
CASE STUDY

How Prima Hotels Israel Uses Semantic Analysis 
to Drive Departmental Improvements 

The client
The Prima Group, established in 1990, has 
created a collection of lifestyle hotels in 
Israel that o�er a diverse selection of 
outstanding travel experiences designed 
especially for its guests. Prima Hotels 
believes that each guest is distinct and 
original, each in search of a unique 
experience. 

The challenges
The main challenge the group faced was 
being unable to pinpoint departmental 
issues or know where to focus their e�orts. 
They wanted to further investigate exactly 
what guests were saying about di�erent 
aspects of the 13 hotels across Israel in 
order to be able to make the changes 
needed to boost guest satisfaction. 

The solution
Prima Hotels decided to implement 
ReviewPro’s Online Reputation Management 
solution in June 2014 to help them prioritize 
operational and service improvements 
across all 13 properties. The Semantic 
Analysis feature was a key factor in this 
decision as it enables the team to identify 
crucial changes by drilling down on the 
details within specific departments without 
having to check several online travel sites 
individually which previously proved a 
challenge for the chain with over ten hotels.

Not only does ReviewPro allow us to 
access comprehensive insight, the 
team of experts are constantly on hand 
whenever we need them. They always 
do whatever they can to help us 
exceed guest expectations. ReviewPro’s 
Online Reputation Management 
solution is a great way for us to figure 
out new ways of doing things within 
our group of hotels and we have made 
a series of important improvements as 
a result. The competitive intelligence 
enables us to stay on top of our game - 
you don’t want to play tennis with 
someone who’s worse than you or you 
won’t get better.

“

Deena Moskowitz
Guest Relations Manager
Prima Hotels
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Results

1. Improved product & service

With ReviewPro’s Semantic Analysis, it is 
now easy to find the issues that are 
negatively a�ecting the group’s GRI™ and 
focus on bettering those aspects. Prima 
Hotels has made several departmental 
changes since using Semantic Analysis to 
improve operations, service and overall 
product o�ering. 

For example, using the detailed insight 
they identified that at the Tiberias 
properties they have a lot of German and 
Christian Pilgrims from throughout the 
world as guests so instead of just o�ering 
Middle Eastern food in these properties, 
they introduced sauerkraut and schnitzel 
(fried chicken). 

The group base their monthly 
management meetings on the executive 
summary from ReviewPro to summarize 
the progress of the individual properties. 
If management notices, for example, that 
a hotel is taking too long to respond to a 
review, they will raise this with the GM of 
that specific property. 

Additionally, each manager arranges 
meetings with their employees where 
they analyze the reviews in terms of 
sentiment, whether positive or negative, 
and the changes needed to be made. 

The tracking capabilities within the 
solution are critical in helping the chain 
to monitor the performance of each 
hotel. On a departmental level, the tags 
feature allows users to categorize and 
search for specific issues that they want 
to focus on. 

How is ReviewPro used 
within Prima?

2. Enhanced positioning relative to 
competitors

Before using ReviewPro, accessing 
competitor’s reviews was an extremely 
time consuming task. Now, thanks to the 
detailed analytics related to the 
performance of that compset, it's easy to 
find what a competitor is doing in relation 
to a certain concept. The semantic 
competition functionality allows Prima 
Hotels to identify if a property is 
underperforming in one area compared to 
direct competitors. 

For example, they identified that most of 
their competitors in Tel Aviv o�ered an 
omelet station at breakfast which guests 
were happy with as it was reflected in 
positive reviews. As a result, they decided 
to implement an omelet station at 
properties in Tel Aviv which resulted in 
fewer negative comments about 
breakfast.

3. Increased e�ciency responding 
to reviews

As a result of using ReviewPro, Prima 
Hotels have been able to quickly and easily 
respond to reviews on sites which before 
took hours to check and respond to 
manually. Since beginning to use the 
Online Reputation Management solution in 
2014, the group is now responding to 
almost 70% of reviews, a 9.5% increase.
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Semantic Analysis 

Analyze positive and negative 

sentiment of mentions within guest 

feedback in hundreds of key 

concepts and quickly identify areas of 

operational excellence and need for 

improvement. ReviewPro makes it 

easy to find and report issues that 

would otherwise be di�cult to 

pinpoint.



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.
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With ReviewPro’s Semantic Analysis, it is 
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(fried chicken). 

Year 1 GRI™ 77.2%

Year 2 GRI™ 78.3%

Year 3 GRI™ 80.1%

Evolution of GRI™ across 
the group since working 
with ReviewPro:
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ReviewPro is the leading provider of 
guest experience improvement 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
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