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Finding the most complete solution for online 
reputation management in the market (I) 

3 

Elba Hotels is a young and innovative chain of hotels with 
properties in Almería, Estepona, Fuerteventura, Gran 
Canaria, Motril and Cadiz. Guests of this well known 
Spanish chain can choose between a range of hotels 
targeted towards families, health, golf, urban and business 
travellers according to their needs and wishes. 
   
Jacobo Bello, Operations Analyst for Elba Hotels, believes 
that online reviews strongly influence potential customers in 
their decision making process, especially directly at the point 
of purchase in online travel agencies (OTAs). All of the major 
OTAs automatically show guest reviews when a user is 
searching for a place to stay, and the user can quickly sort 
hotels by review score to make it easier to choose the right 
hotel. 
  

As the importance of online reviews and the number of 
sources grew, Jacobo says that their manual process of 
checking each major OTA for new online reviews was 
becoming too time consuming and the chain could no longer 

determine the level of guest satisfaction on a global level 
with any certainty. “We had to make sure that we did not 
miss out on any information that was impacting our online 
sales or contained important information for our daily 
operations.” The company was therefore looking for a 
solution that would ensure that they would have all relevant 
data across the multitude of sites publishing online reviews 
out there, and that would allow them to analyze the data in a 
systematic way, giving them a measurable ROI for their 
investment. 

http://www.hoteleselba.com/ 
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Finding the most complete solution for online 
reputation management in the market (II) 

Jacobo explains that the company conducted a market study 
to compare the major US and European based companies 
offering online reputation and social media management 
solutions. Among  all  of  those,  the  only  company  that  
offered  them  everything  they  needed  was ReviewPro. 
“The tool is much more complete than all others, with a very 
comprehensive analytical component that allows us to easily 
extract important information both on a corporate level and 
individual hotel level”. 

The way ReviewPro automatically analyzes and presents 
data allows us to access customer information that is much 
more precise and permits us to analyze and manage guest 
reviews in a much more actionable way. ReviewPro’s solution 
enables us to easily share online reviews with all relevant 
departments. Aside from that, it was essential for us to see 
how the product was evolving. For example, we can now 
compare the Global Review IndexTM  (GRI) of different 
hotels within our chain and we are in the process of 
integrating our internal customer satisfaction surveys into the 
tool. Lastly, the value for money we get with ReviewPro is 
optimal. In addition to that, when Jacobo did his due diligence 
of talking to colleagues in the market, the comments he 
received about ReviewPro were very positive. 

Request a Free 
ReviewPro Demo now 

360° Guest 
Intelligence 

 
ReviewPro aggregates hundreds of 
millions of reviews & social media 
mentions (in 45+ languages, on 100+ 
of the most relevant OTAs, review 
websites and social media platforms) 
and allows you to get a 360° Guest 
Intelligence overview of your 
reputation by integrating Online 
Reputation & Guest Surveys. 

If you are a Restaurant click here 
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Involving the entire organization in guest  
satisfaction improvement 
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Elba Hotels takes full advantage of ReviewPro’s service of incorporating a large 
number of users for the Advanced version of the product for its clients. 
  

Jacobo explains: “We have 11 properties, and it is critical for our success that all 
our hotel directors have full knowledge about their respective hotel’s online 
reputation. Each of them is responsible for their individual property’s reputation 
and manages reviews accordingly. Additionally, the chain’s senior management – 
especially the CEO and the Director of Operations – need to know about what is 
being said in these online reviews. They need to be updated on what is 
happening in each of the chain’s hotels and on how the hotels are responding 
internally to improve guest satisfaction. They compare the performance of all our 
hotels, and need the customer intelligence provided by ReviewPro to make well 
informed decisions on a corporate level, to continually improve our overall quality. 
We evaluate our performance by department on a monthly basis to see where we 
need to focus our resources to improve guest satisfaction”. 

