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In the past couple of years, trust in digital 
platforms has fallen dramatically. Yet, review 
platforms still have the power to build 
confidence throughout the journey. At Trustpilot, 
we pride ourselves on being a transparent 
and independent review platform that brings 
companies and consumers together to create 
great experiences for everyone. If a consumer 
discovers that a review site isn’t totally 
transparent and open, and hides or deletes 
reviews, trust is destroyed in a flash. 
 
In today’s customer era, expectations are higher 
and word-of-mouth travels faster. The most 
progressive companies are tapping into their 
customers’ desire to shape and improve the 
world by openly collaborating with consumers 
on Trustpilot. As a result, these companies are 
innovating and improving faster than their peers.
 
Trustpilot stars signify to the world that a 
company has nothing to hide, loves their 
customers, and wants to keep innovating and 
improving. In fact, a recent study found that 
using the Trustpilot logo in advertising generates 
trust (80 percent of consumers said they trusted 
an advert more with a Trustpilot trust signal). 
This can make a real difference to the sales 
funnel and customer relationship.
 

The travel customer journey is long — consumers 
spend more time comparing and researching, 
and in today’s digital world, it’s getting harder 
and harder to stand out from the competition. 
The openness between businesses and 
customers is what defines Trustpilot, and this 
level of transparency can have huge benefits in 
the travel and tourism industry. 

EXECUTIVE LETTER

Gabriele Famous
Chief Marketing Officer
Trustpilot

http://business.trustpilot.com
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Check your star rating on business.trustpilot.com

Trustpilot reviews get you 
closer to your customers and 
power your business forward.

Start a conversation with them today on the 
world’s most powerful review platform.

https://business.trustpilot.com/


Five Unique Review Strategies to Grow Your Travel Business SKIFT + TRUSTPILOT 5

INTRODUCTION

Customer reviews play a crucial role in today’s travel buying experience. From the time travelers start 
planning a trip, to the moment they complete their booking, reviews help impact multiple stages of 
the purchase decision, allowing travel brands to gain visibility with potential buyers, establish their 
credibility, and help influence the ultimate purchase decision.

In 2019, Trustpilot and Skift launched an online consumer survey to investigate the role reviews play in 
travel purchase decisions. An overwhelming 88 percent of survey respondents said reviews played an 
important role in influencing their purchase. And other sources back this up: Data from So Connect 
found that 49 percent of bookers would not book a hotel that has no reviews, and 88 percent of 
consumers trust online reviews as much as a personal recommendation.

https://soconnect.com/blog/why-online-reviews-matter/
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Though reviews are an essential component of the travel buying experience, many companies are missing 
an opportunity to use them more strategically. To do this, they need to take a step back from managing 
individual reviews and instead focus on the bigger picture: the hidden patterns and unexpected insights 
currently locked away inside of their review data. The travel industry now has tools to access these review 
insights, unlocking a wealth of opportunities to supercharge companies of all sizes. 

37.9%

50.7%

7.5%

2%

2%

Very important

Somewhat important

Neither important or 
unimportant

Somewhat unimportant

Very unimportant

How important are other customers’ reviews in your decision about 
whether or not to buy a travel product?

268 respondents 
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It’s not just about having a five-star rating on 
the website,” said Glenn Manoff, senior vice 
president, Communications & Brand at Trustpilot. 
“It’s about everything from brand reputation to 
product development. Reviews offer businesses 
the opportunity to improve their services through 
continuous feedback, engage in an honest 
dialogue with customers, and use positive 
sentiment to drive further business.

This new approach has significant benefits. 
First, it allows travel brands to spend more time 
amplifying the positive feedback they already 
receive from satisfied customers. This builds 
credibility with potential buyers and reinforces 
the fact that they are open and transparent with 
customers. In addition, this approach can help 
brands better prioritize which reviews are likely 
to have the biggest impact on their reputation 
and then share them to the right teams to 
quickly handle resolution. Last but not least, it 
creates opportunities to uncover a treasure trove 
of customer insights that can help improve the 
personalization of marketing campaigns, inform 
product development efforts, and even provide 
new metrics to help evaluate company success.

