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• With a direct impact on reputation, loyalty and revenue, 
guest satisfaction is the ultimate measure of success for 
lodging providers, restaurants and other types of 
hospitality businesses. 

• In this guide we discuss strategies, tools and best 
practices for motivating your whole team to deliver the 
best possible guest experience. We’ll discuss setting 
goals, measuring results and implementing processes to 
identify and resolve guest issues.

• Whether you’re new to hospitality or a seasoned veteran, 
this guide will show you everything from service basics to 
advanced tools and tactics. Whilst we refer to hotels 
throughout the guide, much of the information applies to 
all types of accommodation, including hostels and 
service apartments, as well as restaurants and 
destinations. 

Guest Satisfaction: The Ultimate Measure of Success



What has the greatest impact on guest satisfaction? 

During our webinar “Mission Critical: Guest 
Satisfaction”, we posed this question to listeners. 
Here are the results:

To drill down to which aspects of the guest 

experience have the most positive—and negative—
impact in your hotel, check out ReviewPro’s Impact 
Analysis tool.

Driving Higher Guest Satisfaction
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A Good Deal

Smooth Check-In

Great Breakfast

Good Sleep

Consistently Exceed Guest
Expectations

Identify operational & service
improvements & effectively manage
internal processes to ensure
changes are implemented across
your organizationon site.

Request a Free 
ReviewPro Demo now

https://www.reviewpro.com/resources/mission-critical-guest-satisfaction/?utm_campaign=newsletter&utm_medium=email&utm_source=db
https://www.reviewpro.com/?utm_campaign=newsletter&utm_medium=email&utm_source=db


• In the travel industry, we often talk about the customer 
lifecycle, or the guest journey. For hotels, the customer 
lifecycle can be divided into five stages: shopping, 
research, booking, in-stay and post-stay.

• Throughout the journey, the traveler has contacts with 
the hotel called touchpoints—in person, on the phone 
or digital. 

• With each touchpoint, the traveler forms impressions of 
the hotel. If all goes well, on the next visit they may skip 
the shopping phase and go directly to rebooking the 
hotel.

The Customer Journey
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• The traveler’s expectations of the hotel are formed in 
the shopping, booking and pre-stay stages. Upon 
arrival at the hotel, it’s the moment of truth. Will the 
hotel meet expectations or will the traveler be 
disappointed? 

• The outcome will be determined by a variety of 
factors, including value, location, service, comfort, 
amenities and food & beverage. 

The In-stay Experience
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Expectations are confirmed or broken upon the 
guest’s arrival at the hotel. Essentially, the hotel has 
three choices:

• Fail to meet expectations. The guest is 
disappointed and may become a detractor. They 
won’t come back. They won’t recommend the 
hotel. They may even warn others to stay away. 

• Meet expectations. The guest’s basic needs are 
met, but they do not feel passionate about the 
hotel one way or another. They are passive or 
neutral. They might come back, but they also may 
not. They may recommend the hotel, but the 
feedback will probably be lukewarm or mixed.

• Exceed expectations. The guest is delighted with 
their stay and may become a promoter. Not only 
will they come back, but they may recommend the 
hotel to others. This makes them a very valuable 
guest. 

Expectations: What’s At Stake



The Value Of Guest Satisfaction

More loyal More likely to 
recommend

More likely 
to return

Why are happy guests 
so valuable to hotels? 

In fact, moving from a pleasant guest experience to a delightful guest experience can lead to a greater than 
50% increase in guest likelihood to return and recommend, according a 2019 survey of 45,000 US hotel 
guests from J.D. Power & Associates.

Guest satisfaction “Mission Critical” is vital to the success of your hotel, hotel company and brand.

https://www.jdpower.com/sites/default/files/2019_n.a._hotel_guest_satisfaction_study.pdf


When it comes to measuring guest satisfaction, 
hotels have come a long way in recent years. 
Today, feedback is also delivered on social media 
and through digital channels. 

• Online reviews are posted publicly to review 
platforms like TripAdvisor and Booking.com
and are often unsolicited by the hotel. 

• Guest surveys are solicited by hotels by email 
or text and the results are kept private. 

Both types of feedback provide content that is 
easily measured and quantified. Open questions 
that allow guests to express views and opinions in 
freeform commentary aren’t as easy to quantify, 
but ReviewPro’s sentiment analysis can help. 

