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THE CLIENT

Corinthia is a global collection of luxu-
ry five-star hotels founded by the Pisani 
family of Malta in 1962. Guided by family 
values and inspired by the core princi-
ples underpinning the Spirit of Corinthia 
– authenticity, passion, precision and 
understanding – its focus is on ensur-
ing craftsmanship in the hospitality world 
and delivering honest, discreet service. 

As a brand that is the epitome of 5-star 
luxury, guest experience is a prime con-
cern, so Corinthia puts great value upon 
anticipating the needs of guests in a 
seamless manner. Service level is of par-
amount importance, as well as having a 
way of intercepting any issues well be-
fore unnecessary escalation or risk of 
negatively affecting online reputation.

THE CHALLENGES

THE SOLUTION

Corinthia Hotels has been using ReviewPro’s 
online reputation (ORM) tool since 2011 
and bases their company KPIs related to 
guest satisfaction on the Global Review 
Index™ (GRI). In 2017, the decision was 
made to employ Guest Satisfaction Sur-
veys (GSS) to collect guest feedback while 
guests were on-property and to leverage 
Auto Case Management (ACM) to en-
sure prompt follow-up. The combination 
of GSS and ACM has allowed Corinthia  
Hotels to establish internal service guide-
lines to ensure service recovery and  
resolve any operational or service issue 
that could negatively impact a guest’s 
stay. It also means that they gain insight 
into specific requests or needs of guests 
and are able to quickly respond. These 
tools and processes enable the legend-
ary hotel group to more consistently de-
liver the exceptional service expected by 
their discerning guests in a timely and 
seamless manner.
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THE METHOD

Arrival emails are sent out three 
times per day to ensure guests 
always receive one shortly after 
check-in.

Each hotel has a dedicated re-
sponse team whose responsibil-
ity it is to act 24 hours a day to 
solve operation or service issues 
that could negatively impact a 
guest’s stay.

If an issue is detected, a case is 
created and directed to a specif-
ic team who have a maximum of 
two hours to respond. If the case 
has not been closed within the 
hour, a reminder alert is sent.  

If the team does not resolve it 
within two hours, it is automati-
cally escalated to a second team 
that has up to six hours to re-
solve it.

If the case is not dealt with with-
in six hours, it is redirected au-
tomatically to the hotel General 
Manager.

In the email, the guest is asked if 
they are settling in well and if there 
is anything that would make their 
stay better. Also, the guest is given 
the chance to leave a comment 
and preferred mode of contact.

Guest responses are automati-
cally filtered through ReviewPro’s 
Auto Case Management system. 
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THE RESULTS

Corinthia Hotels has significantly 
improved their already high levels 
of service and further increased 
guest satisfaction. Managing the 
guest experience process in a 
more meticulous way has had its 
payoffs, both for guests and for 
the hotel group. 

By successfully implementing Re-
viewPro’s cloud-based software 
tools, defining and automating 
processes, and getting the teams 
more involved at a property level, 
Corinthia Hotels has seen an im-
pressive increase in guest satisfac-
tion and the online reputation of 
their hotels.

AFTER JUST THREE MONTHS THEY EXPERIENCED:

* The Global Review IndexTM is an industry standard online reputation 
score based on review data collected from 200+ OTAs and review sites in 
75+ languages. According to a study conducted with Cornell University 
School of Administration, a 1% increase in GRI equals up to: +0.89% ADR, 
+0.54% occupancy, and +1.42% RevPAR.

A 2.3% increase in the Service Index 

92.5% within the first hour

100% resolution rate

A 1% increase in the Global Review IndexTM *
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The expectations of the 5-star 
traveler require a specific 

balance of intuition, subtle-
ty, confidence and delivery. 

ReviewPro helps us to gather 
feedback earlier in the stay, to 
respond quicker and to more 
systematically ensure that we 
exceed guests’ expectations 

and deliver the kind of experi-
ences that today’s luxury  

traveler demands.
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