What review strategies are travel brands already 
using to gain these benefits? Which companies 
are ahead of the curve in deploying these 
strategies to boost their success? Finally, what 
review-focused technologies can they use to 
make these strategies possible? We’ll investigate 
these questions and more in “Five Unique Review 
Strategies to Grow Your Travel Business,” offering 
those in the industry new opportunities to boost 
customer satisfaction, streamline operations, and 
increase profitability in the process.

It’s not just about having a five-star 
rating on the website, it’s about 
everything from brand reputation 
to product development. Reviews 
offer businesses the opportunity 
to improve their services through 
continuous feedback, engage in an 
honest dialogue with customers, 
and use positive sentiment to drive 
further business.
 - Glenn Manoff 

Senior Vice President 
Communications & Brand

Trustpilot
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STRATEGY 1: GAINING CUSTOMER INSIGHTS 
AND IMPROVING PERSONALIZATION

In the current travel e-commerce environment, it’s essential to understand what customers want 
and need. Yet many travel companies struggle to use customer data to personalize their advertising, 
products, and services. According to the results of Skift and Adobe’s 2018 Digital Transformation 
Report, one-third of travel executives rated their companies’ personalization efforts as four points or 
higher on a five-point scale.

But now, travel companies have the tools to apply what they know about customers to generate 
actionable insights. This is possible thanks to the analytical capabilities embedded in today’s review 
management platforms.

As we’ll explain below, these capabilities provide travel marketers with a more holistic view of their 
customers’ wants, needs, and behaviors. With this information in hand, they can build more detailed 
customer profiles, develop more relevant offers, and cultivate ongoing relationships with travelers.

https://skift.com/2017/11/15/announcing-the-2018-digital-transformation-report/
https://skift.com/2017/11/15/announcing-the-2018-digital-transformation-report/
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HOW TRAVEL BRANDS 
USE REVIEW DATA TO 
CONNECT THE DOTS 

One way travel brands now use review data 
to improve personalization is within targeted 
customer email campaigns. Luxury travel company 
Butterfield & Robinson (B&R) utilizes review data to 
improve its email marketing messages for various 
trip products. “You can actually put in specific 
reviews that are related to the email content, 
which we found to be quite effective,” said Michael 
Bertrand, acquisition marketing manager for B&R. 
“When we’re sending an email on a specific trip, 
and we have a very powerful review on that trip, 
we’re going to feature that [in the email].”

Another organization using reviews to support 
guest personalization is the French hospitality 
group, Accor. The company collects all guest reviews 
in a central database. This data is then available to 
employees, who use it to provide a more consistent 
experience to guests regardless of which Accor 
hotel they visit. “It gives our frontline employees 
the necessary information that they need in order 
to personalize the guest experience,” said Alison 
Broussy, vice president of customer experience 
and reputation guest services for the brand. 

This review-powered process has another benefit: 
It’s helping Accor cultivate an ongoing relationship 
with their guests by connecting the dots across 
properties, service lines, and transactions. “It’s all 
about building that complete experience rather 
than just the in-hotel experience,” said Broussy.

REVIEW TOOLS HELP 
IDENTIFY INSIGHTS 
AT SCALE

How do B&R and Accor identify the right insights to 
inform their personalization efforts? While it’s true 
that some companies do it manually by analyzing 
individual reviews, this can be a time-consuming 
process. Instead, more brands are now relying on 
insight analysis tools built into review platforms, 
which help them identify hidden patterns within 
the data. 

One example is Trustpilot’s Review Insights 
technology. The tool uses machine learning 
technology to uncover hidden patterns in customer 
sentiment and topics surfacing across multiple 
reviews. These patterns can then be used to deliver 
more precise marketing messages when it’s time to 
reengage existing and potential customers. 

When we’re sending an email on 
a specific trip, and we have a very 
powerful review on that trip, we’re 
going to feature that [in the email].