Key Performance Metrics

Guest Satisfaction: The Ultimate 
Guide To Success

You may be fully committed to putting
guest satisfaction first in your
organization, but how do you ensure
your whole team is pulling in the same
direction?

In this webinar we discuss strategies, 
tools and best practices for motivating
your whole team to deliver the best
possible guest experience

Watch Webinar



Here are some of performance metrics provided by ReviewPro’s Online Reputation Management (ORM) and 
Guest Satisfaction Surveys (GSS) solutions. The most important metrics for evaluating success are Key 

Performance Indicators (KPIs):

Online Reputation Metrics

• Global Review Index™ (GRI)
• Competition

• Ranking

• Compset GRI™
• Competitive Quality Index™ (CQI)
• Brand Competition

• Review Volume

• Management Responses 
• Response ratio
• Response time

• GRI™ and Rankings Within a Group
• Indexes by Department
• Indexes by Review Source

• Semantic Analysis 



• Post-stay and In-stay Survey Scores

• Overall Score (OSAT)

• Total Responses (survey completion rate)

• Net Promoter Score® (NPS)

• Semantic Analysis 

• Management Responses

- Respond ratio

- Response time

• Score by Department

• Rankings and Scores within a Group

Guest Survey Metrics



• The metrics listed before are just the 
beginning. During a ReviewPro webinar, we 
asked attendees how they measure guest 
satisfaction:

• If you truly want to move the needle, you need 
to break down guest satisfaction by market 
segment, corporate account, group and event. 
This is made possible by integrating ReviewPro
surveys with your PMS. You can even measure 
guest satisfaction by room type or room

• Once you understand guest satisfaction for a 
particular segment, you can find out what it 
takes to serve them better, how to leverage 
high rates of satisfaction, and how to find more 
guests like them. 

• Edwardian hotels managed this and improved
the satisfaction within the section of corporate
cliens

Breaking Guest Satisfaction Down
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https://www.reviewpro.com/resources/mission-critical-guest-satisfaction/?utm_campaign=newsletter&utm_medium=email&utm_source=db


• Whether it’s sleep quality, value or service, if there’s a gap between what guests expect and what your 
hotel delivers, you need to figure out how to close it. Is marketing overpromising, or is operations under-
delivering? 

• The issue could be related to how your hotel or brand sets expectations, which falls to marketing, sales, 
revenue management and the brand. However, it could be related to how staff deliver on expectations 
which primarily falls to operations. 

• Or the issue may involve both setting and delivering on expectations, in which case senior leadership may 
need to step in to ensure that staff receive the resources and support they need to bridge the gap. 

Mind The (Service) Gap

Deliver on 
expectations

Set & deliver on 
expectations

Set 
expectations

Operations
GM & Leadership
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Revenue Management

Brand



Sometimes managers know exactly what 
needs to be fixed but can’t get buy-in from 
ownership or the management company. To 
help build your case, prepare answers to the 
following questions:

• Why does it need to be fixed? 

• Why is it a priority?

• What are the risks if it’s not fixed? 

• What type of expenditure is it? 

• What’s the long-term plan? 

Build Your Case

How Edwardian Hotels London 
Uses PMS Filters to Segment
Feedback From its Corporate 

Clients

You may be fully committed to putting
guest satisfaction first in your
organization, but monitoring
satisfaction levels with these guests is
vital.

In this case study we see how this
iconic brand focuses on specific
feedback to make meaningful
operational changes, with great
results.

Read our Case Study



• Guest satisfaction goals should be tied to bonuses. This applies  at all levels, including general 
managers and corporate group managers. It's important to align everyone toward the same goals and 
metrics, this helps ensure corporate office doesn’t lose sight of the guest.

• Set goals and bonuses by property. This helps to avoid scenarios in which underperforming properties 
sail in the tailwind of high-performing properties and high-performing properties see their success as 
permission to take their eyes off their good work.

• Set realistic, attainable and sustainable goals. When setting goals, hotels should take into account 
previous and current performance. Don't make goals unattainable as that can demotivating. If goals are 
particularly ambitious, be very clear about the additional support staff will receive to help them be 
successful.

• Goal-setting should be done within the context of the guest experience improvement strategy.
Setting goals is the cart, and the horse is a clear guest experience management program, with clearly 
defined ways to measure and react to guest feedback in both tactical and strategic ways.

