Success Story
Auberge Resorts
Over the last year, Auberge Resorts,
an award-winning collection of eight
luxury hotels and spas located in
idyllic destinations like the Napa
Valley and Los Cabos Mexico,
dramatically improved its online
reputation. In 2012, the Californiabased luxury resort group exceeded
its company goal of a 4.00 average
review rating score by .59 points,
beat the competitors’ aggregate
review rating score by .02 points and
increased the number of reviews
each property received by 20% in
2012. Finally, the resort group also
grew the overall number of positive
reviews each property received
and the number of people who
would recommend each resort.
Further examination of these
statistics shows that companywide, Auberge Resorts scored
higher than competitors in every
critical review-rating category
such as resort cleanliness, room
condition, and service delivery.
Karissa Stone, Marketing Manager
for Auberge Resorts, says that
these company-wide improvements
start with the company’s corporate
commitment to proactive online

reputation management. She says,
“In our corporate office, we regularly
use Revinate to track the goals for
the properties set by our SVP of
Marketing. We also use Revinate to
keep tabs on our competitors and see
how we can improve our properties’
results with regards to service
delivery and positive feedback.”

“In our corporate oﬃce, we regularly use Revinate to track
the goals for the properties set by our SVP of Marketing.
We also use Revinate to keep tabs on our competitors
and see how we can improve our properties’ results with
regards to service delivery and positive feedback.”
Karissa Stone, Marketing Manager

This top-down commitment has paid
great dividends at the propertylevel, as all of Auberge’s properties
exceeded their review rating score
goals by more than 10% in 2012
and continue to do so in 2013. Stone
points to several factors contributing
to these positive changes. First,
on a weekly basis, each resort’s
leadership team reviews and
dissects the Revinate sentiment
analysis reports in their meetings,
identifying areas where the property
is performing well and addressing
areas needing improvement. Stone
reports that this detailed analysis
has given the properties an added
advantage in a competitive industry.
Another practice found at the
resort-level is an incentive program
rewarding positive colleague
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“We encouraged our
properties to implement
a system that empowered
managers to offer spotawards to employees who
were mentioned by name
in reviews, and we’ve
been hugely impressed by
the commitment to the
program by our resorts’
key stakeholders.”
				
Karissa Stone
Marketing Manager

mentions in surveys and reviews.
Says Stone, “We encouraged our
properties to implement a system
that empowered managers to offer
spot-awards to employees who were
mentioned by name in reviews, and

we’ve been hugely impressed by
the commitment to the program by
our resorts’ key stakeholders.” The
program is paying off, as evidenced
by the resorts’ achievement
with all-time high service level
review score of 4.71 this year.
A final component of Auberge’s
success has been the level of
dedication each property has shown
when responding to online reviews.
In 2012, the resorts collectively
responded to more than ten times
the amount of reviews than they had
in 2011, submitting replies to 30% of
all reviews received. The company
has improved this number in 2013 to
38% and has ambitions to achieve
an even higher rate. This level of
responsiveness has put properties
more in touch with what guests are
saying about their resorts and, in turn,
far more proactive in making changes

based on guest preferences. Last
year, the Calistoga Ranch realized
that they were receiving recurring
reviews requesting hot beverages in
winter. In response, the resort created
a special hot chocolate and apple
cider amenity that has now become
extremely popular with guests.
Looking ahead, Stone says the resort
group has set even loftier goals. In
addition to asking the properties
to respond to even more reviews,
the corporate team would like to
see each resort continue to exceed
review category score goals set by
department heads. To date, Auberge
is on track to succeed, with the
highest cleanliness, location, rooms,
service and value average review
scores to date. With momentum like
this, there is no telling how much
each resort will continue to improve
over the remainder of the year.
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