 - Michael Bertrand 
Acquisition Marketing Manager

Butterfield & Robinson
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Trustpilot’s Review Tagging dashboard can also 
help marketers organize the various insights 
scattered among different customer reviews. 
Tagging can attach a phrase or keyword to a 
review, marking that information so it can be easily 
tracked. In the context of personalization, a travel 
brand might use the feature to tag reviews related 
to specific demographic groups that value the 
brand differently, or by destination, which can help 
marketers get a sense of which trips had the best 
or worst reviews.

“If the brand knows the type of content that the 
person commented on in the review, there’s a 
couple of ways to help analyze that,” said Brandon 

Till, senior director of product marketing for 
Trustpilot. “You might segment it based on either 
your customers … whether it’s a man or a woman, 
or if it’s a family trip. Or maybe this is a romantic 
vacation? [Tagging can inform] the different types 
of packages they might offer.”

And for those travel brands using third-party 
business intelligence tools, Till says it’s easy to then 
export tags for further analysis. “The company 
could download and analyze it using their own 
business intelligence tool. We also have dashboards 
where people can compare the different tags to 
one another to see what’s overperforming.” 

A screenshot of Trustpilot’s review tagging feature.

https://business.trustpilot.com/reviews/how-to-achieve-your-company-goals-with-review-insights
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STRATEGY 2: MONITORING AND DELIVERING 
CUSTOMER SERVICE IN REAL TIME

In today’s fast-paced consumer environment, travelers expect real-time responses when they make 
complaints or have a problem. One recent study from Hubspot found that 82 percent of consumers 
expected an immediate answer to their queries and suggestions. And additional 2016 research from 
Trustpilot found that 81 percent of travel consumers will not buy a vacation from a company known to 
have poor customer service.

In order to quickly address problems, travel marketers need better strategies to monitor reviews, designate 
the right team to handle the issue, and provide quick resolution. When problems are handled quickly and 
appropriately, consumers are quick to forgive. Fifty-seven percent of respondents in Skift and Trustpilot’s 
survey said they were less likely to leave a bad review if the company tried to fix the problem during their trip.

https://smallbiztrends.com/2018/07/real-time-response-to-customers.html
https://business.trustpilot.com/reviews/how-to-ensure-your-brand-is-trusted-for-travel-with-online-reviews
https://business.trustpilot.com/reviews/how-to-ensure-your-brand-is-trusted-for-travel-with-online-reviews
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BUILDING A SYSTEM 
TO PROVIDE REAL-TIME 
SUPPORT

UK-based travel company Trailfinders has 
recognized the importance of rapid response and 
has designated a specific team to provide timely 
support if customers have a problem while on their 
trip. “We have a specialist team here that handle 
client issues that have been raised while they’re 
away,” said Lee Holden, digital marketing manager 
for Trailfinders. 

Marketers also need to follow up with the reviewer 
to confirm that the issue has been addressed. “We 

will often say to [clients], ‘Are you happy that [your 
issue has] been resolved?,’” said Trailfinders’ Holden. 
“That generally leads to a conversation where, if 
it has now been resolved and they’re happy, then 
they’ll take a fresh look at their review.”

Among the marketing agencies that work with 
travel industry clients, some say that it’s important 
to follow-up with customers who offer feedback 
whenever possible to gather additional details. “If 
you’re seeing one-off comments, that’s one thing. 
But [act] if you’re seeing people complaining over 
and over that ‘The beds are uncomfortable,’” said 
Jennifer Baum, of marketing agency Bullfrog + 
Baum. “Reach out. If you can get people to talk 
more and give you more details offline...then you 
can create a strategy.”

4.1%

15.2%

23.2%

31.3%

26.1%

Much more likely

Somewhat more likely

Neither more or less likely

Somewhat less likely

Much less likely

Imagine you have a problem with a travel company during a trip. How 
likely are you to still leave a bad review if the company tries to fix the 
problem during your trip?

243 respondents 
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HOW REVIEW TOOLS 
CAN STREAMLINE THE 
RESPONSE PROCESS

In order to streamline the response and monitoring 
process, many review platforms provide marketers 
with tools to gather feedback throughout the 
customer journey. This includes features such as:

Automatic email invites sent to customers 
during key moments in their trip

Embedded review forms that live on company 
websites

Customer data APIs to help synchronize 
review data with customer data found in email 
programs and CRM software. 

