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Your Host

Daniel Craig
Founder
Reknown
@dcraig
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Share Your Questions & Comments

Follow our live tweets! 
Tweet your comments, questions & 

tips using @ReviewPro and 
#SMWebinar.

Visit the Resource Hub
www.reviewpro.com/resources
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Today’s Topics

• 2019 Global Travel Industry Outlook

• Keeping on Top of Guest Feedback

• Leveraging Integrated Data

• Delivering Real-time Guest Service

• Q&A 
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Today’s Panelists

Daniel Craig Brian Pratt Neil James

Founder
Reknown
@dcraig

VP of Global 
Customer Success 

ReviewPro
@ReviewPro

Chief Officer – Distribution, 
Technology & Innovation

Corinthia Hotels
@CorinthiaHotels



#SMWebinar 6

Neil James

Welcome from ReviewPro!

VP of Global Customer Success
@ReviewPro



Upgrade the 
Guest Experience
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Over 55,000 Clients & Partners in 150 Countries

Hotels Restaurants
Destinations &

Star Ratings
Consultants & 

Advisors
Hotel Owners & 

Investors

Management & 
Representation 

Companies
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Tools & Processes to Improve the Guest Experience

Data Insights
Operational 

& Service 
Priorities

ResultsAction

Online 
Reputation 
Management

Guest Intelligence Improvement SuiteTM

Guest 
Satisfaction 
Surveys*

Guest 
Messaging
Hub

Case 
Management

*In-stay and post-stay surveys
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Part of the Shiji Group



2019 Global Travel 
Industry Outlook
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International Visitors Up 6% in 2018

Source: World Tourism Organization (UNWTO), Jan 2019
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2019 Forecast: Slower Growth

Source: World Tourism Organization (UNWTO), Jan 2019
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What’s on the Horizon?

• Brexit

• Slower growth in China

• Trade wars 

• Strong U.S. dollar 

• The end of years of 
consecutive growth?
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Carving Greater Market Share to Meet Budget

YOUR HOTEL
25%

COMPETITOR 1
20%

COMPETITOR 2
15%

COMPETITOR 3
20%

COMPETITOR 5
20%

YOUR HOTEL
35%

COMPETITOR 1
15%

COMPETITOR 2
20%

COMPETITOR 3
10%

COMPETITOR 5
20%

CURRENT ECONOMY RECESSION
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State of the Travel Industry 

• Dominance of big hotel brands

• Aggressive practices of OTAs

• Growth in alternative accommodations

• Rise of Google in travel 

• TripAdvisor repositioning
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It all comes down to the guest experience.
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Which of the following is a big challenge for your business?

q Keeping on top of guest feedback

q Managing multiple systems and data that aren’t integrated

q Identifying and resolving guest issues in a timely manner

q All of the above

q None of the above

Use the pop-up window on your screen to respond. 

Poll 1

?
??



Keeping on Top of 
Guest Feedback
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Study: Review Volume Up 29.6% in 2017 + 20.4% in 2018

Google
37%

Booking
31%

TripAdvisor
12%

Ctrip
4%

Hotels.com
3%

Expedia
3%

Other
10%

Source: ReviewPro global 
study of 22,286 3, 4 & 5-star 
hotels, Jan 1 – Oct 31., 2018  

REVIEW MARKET SHARE 2018
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Google Review Enhancements
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Guest Feedback Channels Have Proliferated

WEB 
CHAT
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Higher Expectations of Shorter Response Times

Hubspot survey of 1,000 consumers in the  US, UK, Australia & 
Singapore (2018).
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Acting on Feedback: Systems & Processes 

1. ASSIGN

Who receives 
the feedback? 

Centralized or 
distributed?

2. PRIORITIZE

Channel: direct 
or indirect?

Arriving, in-
house or 

checked out? 

Type: positive, 
negative or 

neutral

3. FOLLOW UP

Who is 
responsible for 
taking action?

What 
procedures 
should be 
followed?

4. RESPOND

Respond or 
not?

How quickly?
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• Alerts & notifications 

• Objectives (E.g., response rates and times)

• Procedures and guidelines

• Auto-replies, templates, saved answers 

• Completion time & escalation

Automation in Operations Management



Leveraging Integrated 
Data
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Integrated Data – Online vs. Offline

Online Reputation
• Measure of reviews written by 

guests online
• Reviews usually based on ‘Top of 

Mind’ feedback
• Barometer to measure likelihood 

of guests booking your hotel
• Reviews are public and therefore 

require a response – especially 
negative reviews

• Improved online reputation can 
positively impact pricing power

Guest Satisfaction Surveys
• Hotel/group quality tool to measure 

various areas of the business
• Ability to build survey to capture 

feedback around the guest lifecycle 
in the establishment

• Actionable data that can be used to 
make improvements quickly to 
impact the guest experience

• Ability to create surveys for key 
divisions in hotel (MICE, Wedding, 
Restaurant, Spa etc…)

Semantic Analysis
• Analyse the written text of 

online reputation/surveys
• Integrated data to drive 

changes in the property
• Compare semantic analysis 

mentions with comp set
• What is trending and requires 

immediate action?



