
CASE STUDY

The Association of Resorts in Brazil: Using 
Guest Feedback Analytics to Drive Excellence 

The client
The Association of Resorts in Brazil (ABR) is 

comprised of 50 of the most important resorts in 

Brazil. One of its core missions is to boost tourist 

satisfaction in the region and stimulate best 

practices in the resort segment for innovation and 

technology. 

Objectives
ABR wanted to monitor online reputation by 

department to allow member resorts to identify the 

areas that need attention, in addition to those that 

are working well, to be able to continually increase 

the quality of service. The overall aim was to help 

the resorts to outperform their competitors, adding 

value to the individual properties as well as to the 

association itself.

The solution
Resorts are products of a high standard, which 

require strong quality indexes across all 

departments, from housekeeping and reception to 

gastronomy and leisure. To help them identify 

strengths and weaknesses in these areas, each 

member resort now has access to ReviewPro’s 

Online Reputation dashboard for their own property 

and are able to prioritize action points as a result. 

In addition, ABR has access to detailed analytics on 

an aggregated level, including review data for all 

member resorts as well as key competitors.    

The association’s leading resorts are 

those with a higher quality of service, 

better positioning in the market and, 

consequently, are top of their compsets 

in the Brazilian market. With the 

ReviewPro tool, ABR has been able to 

scale its market and prioritize action 

points, identifying threats and 

possibilities amongst our own resorts 

and our competitors. As a result, the 

association becomes a reference in 

hotel excellence for future guests who 

rely on the brand.”

“

Luigi Rotunno
President of ABR 
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The Global Review Index™ (GRI)
Developed by ReviewPro, the industry-standard 

Global Review Index™ (GRI) is an online reputation 

score based on review data collected from 175+ 

OTAs and review sites in 45+ languages.



Results
Improved di�erentiation from competitors 
With the ReviewPro tool, ABR has been able to scale 

its market and prioritize action points, identifying 

threats and possibilities amongst their own resorts 

and their competitors. They can now develop 

monthly reports on the quality of the member 

resorts, which is completely innovative in the 

Brazilian resorts market. Before this there were only 

quantitative reports, with revenue and expenses, 

occupancy rate, etc. Now, the association has 

quantitative and qualitative indexes, which helps to 

di�erentiate them from competitors.

Advanced reporting for members 
Since implementing the tool, ABR has started to 

issue monthly reports to members to explain the 

overall performance of the organization. They have 

begun to group the resorts by regions, which makes 

it easy to see each individual resort’s positioning 

within their group. 

Higher guest satisfaction (GRI™)
ABR has seen an increase of one percentage point 

in the association’s GRI™, and a positive trend 

compared to the same period in 2015. For example, 

an interesting point identified in departmental 

meetings was that the topic of “Quality” was 

mentioned in several discussions within the 

association.

Increased focus on delivering excellence
From guests’ reviews and comments, the 

association can understand the best performing 

areas in the resorts. When sending reports to 

Destination associations can leverage Guest 

Intelligence to better understand and 

benchmark visitor satisfaction, empowering 

change and growth within the destination. By 

using the insights e�ectively, destinations can:

Why are destination analytics  
crucial?

● Measure & improve the overall visitor 

experience.

● Help operators prioritize operational & 

service improvements.

● Leverage strengths in communication & 

marketing activities.

● Strengthen a destination’s overall reputation.

● Attract more visitors on a city, regional or 

country level.

ABR has established a GRI™ of 80% as a 

minimum quality level for members to ensure 

the resorts are focused on achieving this goal. 

The organization uses the GRI™ data to 

compare to the previous period and the same 

period in the previous year. This way they can 

identify possible improvements in resort 

performance. 

How is ReviewPro data 
used to set goals?

For more information visit: 

www.reviewpro.com

ReviewPro is the leading provider of Guest 

Intelligence solutions for the hospitality 

industry worldwide. The company helps 

more that 30,000 hotels leverage online 

reputation and guest satisfaction survey 

analytics to enhance the guest experience 

and increase revenue.

About ReviewPro

members, each resort is expected to dedicate some 

time and attention to making improvements, 

analyzing what other members are doing “better,” 

and also identifying strengths to further enhance 

those areas.

More powerful marketing messages
Understanding the potential of the competition is 

key to understanding the positioning of each resort 

and the areas that should be worked on. Analyzing 

competing resorts has allowed ABR to identify their 

strengths and use them to e�ectively promote the 

association and each resort individually. 