By providing more ways to collect reviews, travel 
brands can make it more likely that travelers will 
share their input when it’s most convenient for 
them.

And as the number of reviews grows, it’s equally 
important to consider software-based monitoring 
solutions, which help summarize feedback and 
notify the right team. “A successful business may 
get 1,000 reviews a day, right? So, it’s going to be 
very hard to understand which ones it has to pay 
attention to,” said Ramin Vatanparast, Trustpilot’s 
chief product officer. “As soon as reviews come in, 
the system automatically analyzes them, groups 
them together, and informs the person in that 
department.”

Furthermore, integrations with customer service 
tools like Zendesk make it easier to flag and share 
notable reviews with the appropriate support 
personnel. “We can route these reviews into different 
help desk systems in real time, so that customers 

who are out traveling or at an airport can get 
responses from companies quickly,” said Trustpilot’s 
Brandon Till.

Once the issue has been fixed, travel companies 
should also ask the customer to update his or her 
review. Consumers that post on review platforms 
like Trustpilot “own” their reviews, making it easier 
to modify their original rating, or add additional 
information. This is a great way to turn a previously 
negative review into a positive recovery.
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STRATEGY 3: INFORMING PRODUCT 
RESEARCH AND EVOLUTION

Many in the travel industry recognize the potential of innovation to help grow their business and satisfy 
customer needs. But testing new innovations can also be expensive and risky. That’s why review data is the 
perfect way to investigate the viability of new innovations before they are released to the general public. 

Reviews already have a strong connection to the innovation process. According to the 2018 Global 
Innovation 1000 study conducted by consulting firm PricewaterhouseCoopers, successful innovator 
companies “base innovation on direct insights from end users.” And in Skift and Trustpilot’s consumer 
survey, 73 percent of respondents said they were more likely to leave honest feedback if they knew travel 
brands planned to act on the suggestions.

It can be difficult to predict how a new product idea (for instance: a hotel robot) will be received by customers. 
Review data can help executives gauge the potential impact before making costly business decisions.

http://usblogs.pwc.com/industrialinsights/2018/11/28/what-makes-an-industrial-company-stand-above-its-peers/
http://usblogs.pwc.com/industrialinsights/2018/11/28/what-makes-an-industrial-company-stand-above-its-peers/
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Furthermore, providing feedback is a key motivator for customers to share feedback in the first place. 
Close to 25 percent of respondents in the Skift and Trustpilot study said the reason they posted reviews 
was “to help the company improve its products.”

73%

22.1%

4.9%

More likely to leave 
honest feedback

It makes no difference

Less likely to leave 
honest feedback

How likely are you to leave honest feedback in a review if you know a travel 
brand will act upon your suggestions?

239 respondents 

What are your primary reasons for writing reviews to travel brands?

313 respondents 

61.1%

23.8%

23.0%

13.3%

9.1%

To help other customers 
make good decisions

To help the company 
improve its products

N/A - I don’t write 
reviews, just read them

To complain about a 
bad experience

To get a response/
fix a problem
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HOW TRAVEL BRANDS 
TURN REVIEWS INTO 
PRODUCT IDEAS

Trailfinders is one travel company that draws 
inspiration from reviews for future product 
development. The company’s travel packages 
frequently require collaboration with local supplier 
partners in each destination. The Trailfinders “watch 
team” monitors review data and periodically feeds it 
to the product team and any relevant suppliers who 
can take action on the insights.

“It’s largely a matter of us making sure that anything 
relevant gets moved on to the decision makers in the 
company,” said Trailfinders’ Holden.

And at Accor, consumer reviews help reinforce 
company decision making about everything from 

guest recommendations to content marketing 
programs, allowing them to improve the activities, 
itinerary suggestions, and marketing materials they 
then provide to future guests. 

“We can push a little further to get more feedback 
from our customers on what they actually did while 
they were in town while they were on property,” 
said Accor’s Broussy. “It can be used as content for 
generating revenue and more information on the 
destination than the actual property itself.”

