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01  Introduction

Revinate has been helping global hotel brands manage their online reputations for a 

decade. In that time, Revinate has amassed over 427 million online hotel reviews— 

nearly 95 million of those are from 2018 alone—through our innovative hotel CRM 

and hotel review management platform. 

While there are signs that the online review craze is slowing down, global review sites 

and Online Travel Agencies (OTAs) continue to play a critical role in travelers’ 

booking decisions. It remains as important as ever for hoteliers to not only benchmark 

their reviews against those of their competitors but also to operationalize guest 

feedback in order to identify the assets and services that guest love and understand 

where there is room for improvement. 

https://www.revinate.com/products/marketing/?MKID=repbench
https://www.revinate.com/products/reputation/?MKID=repbench


Why is Guest Feedback 
Benchmarking Important?

Benchmarking provides  an independent perspective on how well you perform 

compared to other hotels. With this insight, you can easily see performance 

gaps, identify areas for improvement and develop a standardized set of 

processes and metrics to track your success going forward. 

Average review rating, review response rate and review frequency are vital 

benchmarks for hotels since online reputation drives increased revenue. 

According to a well-known Cornell University study, a larger volume of positive 

reviews correlates with increased bookings and the ability to raise rates. 

This report is designed to provide benchmarking guidelines for hoteliers, so 

they can assess and improve their performance and define an effective strategy 

for 2019. If you are a Revinate client, you already have the tools to benchmark 

your performance against your compset. If you are not yet a client, please reach 

out to learn how we can help you stay ahead of the competition.
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http://scholarship.sha.cornell.edu/chrpubs/5/
https://www.revinate.com/demo/reputation/?MKID=repbench
https://www.revinate.com/demo/reputation/?MKID=repbench
https://www.revinate.com/products/reputation/?MKID=repbench
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140,000 Hotels

200 Countries
METHODOLOGY

Revinate analyzes reviews for more than 140,000 hotels in over 200 countries. This report 

is meant to serve as an industry barometer, allowing hotels to see and understand changes 

in the market over time. Therefore, we will focus on data culled from over 184 million 

reviews published online in 2017 and 2018.

Research based on



02  Key Findings



The number of reviews published on review sites and 

OTAs continues to grow year-over-year, but there is 

some indication that the popularity of writing reviews 

may be waning. In 2018, travelers wrote nearly 95 

million hotel reviews. While this number is staggering, 

the number of new reviews only grew by 8% in 2018, 

compared to 27% in 2017. 

While the average number of reviews per month per 

hotel increased 6% in 2018, from 53 to 56, growth has 

slowed significantly. In 2017, we noted a 34% increase 

in reviews per month per hotel. This suggests that 

review growth is slowing across the industry.

REVINATE

Revinate Surveys customers saw a 409% increase in review 

volume on TripAdvisor.

2018 Review Growth

2017 2018

+34%

2017 2018

Total Reviews 
YoY Growth

Reviews Per Month 
Per Hotel

+6%

+27%

+8%
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28.3M 

11.3M 

30.1M 

4.4M 

3.8M 

3.4M 

1.2M 

1.0M 

Review Distribution 

by Site: Google 

Moves into #1 Spot

In 2017, the top 4 sites contributed 74% of the 

review volume Revinate analyzed. This year, a 

greater percentage came from just the top 3 sites. 

In other words, a few aggregators at the top are 

contributing the lion’s share of reviews—and 

those reviews are continuing to concentrate in 

fewer places.

REVINATE

Revinate Surveys allow you to boost review volume by 

publishing post-stay surveys to TripAdvisor and Google.

Review Distribution by Site



In last year’s report, we talked about the rise of 

Google, which saw a 207% increase in reviews in 

2017. While Google’s review growth slowed to 

75% in 2018, it was enough to take the number 

one spot from Booking.com, which only saw a 

10% increase in review volume.  

Another notable change from 2017 is that 

Facebook, which was #4 in 2017 and contributed 

8.3% of reviews, dropped to the 6th spot and saw 

a 51% decrease in reviews.
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Review Distribution (YoY Growth)Review Distribution 

by Site: Google Rises, 

Facebook Falls
+75%

+10%

0%

+63%

+38%

-21%

-51%

-10%



Which Reviews are Hoteliers Responding to?

In 2017, hoteliers responded to more 5-star reviews than lower-ranked reviews. In 2018, the 

highest response rate was for 1- and 2-star reviews. This flip indicates that hoteliers are becoming 

more comfortable responding to guests who have had poor experiences. It’s easy to thank a guest 

for a great review but publicly responding to a negative review takes patience and tact. We’re 

thrilled to see hoteliers addressing their negative reviews with public responses.

REVINATE

Revinate allows you to save time by responding to reviews directly within the platform.
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1-star 2-star 3-star 4-star 5-star

+4%
From 2017

+4.6%
From 2017

+6.2%
From 2017 +5.8%

From 2017

-5.2%
From 2017

35.0%
34.0%

31.0%

29.0%
30.0%
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Average Response Rate by Review Rating

When advising our clients, we suggest that hoteliers respond to all 1- and 2-star reviews, assuming 

there is actionable feedback, as well as 5-star reviews. 3- and 4-star reviews should also be 

responded to as needed to address any bad experiences and to assure the reviewer that 

management is serious about improvement. To learn more about responding to hotel reviews read 

our blog article,  How (And When) To Respond To Positive Hotel Reviews.

https://www.revinate.com/blog/2014/09/how-to-respond-to-negative-hotel-reviews/
https://www.revinate.com/blog/2014/08/how-to-respond-to-hotel-reviews-positive-review/
https://www.revinate.com/blog/respond-positive-hotel-reviews/


03  Findings by Hotel Class



Average Rating 

by Hotel Class

Do guests rate luxury hotels higher than economy 

hotels? To find out the answer, we looked at a 

subset of 4,270 hotels across all hotel classes. Not 

surprisingly, luxury and deluxe hotels outperformed 

the global average of 4.2 while economy hotels had 

the lowest rating of any class at 3.8.

