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Hospitality Customers
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COVID-19 Effect on Hospitality 

Cancelled bookings
Å Shelter-in-place restrictions

Å Large in-person event restrictions

Å Business travel reductions

Å Consumer sentiment

Å Job losses

Resulting in
Å 25-50% occupation rates

Å Cost cuts in staff or services offered

Å Higher costs for safety measures

Å Lower prices

Å Increased interest in semi-local travel:

70% of hotel searches are for destinations within 

a 500-mile radius (Sojern)

https://www.sojern.com/blog/covid-19-insights-on-travel-impact/
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Å 89% of businesses compete mainly on 

customer experience (Gartner)

Å Gaining a new customer costs 5-8x 

more than retaining existing customers
(Hotel News Now)

Å A data-driven VoC program helps 

brands deliver on guest expectations

Listening to Guest Feedback

5

https://blogs.gartner.com/jake-sorofman/gartner-surveys-confirm-customer-experience-new-battlefield/
http://www.hotelnewsnow.com/Articles/11472/10-tips-for-retaining-loyal-guests
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HOW TO GATHER AND PREPARE 

DATA FOR A VOC PROGRAM
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ÅWho will be responsible?

ÅBeware bias!

ÅDepartments will want to protect their self-interests
Å Marketingïmainly concerned with brand perception

Å Salesïwill only address what drive conversion

Å Operationsïfocused on actionable items, not brand or sales

Identify Responsibility for Guest Feedback
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Who is responsible for managing customer feedback in your organization?

ÇMarketing

ÇSales

ÇOperations

ÇCustomer Experience

ÇOther

Poll Question
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Choose a good, specific question:

Å ñWhat are the top concerns and expectations of my customers?ò

Å ñWhat changes should we make to our hotel rooms next quarter?ò

Å ñWhat do my guests think about the bathrooms?ò

If you donôt know, try starting with something broad:

Å ñThis location seems to be underperforming. 

Can we see the comments from customers who

went there during the past year?ò

Å But, make sure to define the time period

But, NOT too broad!

Å ñWhatôs in my reviews?ò is ambiguous

What info would help improve your products and services?

Identify a Question
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Gather and Prepare Data

Å Surveys

Å Social media

Å Chat conversations

Å Emails

Å Call transcripts

Å Online reviews eg. Facebook, Yelp, 

Trip Advisor

Å Complaints

Å Market Research
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Select the source that is best suited to 

answer your question. You donôt want to 

gather the wrong data!

Eg:

ÅTwitter mentions for brand reputation

ÅCustomer satisfaction survey 

responses and online reviews for 

questions about product
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ÅIn-house analysis
Å Survey tools such as Monkeylearn or Typeform

Å Social media content scraping or third party aggregators

Å Natural Language Processing analytics tools

Å Visualization and Reporting

ÅPlatform solution

ÅOutsource to a provider

Choose Your Tools
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Are you using in house data analysts or out-sourcing?

Ç In-house

ÇOut-sourced

Poll Question
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Check your data for common problems:

ÅWrong language

ÅAdvertisements
Å Exclude your own and competitor advertising

ÅIrrelevant data because the keyword(s) weren't specific enough
Å Eg. Mentions of "Paris Hilton" when searching for Hilton hotel data

ÅSpam
Å Some will endeavor to take advantage of brand names for personal gain

ÅIs the relevant meta data included? For example
Å Location

Å Date

Å Stage of the stay

Å Rm number (if you don't already know it)

Å Star rating

Prepare Your Data
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Take some time to add in some details 

about your business to the analysis tuning 

so the insights are more specific

Å Staff names

Å Menu items

Å Locations

Å Rm #

Å New or repeat customer

Å COVID-19 specific queries help quickly 

identify relevant concerns (Microsoft)

Configure the Analysis Properly
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https://www.linkedin.com/pulse/how-social-intelligence-helping-us-listen-our-customers-justin-schoen?articleId=6654481389590843392
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HOW TO PROCESS CUSTOMER 

FEEDBACK & REVIEWS USING NLP
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ÅDepending on your question, examine the repeated
Å Themes Eg.

Å Entities Eg. General Manager, 

Å Topics Eg. Staff-General, Food-Breakfast, Bathroom-Cleanliness

Å Corresponding sentiment around each. For example mentions of ñCleanlinessò over 

time.

ÅWhat is consistent over time?

ÅWhat is new in the current climate?

Analyze and Troubleshoot
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Å 50,000 Best Western 

TripAdvisor reviews of US 

locations

Å Initially impression is strongly 

positive

Å Problem areas are hidden!

Example Analysis of Best Western Guest Feedback
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Filter in on complaints and 

negative aspects of otherwise 

positive reviews

Example Analysis of Best Western Guest Feedback
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Looking closely at the topics and themes reveals the specific areas to focus on for 

the biggest impact

Guest Feedback (conôt)
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