Yet another example is Booking.com. The online 
travel agency gathers detailed hotel review data from 
guests, who are asked to review specific aspects of 
hotel properties. Room cleanliness, quality of hotel 
facilities, and the in-room amenities are just a few of 
the metrics that are investigated. This information is 
then shared with hotel owners, who are encouraged 
to take action to address the findings.

Booking.com review example
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FINDING PRODUCT 
IMPROVEMENTS BY 
IDENTIFYING PATTERNS

It’s possible that a marketer might stumble upon 
a single review that leads to a brilliant product 
idea. But rather than relying on luck to find these 
insights, more companies in the travel industry 
now find these insights by using machine learning 
software, which can pick up on patterns and 
common phrases used across multiple reviews.

“You can analyze your reviews and try to get 
those signals,” said Trustpilot’s Vatanparast. 
One way this might work is if a hotel discovered 
a repeated pattern of guest reviews which 
had negative comments about the bed. “If 
everybody is complaining about the small beds, 
or uncomfortable beds, that’s a sign that I have to 
do something about my beds,” said Vatanparast. 
“Maybe make them bigger, if that’s the sentiment 
around it. Or, make them more comfortable.”
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STRATEGY 4: PROACTIVELY 
MANAGING ONLINE REPUTATION

A travel brand’s reputation plays a critical role in establishing credibility and trust with potential 
customers. But in recent years, trust in brands has been declining. According to the Edelman Trust 
Barometer study, less than half (48 percent) of the public said they trusted businesses, a number 
which declined from 58 percent the year prior. Another study by Moz found that businesses lose as 
many as 22 percent of customers after just one negative article is found online. In this environment, 
it’s essential for travel brands to promote review content in ways that reinforce consumer trust and 
help boost their reputations. 

https://www.edelman.com/sites/g/files/aatuss191/files/2018-10/2018_Edelman_Trust_Barometer_Global_Report_FEB.pdf
https://www.edelman.com/sites/g/files/aatuss191/files/2018-10/2018_Edelman_Trust_Barometer_Global_Report_FEB.pdf
https://moz.com/blog/new-data-reveals-67-of-consumers-are-influenced-by-online-reviews


Five Unique Review Strategies to Grow Your Travel Business SKIFT + TRUSTPILOT 19

AMPLIFYING POSITIVE 
REVIEWS TO IMPROVE 
DISCOVERY

The biggest opportunity for travel brands looking to 
burnish their reputation is to share positive reviews 
more widely. Tour operator Trailfinders uses its 
reviews on Trustpilot as an easily scalable marketing 
asset. “We’re lucky enough to be rated number one 
for travel by Trustpilot, so we use that as a tagline, 
and depending on the advertisement, we might 
use excerpts and quotes from happy clients,” said 
Trailfinders’ Holden.

Trailfinders has integrated this five-star customer 
rating into a number of marketing channels. The 
company includes the endorsement in national 
newspaper ad campaigns, as well as within paid 
search campaigns on Google. Holden notes his 
team saw an increase in ad click-through rates 
after incorporating reviews into their display 
advertisements. The Trailfinders’ rating also shows 
up in the form of a carousel TrustBox “widget” that 
makes it possible to showcase customer reviews on 
the company’s website. 

Promoting this positive reputation is beneficial 
not just for existing customers, but for potential 
customers as well. “It’s putting us in front of new 
clients,” said Holden. “We were already engaged 
with our clients and trying to do the best we could in 
terms of responding to them as quickly as we could. 
What Trustpilot has given us is the opportunity to 
talk about that in the public arena in a way that the 
public trusts.”

Many travel brands also find that social media and 
paid search offer a powerful opportunity to put their 
positive customer ratings in front of consumers 
when they’re looking for company information. “If 
people are already looking to validate how good a 
company is, they’re going to search for reviews, and 
they’ll find them naturally on Facebook and Google,” 
said B&R’s Bertrand. 

