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Executive Overview 

Managing online reviews through multiple apps and logins is a failed strategy that leads to 
slow responses and missed operational insights. The Rayterton Reputation and Review 
Management Suite replaces this fragmented approach with a single system of record. It 
treats reputation as a core business metric rather than a marketing task. By centralizing 
data from OTAs, social media, and direct surveys, the platform allows management to see 
the truth about service quality across all properties. It forces accountability by turning 
negative comments into trackable tasks, ensuring that every guest issue is resolved and 
every brand response meets professional standards. 

Software Modules for Rayterton Reputation and Review Management 

Reputation Foundation and Operational Standards 

The framework for setting response policies, user roles, and brand consistency across all 
properties. 

Unified Review Intelligence Hub 
A central dashboard that pulls reviews from all online sources into one synchronized feed. 

Smart Response Management 
A workflow engine for handling public replies with speed, approval gates, and quality 
control. 

Service Recovery Command Center 
An operational tool that converts negative reviews into internal tickets to fix service failures. 

 

Rayterton Online Reputation & Review 
Management  
Take full control of your digital brand presence and turn guest feedback into a 
structured business operation. This suite consolidates every review from every 
platform into one command center, ensuring your team responds with consistency 
and fixes service gaps before they impact your bottom line. 

Everything managed in one place 
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Guest Feedback Intelligence 
A proactive system for capturing guest opinions through surveys before they post publicly. 

Competitive Reputation Intelligence 

A benchmarking tool to compare your sentiment and ranking against direct market 
competitors. 

Predictive Reputation Risk Engine 

An early warning system that detects negative trends and potential crises before they 
escalate. 

Reputation Performance Dashboard 

A management cockpit that translates guest satisfaction into operational performance 
indicators. 

Executive Reputation Intelligence Suite 
A high level analytics tool that links reputation scores to revenue and investment priorities. 

Integration and Automation Hub 
A connectivity layer that syncs reputation data with your PMS, CRM, and helpdesk systems. 

Reputation Foundation and Operational Standards 

Managing reputation across multiple locations requires a strict operational framework. This 
module establishes who is responsible for each review and sets the expected timeframes 
for responding. By defining brand guidelines and response policies within the system, you 
ensure that every property represents the company correctly. This moves the organization 
away from ad hoc reactions and toward a systematic way of protecting the brand name. 
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Features:  

• Multi Property Hierarchy Setup 
• Role and Permission Management 
• Brand Response Guidelines 
• Response SLA Policy Configuration 
• Department Ownership Mapping 
• Communication Framework Standards 
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Unified Review Intelligence Hub 

This module automatically ingests reviews from various channels like Google and travel 
sites into a single timeline. It removes the need for staff to check multiple websites and 
provides a normalized view of ratings. This ensures that management has full visibility into 
the review volume and health of every digital channel in real time. 

 

Features: 

• Automated OTA and Social Connectors 
• Unified Review Timeline 
• Channel Health Monitoring 
• Normalized Rating Aggregation 
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• Review Ingestion Logs 
• Multi Source Data Filtering 

Smart Response Management 

This module provides a professional inbox for managing all replies with built in quality 
checks. It includes a library of approved templates and an approval workflow to prevent 
incorrect or unprofessional messages from being published. Tracking response speed 
ensures your team meets company standards for guest engagement. 

Features: 

• Centralized Response Inbox 
• Approved Template Library 
• Multi Level Approval Workflow 
• Response Speed SLA Tracker 
• Communication Quality Auditing 
• Published Response History 
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Service Recovery Command Center 

This module links reviews to a ticketing system that assigns tasks to specific departments 
like housekeeping or maintenance. It tracks the progress of the fix to ensure the problem 
does not happen to the next guest. This closed loop approach ensures that reputation data 
drives real physical changes in the hotel. 

Features: 

• Automated Incident Ticketing 
• Cross Department Task Assignment 
• Recovery SLA Monitoring 
• Root Cause Categorization 
• Resolution Audit Trails 
• Service Improvement Tracking 
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Guest Feedback Intelligence 

Capturing feedback while the guest is still on site is the best way to prevent public 
complaints. This module automates post stay surveys and provides private channels for 
guests to voice concerns. By identifying issues early, your team can resolve them before 
the guest feels the need to post a negative review online. This protects your public score 
while building stronger relationships with your guests. 

