
The Definitive FAQ 
to Responding to Reviews

From using templates to how to handle fake 
reviews, here are some answers to common 
questions hoteliers have about responding. 

WHAT IF I DON’T SPEAK THE 
LANGUAGE?

Always respond to guest feedback in the 
language it is written. Keep in mind that some 
review sites don't accept responses that are 
written in a different language to the original 
review. Avoid using a translation tool to 
translate responses because it may result in 
miscommunications. If you don’t have staff 
members who are fluent in the language, it 
may be better not to respond at all. 

SHOULD WE APOLOGIZE IF WE’RE NOT 
AT FAULT?

Except in cases where there may be 
significant legal liability, never hesitate to 
apologize to disappointed guests. Often a 
sincere apology is all the guest wants. 

Even if your hotel is not at fault, you can still 
express regret. For example, you might say, “I 
am sincerely sorry that your room rate was 
misquoted by the booking agency. I 
completely understand your frustration and 
urge you to contact the company directly.”

Or, as another example, you might say, “The 
restaurant is owned and managed by an 
outside company, but I have shared your 
comments with the manager and we both 
offer our sincere apologies.”

Avoid using phrases like “I’m sorry you feel 
this way, but …” The word “but” is often 
followed by an explanation of why the guest 
is wrong and the hotel is right. It’s better to 
unconditionally express your regret. After all, 
if a guest is disappointed, you should regret it 
whether or not it was your fault! 

If you feel that the guest had unreasonable 
expectations, you might say something like, 
“We believe that staff handled the situation to 
the best of their ability and we stand by our 
decision. Nevertheless, we understand and 
regret your disappointment.” 
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WHAT IF THE GUEST IS WRONG?

Travelers often get facts wrong in reviews. It’s 
usually not intentional; it’s easy to get 
confused and forget details when traveling. If 
the error is minor, let it go. If it will set up 
expectations your hotel cannot meet, post a 
response to diplomatically clear up the 
misinformation. For example, “To clarify, as 
per our website the pool is open from 6:00 
a.m. to 11:00 p.m. seven days a week.” 

Always try to get to the root of guest 
complaints and fix any issues that lead to false 
expectations and disappointments. It will save 
you time in crafting responses!

IS IT OKAY NOT TO RESPOND 
SOMETIMES?

Sure it is. If you have nothing important and 
relevant to say, there’s no point in 
responding. If a reviewer is clearly irrational or 
offensive, you might choose to remain silent 
and allow travelers to draw their own 
conclusions. 

WHAT IF I THINK THE REVIEW IS FAKE?

If a review contains false and damaging 
information or you think it’s fake, dispute it with 
the host site. At the same time, post a response 
to clarify the matter. For example, you might 
say, “We’re surprised by your comments as we 
have no recollection of this incident and this is 
not how we treat our guests. Kindly contact me 
directly to discuss.” 

CAN WE USE RESPONSE TEMPLATES?

Absolutely. Templates can help you save time 
and ensure that responses are consistent, 
accurate and on-brand. Create a variety of 
templates to address common types of reviews, 
surveys and chat inquiries as well as versions in 
relevant languages. Ensure that templates are 
reviewed and approved by management.  

Note, however, that copying and pasting the 
same or similar responses on a online review 
site will reflect poorly on your property. Ensure 
that responses are varied by adjusting 
templates to address the specifics of review 
comments. For example, if the template says, 
“We’re glad you enjoyed your stay,” modify it to 
say, “We’re glad you enjoyed the services of our 
concierge and housekeeping staff.”

Since surveys are private, you can use 
templates more freely, but it’s still a good 
practice to personalize responses and address 
specific comments and ratings.

If you have set up an integration with your PMS, 
personalization will be easier as many of the 
fields such as name, date and duration of stay 
etc. can be filled in automatically.

We hope this FAQ cleared up some common 
issues for you. For any further questions or 
support on responding, contact us for a demo 
and some free advice on how to best handle 
your reviews.
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