Bertrand says the company has found success 
integrating its positive feedback into Google 
AdWords campaigns. As he notes, Trustpilot is one of 
a select group of trustworthy review partners Google 
allows to be featured in such efforts. “One of the big 
selling points was, I want to take advantage of seller 
ratings in Google AdWords. To do that, you actually 
have to use a third-party,” he said.

The Trustpilot carousel makes 
it possible for Trailfinders to 
dynamically display positive 
customer reviews on its 
company website, further 
boosting trust.
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USING REVIEW TOOLS TO 
REINFORCE AUTHENTICITY 
AND TRANSPARENCY

Managing online reputation isn’t just about promoting 
good feedback. As more travel brands recognize, 
it’s also important to focus on review platforms that 
emphasize transparency and don’t allow them to hide 
negative reviews. 

By focusing on these so-called “open” platforms, 
companies can signal that they have nothing to hide, 
helping to boost buyer trust and increasing their 
overall reputations. This stands in contrast to more 
“closed-loop” platforms, which hypothetically provide 
more control over which reviews are highlighted, 
but have hidden costs in the form of increased 
consumer skepticism. “If they are working with 
closed-loop platforms, then they have to manage 
[online reputation] by themselves,” said Trustpilot’s 

Vatanparast. “But, if they’re working with us, it’s much 
easier because we’re building all of our services and 
functionality around that transparency and trust.” 

One example of a product Trustpilot offers to reinforce 
trust is a tool called Transparent Flagging. The 
feature adds data to the company profile page of any 
brand on Trustpilot, indicating the number of reviews 
the company has “flagged” (for violating platform 
guidelines), how many of those contested reviews were 
ultimately posted to the profile page versus deleted, 
and an indication about whether the contested 
reviews were found to be in breach of the guidelines. 

“Providing this level of transparency helps businesses 
grow brand trust where needed and incentivizes 
good behavior,” said Stine Mangor Tornmark, senior 
vice president legal & compliance at Trustpilot. “We 
continue our commitment to combat any attempts to 
game the system and our fight for a reviews industry 
where businesses should not be allowed to censor 
what people can see and share.”

https://business.trustpilot.com/reviews/creating-a-culture-of-transparency-and-trustworthiness-with-trustpilots-new
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STRATEGY 5: REDEFINE SUCCESS METRICS TO 
INCLUDE CUSTOMER SATISFACTION SCORES

Travel brands already analyze their performance using metrics such as profit margin, occupancy 
rate, or revenue. But these measurements don’t always provide a comprehensive snapshot of the 
value the company creates for customers.

Consider the findings of a 2012 Harvard Business Review article titled, “The True Measures of Success,” 
in which author Michael J. Maubossin argued that companies “...need to assess nonfinancial measures 
such as customer loyalty, customer satisfaction, and product quality, and determine if they can be 
directly linked to the financial measures that ultimately deliver value.” 

With this in mind, more travel brands are starting to incorporate metrics related to customer 
satisfaction and reviews into how they measure performance.
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HOW TRAVEL BRANDS USE 
REVIEWS TO MEASURE 
COMPANY SUCCESS

Accor is one example of a hospitality brand that 
uses review scores as a yardstick to understand the 
company’s progress toward key business goals. 
As company executives note, they keep track of 
a company-wide online reputation metric that is 
available to stakeholders across the organization. 

“We have one major e-reputation score, used across 
our network, which enables us to manage the 

performance of our hotels at an individual level,” said 
Accor’s Broussy. “It’s part of our customer-centric 
approach. Even the support staff in our head offices 
is motivated by the overall experience that our 
customers are having with our products in the hotels.”

Even more important, Accor believes these positive 
guest satisfaction scores are closely correlated with 
online conversion rates for its hotels. “It’s a clear driver 
for web conversion,” said Broussy. “We closely follow 
the conversion rates for how customers that have 
consulted reviews for a particular hotel convert versus 
those that don’t.”

An example of the sentiment analysis created by Trustpilot’s Review Insights tool.
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PICKING THE RIGHT 
CUSTOMER SATISFACTION 
METRICS

As travel brands reevaluate how they measure 
success, they will increasingly need to consider 
how they can expand the range of indicators they 
use. For instance, indicators like the Net Promoter 
Score, which gauges customer loyalty, offer one 
potential option. 

