
Client Spotlight: How Jury’s Inn
Nail Guest responses

So many reviews, so little time. How can you 
stay on top of responses? Just ask Jurys Inn. 
In the past two years the 45-hotel company 
has maintained an impressive quality and 
turnaround time for management responses 
while improving its overall review score 
significantly. Here Alex Hannon, Customer 
Experience Manager, shares his top tips. 

1. SET CLEAR GUIDELINES

It all starts with clear policies and guidelines, 
according to Hannon.

He added, “It’s important for on-property 
managers to respond to reviews because it 
drives accountability. In order to post 
meaningful responses, managers must think 
hard about what guests write in reviews and 
take appropriate action to prevent issues from 
recurring, resulting in a better experience for 
future guests.”

2. ADD VALUE TO THE CONVERSATION

“Once the minimum threshold is met, we ask 
hotels to respond to feedback where they can 
add value to the conversation,” said Hannon. 

“It’s not realistic to expect hotels to respond 
to every single piece of feedback without 
sacrificing review quality. It’s our opinion that 
no response is better than a bad response.”

Hannon said that company guidelines include 
avoiding being defensive, lecturing guests or 
quoting policies and procedures. “And the 
ultimate red line as far as we’re concerned: 
no copy-and-pasted stock responses”

“Hoteliers should keep in mind that the 
majority of people reading management 
responses are potential guests,” he said. “If 
they see an issue highlighted in a review, they 
want to know if the hotel has taken steps to 
ensure that they won’t experience the same 
issues. At the end of the day, most people 
understand that things go wrong from time to 
time. It’s how you respond that’s key.”
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“We’ve got a centrally set response 
policy, and that ensures consistency 
across the entire group,” he said. “The 
policy mandates which reviews should 
be responded to and how we should 
respond. We ask all of our hotels to aim 
to respond to all negative feedback 
online as an absolute minimum. We 
don’t want any poor reviews that have 
not been addressed by a member of our 
management team.”

Alex Hannon, 
Customer Experience Manager



3. MEASURE PERFORMANCE

Also key to success at Jurys Inn is setting 
goals and tracking performance. “We use 
the Global Review Index™ (GRI) to measure 
everything,” said Hannon. In addition to other 
metrics like department indexes and response 
rates, the company also measures the quality 
of management responses.

“We set the response policy within the 
ReviewPro tool so it’s easy for managers to 
see how they’re performing and in what areas 
they might be falling short,” he said. “We also 
perform regular audits on the responses to 
ensure that they meet all of our guidelines.”

4. IMPLEMENT IMPROVEMENTS

The next step is to identify areas that need 
improvement, said Hannon. “All of our hotels 
make the tactical decisions based on guest 
feedback—the day to day operational tweaks 
and adjustments that are relevant to their 
hotel. Any kind of wider trends we observe 
are factored into longer-term strategy 
devised at the head office level. For example, 
wide-reaching refurbishment programs or the 
launch of a new bed products across the 
group.”

5. REAP THE REWARDS

All the efforts of Hannon and his colleagues 
have been paying off. “Over the past two 
years we’ve seen a 3% increase in our GRI™ 
driven by the approach we’ve taken,” he said. 
“The actionable insight that we’re getting, 
combined with driving more volume, has had 
a real positive impact.” The company’s 
response rate has also increased by 36%, and 
the quality of responses clocks in at a 92% 
pass rate despite strict standards.
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ABOUT REVIEWPRO

ReviewPro is the world leader in Guest
Intelligence solutions, with more than 55,000 
hotels in 150 countries.

ReviewPro’s Global Review Index™ (GRI), the
industry-standard online reputation score, is
based on review data collected from 175 OTAs
and review sites in over 45 languages.
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