REVINATE

Revinate helps you boost your ranking by driving a steady 

stream of reviews.

4.5

4.3

4.2

4.2

4.0

3.8

Deluxe

Upscale

Midscale

Budget

Economy

Luxury
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38.8%

37.4%

38.2%

39.7%

39.8%

26.1%
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Luxury

Deluxe

Upscale

Midscale

Budget

Economy

Average Response Rate 

by Hotel Class

To understand whether hoteliers at luxury hotels 

approached responding to reviews differently than 

hoteliers at economy hotels, we looked at the response 

rate by hotel class, using a subset of 4,270 hotels. 

We found that budget hoteliers responded to 39.8% of 

reviews in 2018, more than any other class. Economy 

hoteliers only responded to 26.1% of reviews, 

markedly lower than the other classes we measured.

REVINATE

A robust ticketing system ensures organized responses and 

fast follow-up across your team.



04  Findings by Region



Average Review Ratings 

Remain Largely 

Unchanged from 

Last Year

There were no significant changes in average review 

ratings from 2017 to 2018. Globally, across all review 

sites and OTAs, the average review rating is 4.2 (out of 

5), which is quite positive. The lowest average review 

rating is in the US and Canada (4.1), followed by Europe 

(4.2). The highest average review rating is 4.3, shared by 

Latin America and Asia Pacific.
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4.1
US & CANADA

4.3
LATAM

4.2
EUROPE

4.2
MIDDLE EAST & AFRICA 4.3

APAC

4.2
GLOBAL

+0.5%
From 2017

+1%
From 2017
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Average Review Rating by Region 



Most hoteliers today actively respond to online 

feedback to learn what guests care about and 

improve their operations. The percent of reviews 

that hoteliers responded to was nearly identical 

year-on-year. On average, they responded to 

29.9% of reviews in 2018, versus 29.7% in 2017.

Europe is the only region with a review response 

rate below the 2018 global average of 29.9%. 

However, hoteliers in that region were able to 

increase their review response rate by 2.4%. 

Hoteliers in this region are also responding to more 

negative reviews than positive reviews. 
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Review Response Rate Reaching Maturity, 

With Regional Differences

The most substantial increase in review response 

rate in 2018 was in North America, with a 4.4% 

increase over 2017. 

APAC saw the only decrease in review response 

rate (-19%), although it still managed to beat the 

global average by responding to 30.9% of reviews. 

And unlike most other regions, APAC is still 

responding to more 5-star reviews than 1- to 4-star 

reviews.

REVINATE

Aggregate online reviews from multiple review sites into a 

single, easy-to-use customizable dashboard.



Average Response Rate by Region

29.9%
US & CANADA

+4.4%
From 2017

35.0%
LATAM

+4.2%
From 2017

27.0%
EUROPE

+2.4%
From 2017

37.0%
MIDDLE EAST & AFRICA 30.9%

APAC

-19.0%
From 2017

29.9%
GLOBAL

0%
From 2017
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05  Summary

The number of online reviews, while still growing, is starting to show signs of slowing 

down. Without Google’s 30M reviews in 2018, we would see fewer reviews today than 

in 2017, which comes as a surprise given the massive growth we observed in 2017. 

The slowdown in growth and the changes to the top aggregators, including Facebook 

and Booking.com’s drop in ranking, is proof that the market will change and evolve each 

year. However, hoteliers shouldn’t take their eye off the prize. Online reviews continue 

to be a powerful tool in understanding guest satisfaction and driving new bookings.

Revinate recommends that hoteliers use this report to benchmark their own review 

management practices and take necessary action to improve. If you would like to learn 

more about Revinate’s services for Marketing, Surveys, and Reputation, please get in 

touch.

Addendum: Due to an increase in our data collection capacity, our numbers may vary slightly in some areas from those in last year's report. 
The 2018 and 2017 numbers in this report have been verified and will be carried over into next year’s report.

https://www.revinate.com/products/marketing/?MKID=repbench
https://www.revinate.com/products/surveys/?MKID=repbench
https://www.revinate.com/products/reputation/?MKID=repbench
https://www.revinate.com/demo/?MKID=repbench
https://www.revinate.com/demo/?MKID=repbench


Revinate Reputation is the best way to 

consolidate reviews, respond to guests, 

and boost your rankings online.

Revinate Reputation

LEARN MORE

“Being on the first page on TripAdvisor 

has huge benefits to our direct 

bookings. Revinate is 

the best decision 

I've made for 

this hotel so far."

-Phillip Lategan,

General Manager, 

Morning Star Express Hotel

Get a Free Demo, Consultation, and Pricing for your hotel today.

https://www.revinate.com/products/reputation/?MKID=repbench
https://www.revinate.com/demo/reputation/?MKID=repbench


Download the FREE 

Guide to Hotel Loyalty 

Earn guest loyalty with data-driven 

insights and industry-leading 

expertise. Written by Revinate’s 

Hotel Experts, this free resource will 

help you understand what guests 

want and how you can sustainably 

and profitably meet their needs.

GET IT NOW

https://www.revinate.com/loyalty-guide/?MKID=repbench



