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About Olivia Plaza Hotel 
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Olivia Plaza Hotel is a four-star luxury hotel located on 

Plaza Catalunya, at the top of the world famous La Rambla 

in Barcelona. The hotel has modern rooms with elegant and 

superior-quality finish.  

The hotel’s “Nineteen” Restaurant offers typical Spanish 

Tapas and Mediterranean cooking. Striving to always 

provide their guests with everything they need, the hotel 

offers exclusive extras like a library and free Wi-Fi in the 

entire hotel. 

 

 

 

http://www.oliviahotels.es/ 
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Online reviews as a fundamental part of the 
hotel business (I) 
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Ricardo Samaan, Revenue Manager at Olivia Plaza Hotel, 

considers online reviews to be a fundamental part of doing 

business as a hotel in today’s internet influenced economy. 

“There are more and more people who read online reviews 

in detail, and these people have a very clear idea of what 

they will find in our hotel when they arrive”. Ricardo 

explains that the hotel used to look at reviews about once 

a month, but he realized this was not enough to stay on 

top of guest comments.  

 

He and his colleagues started to look for a solution that 

would enable them to manage online reviews more 

efficiently on a daily basis. 

 

“After looking at a number of options, what made us decide 

to go with ReviewPro was that it allowed us to access all 

online reviews of our hotel with a single click. We are 

saving a lot of time and resources that we can now invest 

into listening to our clients and working on improving the 

things that are not to their satisfaction yet.”  
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Ricardo believes monitoring and reacting to online reviews on a 

daily basis is critical today. “Thanks to the internet, our clients 

have a lot more influence than they had a few years ago. The 

hotel market is very competitive, and clients now have the 

possibility to compare contrasting information and opinions of past 

clients of our hotel. The result is that they know exactly what to 

expect when they are booking and what they will find at hotel 

when they get there.” 
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 Hotel click here 

Online reviews as a fundamental part of the 
hotel business (II) 
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Knowing Everything About Your Hotel all the Time 
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Over the last year, Olivia Plaza Hotel received 930 online 

reviews across 15 different sources, including sources they 

were not aware of before when checking reviews manually. 

The company has more online reviews than any of their 

direct competitors, so monitoring online reviews on a 

regular basis is key for the hotel’s success. Ricardo says 

that with ReviewPro, what the hotel used to do on a 

monthly basis, they can now do every day in a matter of 

minutes.  

 

Ricardo checks his alerts and logs into the ReviewPro tool 

daily to read the latest reviews and monitor the hotel’s 

performance over time. He looks at the hotel’s general 

performance by Global Review Index™, a score 

ReviewPro developed to enable hotels to measure their 

overall online reputation, and at Departmental Indexes for 

service, gastronomy and cleanliness. He also looks at 

ReviewPro’s online review tracking that allows him to see 

the latest guest reviews individually and access any 

specific review with a single click, giving him the 

opportunity him to quickly respond to a given review if 

needed. “Thanks to ReviewPro, we know on a daily basis if 

the service and cleanliness match a guest’s expectations, 

so we can react quickly if needed”. 
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Guests who book through OTA* have higher 
expectations, and tend to complain post-stay  

7 *Online Travel Agency 

Aside from monitoring what clients are writing about the hotel across 
the web every day, Olivia Plaza Hotel also uses ReviewPro for more 
in depth analysis of the hotel’s operations and their guests’ 
satisfaction with their hotel and service level. Ricardo says the hotel 

realized that guests of certain online travel agencies (OTAs) are 
much more critical than other guests, so the Olivia Plaza team has 
taken measures to improve the experience of these guests.  

 

“Through ReviewPro, we realized that these guests rarely 
commented on anything during their stay, but when they wrote 
reviews and rated the hotel, things came up that we had not been 
aware of. We started creating a list every day of clients that booked 

through OTAs, and made an extra effort to make sure everything 
was running smoothly, in addition to proactively asking them if there 
were any issues or if there was anything we could do to improve 
their stay. By doing this, we saw negative reviews decrease 

significantly, since we were able to anticipate issues and were able 
to resolve them before our guests left the hotel. Our service ratings 
improved considerably after we implemented these measures.” 

Answering Reviews 
 

ReviewPro gives you the tools you 
need to improve internal 
communications and coordination 
with more comprehensive & flexible 
reporting, as well as workflows, on a 
corporate & property level 
 
Answer comments directly from 
within ReviewPro thanks to our 
advanced technology platform & 
coordinate actions internally with our 
ticketing system 

Request a Free 
ReviewPro Demo now 

If you are a Restaurant click here 
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Improved breakfast, thanks to semantic 
analysis 

Several months ago, Olivia Plaza Hotel also detected 

some complaints about noise from the street. With the 

hotel being set right in the heart of Barcelona, some guests 

heard noise from street musicians at Plaza Catalunya. “I 

asked ReviewPro’s client services team if it was possible 

to add noise as a concept for semantic analysis, and this 

was added very quickly. Thanks to that, we can now look 

at which clients are affected by that and how many 

comments about noise we receive.” 

  

Another improvement to their product and service that 

Olivia Plaza Hotel has achieved based on ReviewPro’s 

analysis is the hotel’s breakfast. “Through ReviewPro’s 

Semantic Analysis, we discovered the details of what 

people were saying online about our breakfast and, for the 

first time, were able to analyze the overall satisfaction with 

our breakfast offering. We found out that guests would like 

a bigger variety of options above all and that they wanted 

to have additional warm dishes. With that knowledge, we 

started introducing new products little by little, always 

changing the breakfast just a bit, until we saw and increase 

in positive comments about it. This has had a huge impact 

and allowed us to receive higher rankings overall.” 
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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 