Jacobo adds that the reports the company receives through ReviewPro are also 
shared with the sales and marketing teams. These departments analyze reviews 
that mention topics related to their areas and propose solutions to senior 
management that, based on the knowledge they receive through online reviews, 
have proven to increase guest satisfaction. 
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Increased insights thanks to sharing functionality and 
data portability (I) 
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Elba Hotels have always worked on improving their 
services based on guest opinions, but online reviews were 
still a big change for the company.  

 
“We have always focused our product on guest feedback, 
but technology has transformed the way we receive, 
analyze and react to the information. There are numerous 
sources and they are sca]ered all over the web. Therefore 
it is essential to have a tool that helps manage opinions in 
the web 2.0 environment. That is the real revolution I see 
in online reviews”, Jacobo explains. 

 
Jacobo says that the company’s online reputation 
management process has changed completely since they 
started using ReviewPro. “We don’t have to go hunting for 
online reviews anymore, they come directly to us and, 
thanks to ReviewPro’s alerts, land in our inbox on a daily 
basis. Through these alerts, our hotel directors find out 
what guests have been writing about their hotel and can 
follow up on the reviews straight away”. 
  

 
One of the features ReviewPro added as part of the 
evolution and continuous improvement of its product that 
Jacobo mentioned earlier is that hotels can now receive 
automatic reports for executive management and for 
specific functions such as Marketing & Sales, Revenue & 
Distribution or Quality & Operations. With these printable 
reports, they get an overview of their online reputation 
without having to log into the ReviewPro tool or doing any 
manual analysis and easily share this information within 
their organization. 

 
Elba Hotels also use ReviewPro’s data to create 
customized reports every month. “Senior management 
always receives a summary of online reviews. We manage 
global aspects that can benefit our entire chain on a 
corporate level, for example comments about our loyalty 
program, the remodeling of our properties or corporate 
information policies. On an individual hotel level, each 
hotel director is responsible for reviews mentioning the 
level of service offered, the staff or the compliance with 
brand standards”. 
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Increased insights thanks to sharing functionality and 
data portability (II) 

The company also makes full use of ReviewPro’s exporting functionality. 
Elba Hotels export the GRI of all of their hotels on a monthly basis to 
evaluate the performance over time and to compare the performance of the 
different hotels with each other and analyze upwards and downwards 
trends. Going a level further, the chain also compares Department Indexes 
of all hotels for each month. “ReviewPro’s detailed analysis of review data 
has helped us complement other information sources that we had already 
implemented previously to improve our decision making process”. 

Evaluating the power of ReviewPro, Jacobo explains “ReviewPro changed 
the way we manage online reviews completely. We can view and extract 
information on a chain, individual hotel or even department level. This allows 
us to segment our analysis to the absolute maximum level possible and to 
establish mechanisms and processes that will measurably increase our 
guests’ satisfaction.” 



Managing Guest Satisfaction Surveys: Best Practices

Learn More

The Leading Source of Guest Intelligence best 
practices and content for the Hospitality Industry 

Visit our Resource Hub 
ReviewPro is the leading provider of Guest Intelligence 

solutions to independent hotel brands worldwide. The 

company’s comprehensive suite of cloud-based solutions 

includes Online Reputation Management (ORM) and the 

Guest Survey Solution (GSS), which enable hoteliers to obtain 

deeper insight into operational and service strengths and 

weaknesses, increasing guest satisfaction, ranking on review 

sites and OTAs, and driving revenue.  

 

The company offers the industry-standard 

Global Review IndexTM  (GRI), an online reputation score 

(available exclusively to ReviewPro clients), which is used by 

thousands of hotels worldwide as a benchmark for reputation 

management efforts, based on review data collected from 142 

online travel agencies (OTAs) and review sites in more than 

45 languages. More than 17,000 hotel brands worldwide are 

currently using ReviewPro’s solutions. 

Request a Free 
ReviewPro Demo now

About Us 
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www.reviewpro.com 
info@reviewpro.com 

@reviewpro 


