
Online reviews

Guest Relations Course



Course description

D E F I N I T I O N

P O S I T I V E  AN D  N E G AT I V E  R E V I E W S

T I P S  F O R  H AN D L I N G  R E V I E W S

E N C O U R A G I N G  G U E S T S  T O  L E AV E  A 

R E V I E W

FAK E  R E V I E W S

T R I PAD V I S O R  R E V I E W S

E X E R C I S E :  R E P LY  T O  A R E V I E W



How do hotels receive 
notifications of a service failure ?

1. Face to face

2. Comment cards

3. Surveys

4. Online reviews

Which one do you think is the best ?



Comment cards

• Old school and difficult to follow up with 

the guest who complained.

• Anonymous = can’t contact the guest.

• The hotel knows the issue and can try to 

fix it for the next guest.

• More steps, less submissions.

• Often, out of sight.
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Surveys

• The hotel knows the issue and tries to fix 

it for the next guest.

• Other guests can’t see the complaint.

• Not allowing for anonymous. 

• Often too long to fill in.
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What is an Online Review?

A review of a product or a service made 

by a consumer who has experienced a 

service, or purchased a product.
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Question for you

How quick should you respond to a negative online review ?



Positive Online Reviews

• Increasing the likelihood of guests 

choosing a specific hotel.

• Boosting guest loyalty by 73%.

• Making potential guests think that 

previous ones cared so much, that they 

took the time and wrote about it.

• Offering the hotel the possibility of 

learning a lot.

ReferenceReference

https://i.etsystatic.com/41337852/r/il/8b55e7/6085905728/il_794xN.6085905728_58b0.jpg
https://www.luxuryabode.com/blog/blogimages/luxury-our-love-21.jpg


Negative Online Reviews

• Affect the brand reputation badly. 

• Weaken the reliability of the hotel and its 

staff members. 

• Show the true face of the hotel through 

manager’s answer (a good answer can 

be beneficial).

Are all negative reviews rightful ?
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Tips for handling   
negative reviews

1. Ask for further details.

2. Be kind, helpful & understanding.

3. Do not hide the negative reviews.

4. Answer them in public.

5. Use it as an opportunity for 

development.
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https://dentistry.co.uk/app/uploads/2023/07/reviews.png
https://pbs.twimg.com/media/FG5JyvWX0AIV3Q4?format=jpg&name=large


How to encourage guests to write a review

• Ask for a review in person, upon check-out

• Email guests after their departure

• Simplify the procedure

• Offer promotional gifts



Fake reviews

Definition:

Any review submitted by someone who is 

either biased or did not have a personal 

experience with the business they are 

reviewing.

Video
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The journey of a 
Tripadvisor Review

Reference
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How to properly reply to online reviews

• Thank the guest by name (careful at spelling)

• Personalize the message

• Apologize

• Highlight the changes that will be made

• Place yourself in the guests’ shoes

• Remain professional

• Keep in mind how will your feedback influence potential future guests

• Offer compensation (Rather dangerous !)



Types of reply

• The (passive) aggressive reply

• Ignoring reply

• Copy paste answer

• Finally, a good reply



Example



The (passive) aggressive reply



Ignore the guest reply



Copy-paste reply



Finally, a good example



A good reply



Your turn



Your turn
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