Growth in Data Drives the 
Need for Efficient Processes
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• Guests have more and more channels available to provide feedback.

• Hotels are eager to ‘get on board’ but are reluctant due to so many tools –
this is where an integrated approach makes sense.

• Adoption of a case management tool provides the ability to create rules 
based on guest feedback and ‘close the loop.’

• Distribute feedback to relevant departments to ensure that the action doesn’t 
rest with one individual alone, but improvements are made quickly across 
departments.

• Integrate feedback from guest reviews, in-stay surveys, post-stay surveys, 
MICE, messaging, etc.

More Data, More Action, Quicker Responses



In-stay Surveys vs.
Post-stay Surveys
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• Real-time data to improve 
the guest’s stay while still 
on property

• Requires discipline on 
property to respond quickly 
and efficiently

• Opportunity to create 
greater loyalty to 
establishment/group/brand

• Increase positive online 
reviews with post-stay 
surveys

Real Time Data = Real Impact on Guest Experience

A ReviewPro study found that guests who report a problem that is 
fixed while in house are 7.75% more satisfied than guests who don’t 

report a problem.

Data from a Spanish hotel group of more than 100 hotels, Jan 1  to December 31, 2018



Personalise Surveys
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• Ask questions based on the guest’s 
stay.

• Make surveys dynamic so that PMS 
data determines the survey 
questions the guest sees.

• Improve conversion and efficiency 
in data mining.

• Make the survey simple to 
complete on a mobile device.

• Make it obvious to your guest that 
you know who they are.

Don’t Audit Your Guests – Get Actionable Feedback

Did you enjoy the benefits of being a Gold 
Member of our loyalty program?

Having dined in our Brasserie 

Restaurant, how would you rate the 

experience?
As a corporate guest, how would you rate 

the room from the perspective of design 

and comfort when conducting work?

Thank you for attending an event at our 
property. How would you rate your overall 
experience?

We see that you used our spa facilities 

during your stay. Would you use them again 

if you were to return?



Using Guest Data to Drive 
Change in the Organization
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Focus on Corporate Sales

• Ensure a high level of guest 
satisfaction from key corporate 
accounts

• Import PMS data into GSS

• Create view for each company

• Sent real-time alerts to sales 
team if a guest is unsatisfied

• Resolve issues before feedback 
reaches head office and 
jeopardizes account

• Automate weekly and monthly 
reporting for specific accounts
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F&B Improvements

• Client identified through surveys that 
guests weren’t using F&B outlets 

• Created separate survey with specific 
questions about F&B

- Healthy breakfast option (Aware of it? 
How would you rate it? Would you use it?)

• Trialed new concepts, gathered 
feedback 

• Based on results, decided whether or 
not to roll out across the group
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Prioritize Improvements by Room Type/Number

• Analyze results by room type on a 
group level & by room number on a 
hotel level

• Can create cases & take action more 
quickly as they know which room the 
issue relates to

• Evaluate impact on guest satisfaction of 
new refurbishments in specific rooms 

Photo courtesy of glh
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1. Combine online & offline data to drive product, 
service and operational improvements.

2. Consider an automated case tool to drive efficiency 
and accountability in the organisation.

3. In-stay surveys are a key trend in 2019 for directly 
impacting guest satisfaction.

4. Don’t treat your guest as a number; personalise 
surveys in the same way you try to personalise their 
stay.

5. Use the data collated to prioritise improvements.

Key Takeaways
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How do your guests communicate with staff if they need something after 
check-in? (check all that apply)

q They call or come down to the front desk.

q They can send us a message by SMS or messaging app.

q We send an in-stay survey. 

q We send a post-stay survey.

q We offer a chatbot or digital voice assistant services.

Use the pop-up window on your screen to respond. 

Poll 2

?
??



Delivering Real-time 
Guest Service
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Guest Presenter

Brian Pratt
Chief Officer 
Distribution, Technology & Innovation
Corinthia Hotels
@CorinthiaHotels
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Warm Hospitality & Refined Luxury
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• Technology

• Changing cultures and 
expectations

• Connection - back to our 
roots

• What is luxury?

Delivering Real-Time Guest Service
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1. Arrival emails after check-in

2. Dedicated response team

3. Team must respond to guest concerns 
within two hours

4. If not completed in time, case is 
escalated to second team, and then to 
the general manager.

Resolving Guest Issues On Property
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• 100%  resolution rate

• 92.5% resolved within the first hour

• 2.3% increase in Service Index

• 1% increase in Global Review Index™

Results After Just Three Months
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Q&A with Our Panelists

Daniel Craig Brian Pratt Neil James

Founder
Reknown
@dcraig

VP of Global 
Customer Success 

ReviewPro
@ReviewPro

Chief Officer – Distribution, 
Technology & Innovation

Corinthia Hotels
@CorinthiaHotels
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Learn More at ReviewPro’s Resource Hub


