B Understanding Guest Reviews in the Hotel

Industry

How to Reduce Complaints & Increase 5-Star Feedback

1. Why Reviews Matter

1.1 Impact on Business

90% of travelers read online reviews before booking.

A 1-star difference on major platforms (Booking, TripAdvisor, Google, Agoda) can mean:
* Up to 20-30% difference in occupancy
* Stronger brand reputation
* Higher ADR (Average Daily Rate)

Negative reviews travel faster than positive ones — 1 bad experience can reach hundreds of
future guests.

1.2 The Guest Review Timeline

Before stay: Expectations are shaped by website, photos, and other reviews.
During stay: Emotions and real experiences form the story.

After stay: Guests decide whether to write a review based on how they felt — not only what
they saw.

X 2. Most Common Causes of Negative Reviews

Category Typical Problems Guest Impact

Slow check-in, unfriendly staff, poor Guests feel disrespected or

Service handling of complaints .
& P ignored
Dirty rooms, unprepared rooms, missing
{2 Housekeeping  amenities Guest loses trust immediately

= Maintenance noise

Broken AC, poor Wi-Fi, plumbing issues, Guest comfort is disturbed,

frustration builds

No clear info about hotel facilities, extra

Rs Communication fees, check-out times, or transport Guests feel misled



Category Typical Problems Guest Impact
Room doesn’t match photos, overpromised

(== Unmet . Guest feels cheated, leaves
. services . .
Expectations emotional review
Guests decide to “warn others”
Problem o .
. Complaints ignored or delayed through bad reviews
Resolution

Real Examples (common review phrases):
* “The front desk didn’t care.”
* “The room was not what we expected.”
* “Wi-Fi didn’t work for two days.”
* “I waited 20 minutes to check in.”

* “They didn’t solve my problem.”

/+ 3. Root Causes Behind Negative Reviews

» Lack of staff training on service recovery

* Poor internal communication between departments
* No standard procedures for handling complaints

* Overpromising in online listings or marketing

* Delayed maintenance response

* Low guest engagement — guests don’t feel valued

v/] 4. Top Reasons for Positive Guest Reviews

Category What Guests Appreciate Why It Works

Friendly, respectful, personal

o . . ) Creates emotional connection, builds
Warm Service interactions

trust

Spotless room, fresh bathroom,

Cleanliness 16 smells First impression strongly influences

satisfaction

Fast, easy check-in/out, quick

%, Efficiency response Makes guests feel valued and

respected

AC, Wi-Fi, water pressure all
& Reliable Facilities ~ working Removes frustration points

Immediate, polite handling of
complaints Turns negative moments into positive

[2 Problem Solving stories



Category What Guests Appreciate Why It Works

Matches expectations, makes travel

Location & .. .
? Proximity to attractions, transport easy

Convenience

Welcome drink, decorations, Surprises guests, builds loyalty

5 Personal Touches small gestures

Common Phrases in Positive Reviews:
» “Staff went above and beyond.”
* “Very clean and comfortable.”
* “Check-in was so easy.”
* “They fixed my issue in minutes.”

e “I felt welcome the whole time.”

@ 5. How to Turn Problems into Positive Reviews

Step 1: Detect Problems Early

* Encourage staff to observe and act — don’t wait for guests to complain.

* Monitor Wi-Fi, AC, and room readiness daily.

* Walk the property regularly.
Step 2: Respond Immediately

* A fast reaction matters more than a perfect solution.

* Example: If AC is broken, offer an immediate room change, then fix the issue.
Step 3: Empower Your Staff

* Train staff to make small compensations without manager approval (e.g., free drink, late
checkout).

* This shows care and speeds up resolution.
Step 4: Communicate Clearly
* Always explain what’s happening and when it will be fixed.
* Guests appreciate transparency more than excuses.
Step 5: Follow Up
* After resolving an issue, check in with the guest:
* “Is everything working well now?”

* “We’re really sorry for the inconvenience.”




6. Daily Action Plan to Increase Positive Reviews

Front Desk

* Warm, personalized greeting for each guest.

* Confirm booking details clearly to avoid misunderstandings.

* Offer help proactively (taxis, directions, etc.).

* Handle complaints politely and efficiently.
Housekeeping

* Check each room before arrival for cleanliness and readiness.

* Report broken or missing items immediately.

* Leave small touches (fresh towels folded nicely, scented room).
Maintenance

* Daily check of key systems (Wi-Fi, water, AC).

* Emergency repair protocol within 30 min.

* Regular preventive maintenance to avoid breakdowns.
Management

* Monitor review platforms daily.

* Reply to negative reviews professionally and positively.

* Reward staff for positive guest mentions.

& 7. Proactive Strategies for 5-Star Reviews

* Personalization: Remember repeat guests, use their names.

* Surprise moments: Birthday cake, small thank-you notes, free water bottle on departure.
* Ask for feedback during the stay, not only at checkout.

 Staff training: Service recovery workshops every month.

* Guest communication: Provide clear, simple info at every step.

*# 8. Responding to Reviews Professionally

Negative Review Response Example:

“Dear [Name], thank you for your feedback. We are very sorry that your experience did
not meet expectations. We take your comments seriously and have already addressed
[problem]. We hope to have the chance to welcome you again and provide a much better
stay.”



Positive Review Response Example:

“Dear [Name], thank you so much for your kind words. We’re delighted to hear you
enjoyed your stay and appreciated our service. It was a pleasure to host you, and we
look forward to welcoming you again!”

Always:
* Respond within 24-48 hours
* Use guest’s name
* Address the specific issue or praise

* Remain polite and professional
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9. Key Metrics to Track

* Average review score (overall and by category)

e Number of mentions of staff, service, and cleanliness
* Response time to complaints

* Maintenance ticket resolution time

* % of guests leaving reviews vs. total stays

Tracking these helps management see where problems repeat and where strengths lie.

¥ 10. Final Takeaways

* Most negative reviews come from service inconsistency and poor communication.

* Most positive reviews come from warm service, cleanliness, and quick problem solving.
* Small details create big emotional impacts.

* A hotel that reacts fast and cares sincerely can turn a bad situation into a 5-star review.

» Consistency is more powerful than perfection.