Features: 

• Automated Post Stay Surveys 
• NPS and Satisfaction Tracking 
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• Private Complaint Resolution Channel 
• Survey Performance Analytics 
• Pre Arrival Feedback Tools 
• Automated Reminder Workflows 

Competitive Reputation Intelligence 

This module monitors your competitors and shows how you rank against them in terms of 
sentiment and volume. By identifying the service gaps where your competitors are winning, 
you can adjust your own strategy to capture more market share. It turns reputation into a 
strategic asset for market positioning. 
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Features: 

• Competitor Sentiment Tracking 
• Market Ranking Leaderboards 
• Topic Gap Analysis 
• Competitive Volume Monitoring 
• Market Positioning Reports 
• Benchmark Trend Overlays 

Predictive Reputation Risk Engine 

This module acts as a radar for your brand by detecting anomalies and negative trends 
early. If there is a sudden spike in complaints about a specific topic, the system triggers an 
alert for senior management. This allows the business to address potential crises before 
they go viral or cause long term damage to the brand value. 
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Features: 

• Real Time Anomaly Detection 
• Topic Driven Risk Alerts 
• Negative Trend Forecasting 
• Crisis Escalation Workflows 
• Reputation Risk Heatmaps 
• Early Warning Notifications 

Reputation Performance Dashboard 

Reputation must be managed as a Key Performance Indicator (KPI) just like revenue or 
occupancy. This module provides a high level view of reputation metrics for property and 
department heads. It translates guest scores into actionable performance data, making it 
easy to see which properties are meeting brand standards and which ones need 
intervention. This makes reputation a permanent part of the management review process. 

Features: 

• Executive Performance Summary 



 Online Reputation & Review Management 
Whitepaper & Product Brochure 

 

 
Visit Us  :   raytertonacademy.com    |    rayterton.com 11 
 

• Property Performance Ranking 
• Departmental Scorecards 
• Custom Report Generator 
• Multi Dimension Trend Analysis 
• Automated Management Pack Delivery 

Executive Reputation Intelligence Suite 

For senior leadership, reputation is a direct driver of financial success. This module analyzes 
the relationship between guest satisfaction scores and business profitability. It helps 
directors decide where to spend capital, such as renovating rooms or retraining staff, 
based on what guests actually value. This transforms reputation data into a strategic tool 
for high level investment decisions. 

Features: 

• Reputation to Revenue Correlation 
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• ROI Modeling for Service Improvements 
• Portfolio Health Index 
• Investment Prioritization Tools 
• Strategic Performance Forecasting 
• Board Level Insight Reporting 

Integration and Automation Hub 

A reputation system cannot exist in isolation from your other business tools. This module 
connects the suite to your PMS, CRM, and helpdesk software. It ensures that when a guest 
leaves a review, their profile is updated and your internal teams are notified automatically. 
This eliminates manual data entry and ensures that guest feedback is visible across every 
touchpoint of your business. 
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Features: 

• Pre Built PMS and CRM Connectors 
• Helpdesk and Ticketing Bridge 
• Real Time Data Synchronization 
• BI and Data Warehouse Export 
• Automated Guest Profile Updates 
• Open API for Custom Connections 

Glossary of Terms and Abbreviations 

• API (Application Programming Interface): An open interface that allows for custom 
connections between the Rayterton Suite and other systems. 

• BI (Business Intelligence): Data analysis systems; the platform features the ability to 
export data to BI and Data Warehouse environments. 

• CRM (Customer Relationship Management): Software that can be synced with the 
suite to ensure automated guest profile updates across the business. 

• KPI (Key Performance Indicator): A metric of performance; the system treats 
reputation as a KPI that must be managed just like revenue or occupancy. 

• NPS (Net Promoter Score): A guest satisfaction metric tracked within the Guest 
Feedback Intelligence module. 

• OTA (Online Travel Agency): Travel booking websites; one of the primary sources 
from which the platform centralizes review data. 

• PMS (Property Management System): Hotel management software that integrates 
with the suite for real-time data synchronization. 

• ROI (Return on Investment): Financial analytics used by executive leadership to link 
guest satisfaction scores to revenue growth and service improvements. 

• SLA (Service Level Agreement): Target timeframes and policies configured within the 
system, such as response speed trackers and recovery monitoring. 
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About Rayterton 

Established in 2003, Rayterton delivers comprehensive Best Fit Software Solutions, server 
and hardware products, and technology services to a wide range of industries and 
organizations. Our  core expertise lies in Business Process Improvement (BPI), IT 
Infrastructure, and IT Management. 

At Rayterton, we are committed to empowering our clients by enhancing their business 
operations through tailored IT and management solutions. We combine innovation, 
experience, and client collaboration to ensure long-term success and digital 
transformation. 

Our Competitive Strengths 

For more information, visit rayterton.com 

Ready to Standardize Your Brand Reputation 

Managing reviews is a critical business process that requires structure and speed. Share 
your property portfolio details and current feedback challenges with our team. Rayterton 
will standardize your reputation standards and deliver the visibility needed to turn every 
guest review into a profitable business insight. 

Contact Us :  

Software 
ownership 

Easy to 
customize 

100% Risk Free 

Best fit to 
client 

requirements 

No Change 
Request (CR) 

fees during 
maintenance 

 +62 812 9615 0369                          marketing@rayterton.com 


