Understanding your Best of Queensland Experiences Program Operator Report

This document provides instructions on how to interpret the information in your Best of Queensland Experiences Operator Report. Your individual report allows you
to benchmark your performance against other products in your destination and across Queensland. If you have any questions about the information in this report,
please visit the Frequently Asked Questions Page or email experiences@qgueensland.com
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If your report shows “No Account Found” under Social Media, this may be because: 1. Your
business does not operate a Facebook or Instagram account 2. Your Facebook or Instagram
URL may be missing or incorrect in ATDW 3. Your Facebook or Instagram may have visibility
restrictions applied (click here) 4. Your Instagram may not be a Business Account 5. Your
Facebook may not be a Business Page 6. Council or RTO channels are not eligible to be tracked.

Your secure online booking platform results. Your online booking URL is obtained
through your ATDW listing. The booking platform must be embedded within your website
to be eligible. Eg. Airbnb and Booking.com links are not eligible. If this section shows

“Not Applicable” and “O available” points, your product is assessed under the reweighted
criteria due to the Criteria Exemption for operators who do not require advance bookings.
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https://teq.queensland.com/au/en/industry/industry-resources/best-of-queensland-experience-program/boqep-faqs-and-contact-us
mailto:experiences%40queensland.com?subject=
https://teq.queensland.com/au/en/industry/industry-resources/best-of-queensland-experience-program/assessment-criteria-social-media?redirect=experiences/best-of-queensland-experiences/assessment-and-criteria/active-and-engaging-social-media-presence/criteria-q-and-a

Understanding your Best of Queensland Experiences Program Operator Report

The second page of your report provides your results compared to other operators in your product category as identified in ATDW. This section allows you to benchmark your
results against similar operators in your product category within your destination and across Queensland.
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ReviewPro Definitions

This report provides information from your customers across 140 review platforms like TripAdvisor, Facebook and Google. This information will help you to see how your
experience resonates with your guests and will help you to focus on what will most positively impact your guest experience.

The Global Review Index™ (GRI™) is the key leading metric available exclusively to ReviewPro clients. This
index is used by operators as a benchmark for reputation management efforts. The GRI™ is calculated by an
algorithm that generates a numerical score from O to 100 and is based on review data collected from 140
online travel agencies (OTAs) and review sites in more than 45 languages. It can be calculated for a given
point in time (day, week, month, year, etc). The algorithm takes into account many different aspects to try and
give you the most objective picture of your online reputation. For example, when calculating the GRI™, the
algorithm will give a higher weighting to more recent reviews, as opposed to older reviews.

This shows the number of reviews you have
received in the selected date range, compared
to the same date range of the previous period.
Positive: 80%-100% - Green

Neutral: 60%-79% - Orange

Negative: 59% or lower - Red

The semantic analysis breaks down reviews into mentions of
hundreds of key concepts and related concepts. It analyses
the sentiment of each mention, classifying it as either positive
or negative. Here we summarise the mentions and show you
the distribution of your percentage of either a positive visitor
sentiment, or whether the review had a negative sentiment.
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you to compare it
to the volume of
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you visualise

the evolution of
the volume of
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received, shown
by the teal graph.
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In this section you see the top five categories and
concepts that have a positive impact on your GRI™
score and how much this impact is. The table shows
the category with the biggest impact first.
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In this section you see the top five categories and
concepts that have a negative impact on your GRI™
score and how much this impact is. The table shows
the category with the biggest impact first.
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ReviewPro Definitions

This report provides information from your customers across 140 review platforms like TripAdvisor, Facebook and Google. This information will help you to see how your
experience resonates with your guests and will help you to focus on what will most positively impact your guest experience.

This section shows your data broken down by sources and compares it to the previous
period. You can see your index per source, your total number of reviews per source
and the percentage of positive and negative semantic mentions in the reviews received
from each source. TripAdvisor and Facebook Index data is not able to be displayed.

This section shows your index based on the language of the review. It also shows how many reviews
and the percentage of positive and negative mentions you have received in each language.

Best of Queensland Experiences

This value shows the change
to your positive mentions.
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Here you can see a summary of your three key management responses indexes,
the total number of respondable reviews, the percentage of reviews that have been
responded to and the average time of your responses. Underneath the summary
indexes, we show you the breakdown of the responses for positive, neutral and
negative reviews.
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To calculate the Average Time, we use the review date and the response date stamp directly
from the OTA. This stamp does not include the time, only the date so the quickest response time
we can track is less than 1 day. We classify a response time of less than 3 days as positive, shown
in green, between 4-5 days as neutral, shown in orange and anything responded to in more than
5 days as a negative response time, shown in red. The Average Time is only calculated based on
channels that provide a date/time. Others are not included in the calculation of Average Time.
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