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4 Ways that feedback
can get your
oriorities straight

Assignh budget where it will matter most to guest experience

We are in a situation now where, budget-wise,
we only attend to the most important things
affecting our guests.

| thought, for example, that the staff uniforms
were not as presentable as they should be.
When | got my report, however, | noticed that
| was being rated consistently high on staoff!
Knowing that staff was currently my strongest
asset meant that | could redirect the funds to
a lower rated aspect to try improve that area
instead.

You know where to spend your budgets, you
know where to focus training, you know where to
motivate staff or where to paint.

@ Bianca Grobbelaar, General Manager, Royal Guest House

David Campbell, Operations Director, Coaching Inn Group

Use guest feedback to identify weaknesses you may not
otherwise be aware of

Guests experience your hotel in ways that you,
as a manager, may not be able to experience,
and therefore you are blindsided on certain
things.

It truly allows you to build that open bridge
between management and customers, and get
on a more personal level with the guests and
see things through their eyes rather than from a
mMmanagement standpoint.

These insights allow us to understand more of
what the customer truly wants and appreciates
in the resort. Even the smallest piece of feedback
can sometimes make a huge difference in our
customers’ overall experience.

Q Tarek Aboudib, General Manager, Sandy Beach Hotel & Resort

David Campbell, Operations Director, Coaching Inn Group

Positive criticism helps us to improve in every
department — makes us aware of issues we
werent aware of, and places our focus on it!

’ Jonel Ackermann, General Manager, Oakhurst Hotel

Marelize du Plooy, Hospitality Manager, Sanbona Wildlife Reserve

[It] assisted in identifying problem areas which
we can address.

.

Q Nicci Lotriet, Operations Manager, San Lameer

Use guest feedback to promptly correct emerging problems

Kevin Charity, CEO, Coaching Inn Group

It has definitely simplified that path for me as a
manager, allowing me to act promptly to any
unsatisfied customer and any problem that |
mMay have missed out on.

0 Tarek Aboudib, General Manager, Sandy Beach Hotel & Resort

Bianca Grobbelaar, General Manager, Royal Guest House

It enables us to ensure our guests are having

a good time and that there are no potential
problems looming. If there are, we can address
them.

@ Charlene Watson, Marketing Manager, Sibuya Game Reserve

Adam Charity, Group Operations Manager, Coaching Inn Group

Use guest feedback to help manage, motivate and train staff

It's very helpful for internal control, as we use the
private and detailed feedback that we get from
our guests to highlight to staff the areas where
they're doing well, and areas that they need to
improve on.

@ Nick Fox, Owner, Sibuya Game Reserve

Adam Charity, Group Operations Manager, Coaching Inn Group

This [guest feedback] tool has been even more
useful in the last few weeks as we took our
annual holiday.

We were able to send out the questionnaire after
we returned and get feedback on our temporary
nManagers.

ﬁ Jonathan Kaye, Operations Director, Cedar Manor Hotel

Sarah Swanepoel, Owner, Dune Ridge

Reviews often mention the names of the staff
who performed well, and have become an
excellent tool for me to use to further motivate
them. We use GuestRevu to remain aware of
everything that happens at the Lodge - it is one
of the best things we ever introduced.

@ Andries van Schalkwyk, Managing Director, Buffelsdrift Game Lodge

Adam Charity, Group Operations Manager, Coaching Inn Group
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