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Guest ratings 

& reviews is 

one of the top 

reasons why 

guests book

Price/value

Location/convenience

Guest Ratings & Reviews

Appearance of hotel

Rewards program

Promotions/special offers

Hotel features/amenities

Discovering hotels in area

Familiarity with hotel

74%

68%

58%

58%

55%

55%

54%

42%

35%

Importance to purchase decision



current reputation management process

• Guest Complaints

– Managed through Guest Relations 

Response on ChoiceCentral

– Compliance fees for unresponsive hotels 

($150)

• Response module within Medallia

– View GIS surveys and online ratings & 

reviews

– Ability to respond directly from Medallia

– No compliance (currently)



new reputation management process

• Begins January 1, 2014

• Ascend Hotels must respond to:

– Guest Complaints (same process as today)

– Negative GIS Surveys (LTR of 7 or below on 

10-point scale)

– Negative reviews on CH.com* (2 or below on 

5-point scale)

• Hotels must respond within 72 hours

• Failure to respond will result in a $150 

non-responsive fee per infraction

• Hotels will not be required to respond to 

third party review sites at this time



Ratings & Reviews on CH.com

• Beginning in January, guests will have the 

ability to write reviews on ChoiceHotels.com

• All reviews will be available for response 

through Medallia 

• Reviews will go through moderation by 

Bazaarvoice

• All reviews will be for confirmed stays

• Will limit exposure to competitors by 

reducing downstream traffic to TripAdvisor



Ratings & Reviews on CH.com

• Ratings will be generated based on 

LTR scores on GIS surveys

• Reviews that include a rating of two 

stars or less will require a hotel 

response

• For initial launch, the site will be pre-

populated with reviews – taken from past 

6 months of GIS comments 

• Hotels will be sent an advance copy of 

the reviews that will be posted

8.51
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New fees implemented

unresponsive guest complaints 



a simple process
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Hotel receives an 
email and Choice 

Central 
notification for 

surveys requiring a 
response

Links take you 
directly to the 

survey 
requiring a 
response

Quick & Easy 
templates to 

respond to the 
guest

Over the past 12 months…

• 78% have responded to guest surveys

• 79% have responded to online reviews
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easy to respond using Rapid Response
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SC477 Hotel Florence

• Responded to 100% of surveys

• Responded to 75% of online reviews

• #3 Likelihood to Recommend

• #1 Online Review Scores

Matthew Raines
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PA635 Carnegie Inn & Spa

• Responded to 100% of surveys

• Responded to 100% of online reviews 
(past 6 months)

• #10 Likelihood to Recommend

• #3 Online Review Scores

Mark Morath & Pete Weaver
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MD281 The Inn at 

Henderson’s Wharf

• Responded to 99% of surveys

• Responded to 68% of online reviews 
(past 6 months)

• #22 Likelihood to Recommend

• #4 Online Review Scores

Brett Henry
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tips for responding to guest feedback

Respond promptly

Thank them for their 
feedback

Address any specific 
compliments/complaints

Customize your reply

Be polite and professional



• Training modules on 

ChoiceU.com

• Discussion forums, user 

guides, best practices

• GM Coaching Line

• Your BPC
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resources available



thank you
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