There’s also Trustpilot’s own “TrustScore” metric, 
which calculates customer satisfaction levels using 
an algorithm which blends both a company’s star 
rating and recency of reviews. Each individual 
indicator offers a specific view of success, and the 
best results can be achieved by combining various 
views to create a holistic approach to 
brand success.

Another opportunity involves tracking changes in 
consumer sentiment over time. “You can choose 
10 sentiments and follow the trend of those 
sentiments,” said Trustpilot’s Vatanparast. “Then 
you receive a report automatically, by email, on 
a weekly basis, which tells you what sentiments 
were positive or negative, and what are the areas 
of improvement. This means you don’t necessarily 
need to go through all the reviews. [Trustpilot] is 
doing the heavy lifting.”

https://en.wikipedia.org/wiki/Net_Promoter
https://en.wikipedia.org/wiki/Net_Promoter
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CONCLUSION 
Reviews play a critical role in how travel brands 
boost their reputations and drive online business 
success. But even as more companies in the travel 
industry internalize this message, many are still 
missing the larger opportunity. Reviews are not 
just something to monitor and manage. In order 
to succeed and thrive in today’s highly competitive 
online travel ecosystem, travel brands need to 
think more strategically about the role review data 
can play in helping achieve their business goals.

Today, a new review strategy is emerging. Thanks 
to powerful pattern analysis software and filtering 
tools, travel marketers can use review data to 
uncover unexpected insights into their customers’ 
habits and desires. This can help them unearth 
new product ideas or even to better personalize 
the products and services they sell. It will allow 

them to quickly identify customer issues and 
respond before the complaint becomes a bigger 
problem for their brand. They will be able to easily 
promote positive reviews to potential customers, 
helping their company get discovered in customer 
searches. They can even use the data to capture a 
more accurate picture of their business success.

But in order to reap these benefits, those in the 
travel industry need to adopt a new mindset. Travel 
consumers are going to leave reviews, whether 
those in the industry like it or not. The question 
those executives need to ask themselves is if 
they’ve put in place the proper tools and systems 
to listen, understand, and then act on what’s been 
said. “People are taking the time to post a review,” 
Baum said. “They often just want to be heard.”
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ABOUT SKIFT

ABOUT TRUSTPILOT

Skift is the largest intelligence platform in travel, providing media, 
insights, marketing to key sectors of the industry. Through daily 
news, research, podcasts, and Skift Global Forum conferences, 
Skift deciphers and defines the trends that matter to the 
marketers, strategists, and technologists shaping the industry.

SkiftX is Skift’s in-house content marketing studio, working 
collaboratively with partners like Adobe, Airbnb, Hyatt, Lyft, 
Mastercard, and many more on custom projects to engage the 
world’s largest audience of travel influencers and decision makers.

Visit skiftx.com to learn more or email at skiftx@skift.com.

We’re Trustpilot, the world’s most powerful review platform. We’re 
on a mission to upgrade the world by bringing businesses and 
people closer together, to create ever-improving experiences for 
everyone. We do it because we believe people want to shape their 
world for the better – both for themselves and each other.

In today’s customer era where consumers have unprecedented 
passion and power, Trustpilot is the most powerful tool for you to 
grow brand trust, show brand trust and power your business ahead.

Other review systems allow consumer experiences to be deleted, 
censored or hidden. That creates huge risk to your brand and 
stifles innovation. Trustpilot is the only review platform open to 
all companies and consumers, independent of both, and trusted 
around the world for our transparency and integrity. So your brand is 
safe and strong with ours.

Businesses using Trustpilot have the tools to turn their customer 
feedback into business results. Between us, them and the millions 
of people having valuable customer experiences every day, we can 
upgrade the world.

Visit business.trustpilot.com and find out how Trustpilot reviews 
can help your travel business grow.

https://skiftx.com/
mailto:skiftx%40skift.com%09?subject=
http://business.trustpilot.com
http://business.trustpilot.com
https://skift.com/
http://business.trustpilot.com