Best Practices For Goal Setting



In ReviewPro, goals and KPIs related to reviews and surveys can be set and tracked across the platform. The 
Warnings functionality allows clients to set alerts based on KPIs. If the KPI goes below a threshold or falls 
compared to the previous period, designated staff receive an alert and can take action to fix the issue. 

Automated Alerts



It is vital to monitor and manage KPIs at all levels, it sends a clear 
message to everyone on-property and at corporate office that guest 
satisfaction is at the heart of the organization.

This includes:

• At the board level: all the main guest satisfaction KPIs monthly.

• At the property and corporate group level: guest satisfaction KPIs 
on both the aggregated and property level weekly.

• At the property and individual department levels: guest satisfaction 
KPIs, specific reviews and survey comments daily.

Everyone Keeps Score



Reporting in ReviewPro is as flexible as your organization is complex. You can create reports of all kinds in 
all formats, including PDF, Excel, Data and Comments. Reports can be segmented and automatically 
distributed according to staff responsibilities, allowing you to deliver the relevant data to the relevant teams 
in the relevant timeframes.

Reporting



• Everyone in an organization has impacts guest 
satisfaction. 

- If your CEO is not paying attention to guest 
satisfaction, no one will prioritize it.

- If your frontline employees aren’t paying 
attention, it will directly impact guest 
reviews. 

-ReviewPro has been helping hoteliers 
improve the guest experience for ten years. 
We’ve directly observed that organizations 
that involve everyone in the guest 
experience, from the CEO to the staff on 
the ground, are the ones that win.

Guest Satisfaction is a Team Sport



• Account Management and Customer Success is the largest department in our company, we work closely 
with clients including tailored training packs upon request.

• This is especially important in the implementation process to ensure the right processes and procedures 
are being set up and all levels of staff involved.

Get The Right Support For Success

“ReviewPro doesn’t just sell technology, we 
support our clients in achieving their guest 
experience goals. Through our consultancy packs 
we assist our clients step by step through the 
implementation process, applying the best 
practices we’ve developed through our worldwide 
client base to help them achieve their goals.”Tim Towle, 

COO at ReviewPro



• ReviewPro is the world leader in Guest Intelligence
solutions, with more than 60,000 hotels in 150 countries. 
ReviewPro’s Global Review IndexTM (GRI), the industry-
standard online reputation score, is based on review data 
collected from over 175 OTAs and review sites in 45 
languages.

• The company’s cloud-based Guest Experience
Improvement SuiteTM includes Online Reputation
Management, Guest Satisfaction Surveys, Auto Case 
Management, and an innovative Guest Messaging Hub. 
The tools and processes that ReviewPro provides enable
clients to prioritize operational and service improvements
to deliver better guest experiences and increase guest
satisfaction, online rankings, and revenue.

About Us

Request a Free 
ReviewPro Demo now

Monitoring Reviews

ReviewPro’s Online Reputation 
Management solution 
aggregates review data from 
175 OTAs, review sites and 
social media platforms in +45 
languages. 

For hotels, a positive reputation 
means exceeding expectations 
that can result in increased 
revenue. We make it easy to 
monitor, analyze, manage and 
improve your hotel’s reputation 
to increase guest satisfaction 
and drive revenue.

https://www.reviewpro.com/?utm_campaign=newsletter&utm_medium=email&utm_source=db


What We Do

Feedback
ReviewPro is a platform for 
gathering guest feedback…

Tools
…with tools for managing, 
acting on & responding to that 
feedback…

Reporting
… and multiple reporting 
options to monitor, 
benchmark and gain insight.

Reviews
From 175+

sources
Post-stay

Surveys
Direct, solicited 

feedback
In-stay & post-stay

Dashboards, filters & views
Alerts, Auto Cases & Workflows
Guest response tools

Messaging
Direct from guest

In-stay & some 
post-stay

Predefined & customized reports
Reports by role
Scheduled reports
API: Connect PMS, CRM, BI

+



Tools & Processes to Improve the Guest Experience

Data Insights
Operational 

& Service 
Priorities

ResultsAction

• Online reputation management
• Guest satisfaction surveys*
• Case management

Guest Experience
Improvement SuiteTM

*In-stay and post-stay surveys

• Guest messaging
• Multilingual chatbot
• Case management

Guest Experience
Automation™



www.reviewpro.com

info@reviewpro.com

@ReviewPro


