased that the check-in process was smooth and that your 

interaction with Maribel was positive. She has been with the company for four 

years and I will pass along your encouraging feedback.

This home boasts great sea views and, again, we apologize that your experience of 

it was less-than-satisfactory. We look forward to welcoming you and your group on 

your next visit to Barcelona.

Thank the reviewer and apologize for 
his/her imperfect experience.

Address specific issues that were 
included in the review.

Assure potential guests that you are 
acting on the review’s feedback 

while reinforcing its positive aspects 
and any upgrades that will benefit 

future guests.

Finish with an apology and interest in  
hosting the guest again -- always 
keep your tone professional and 

polite.
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About Fl ipKey

FlipKey powers the vacation rental experience on TripAdvisor.com and its 
10 global sites.

•Listings on FlipKey are automatically included on TripAdvisor, which receives 65 million unique monthly visitors1

•FlipKey works with over 2,000 property managers and provides a consultative approach to marketing our clients’ 
vacation rentals. Each FlipKey account holder is assigned two managers to assist in optimizing their listings, in 
getting the most from TripAdvisor and FlipKey and in shaping a customized pay-per-lead or subscription payment 
model
•FlipKey enables property managers to bolsters consumer confidence with brand-building profiles, easy-to-use 
marketing tools to publish reviews on TripAdvisor and their own websites, unlimited photos and simple settings for 
special offers

FlipKey is a subsidiary of TripAdvisor, LLC. We are headquartered in the United States and work with clients 
worldwide.

FlipKey, Inc.
179 Lincoln Street, Suite 405 | Boston, MA 02111

+1.617.849.7010 | pmaccounts@flipkey.com
www.flipkey.com

This article is published by FlipKey. The information herein is derived from a variety of sources, including a 2012 study 
commissioned by TripAdvisor and conducted by PhoCusWright, Inc. While every effort has been made to verify the information, the 
publisher assumes neither responsibility for inconsistencies or inaccuracies in the data nor liability for any damage of any type 
arising from error or omissions.
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1 ComScore Media Metrix for TripAdvisor sites worldwide, 8/2012
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