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Reviews And How to Approach Them 

 

Your 5* star review starts long before your guests even book with you, 

not as they’re walking out the door! 

First impressions really do count. 

Studies show that judgements are made within the first 3 seconds, and 

that happens online as well as offline. 

The tone of your online presence, your posts and your comments all count 

as social collateral towards potential guests forming their own opinion of 

you. 

And opinions differ from person to person.  Don’t get caught up in them 

What you need to focus on is YOU 

And by taking a stand for your values, what you believe in and what you 

expect will set the tone for your next 5* review 

So let’s start at the beginning 

Increasingly, guests find us on social media first, be that by 

recommendation from a friend, something you posted in a group or on 

your timeline, or something more vague like a mention in a magazine  

Then they go and research your reviews 

Lastly, they visit your website  

Let’s take the analogy of how we buy other things 

The way I buy books (and I buy a lot of them!) is this.. 

I go onto social media to see what my networks are talking about 

Someone posts that they’ve just finished reading X book and they loved 

it.  Others comment they loved it too 
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I go to Amazon to see what the book is about. 

Then I look at the reviews to find out what people I don’t know say about 

it 

Then I go to the author’s website, if they have one, and I try to buy it. 

If all else fails, I buy from Amazon 

That’s my process 

What’s yours? 

Many people nowadays buy products and services increasingly via 

recommendations, and then coupled with their own research 

Advertising plays a very small part in it, unless I can verify the 

product/service through what others have said – reviews 

People come to me for coaching and mentoring increasingly through what 

they’ve read or watched online first, then they come looking for me 

personally 

It takes a long time to build up a reputation, but only a few seconds to 

destroy it, and we’ll come to how to deal with negative reviews in a 

minute 

But let’s focus on how to garner those all important 5* reviews so that 

more and more potential guests, find you, find out about you and book 

with you        

Let’s break this down in 3 phases 

• The “before the booking” stage to build trust with guests 

• The “post booking, pre arrival” stage to build confidence with guests 

• The “post departure” stage to invite guests to reciprocate 

 

The “Before the Booking” stage 

Someone has seen something about you online, and is interested, so now 

they’re researching 

Everything you do and say on social media is a reflection of your brand 

So how do you look and sound to a complete stranger? 

Is your brand image, message and feel consistent across all platforms? 
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Can I read/watch content about you and what you offer online, before I 

find your website? 

What will I find on your personal Facebook profile? 

What do you say on social media that could be best said offline, so your 

brand remains intact? 

Is your message clear on WHO you want to welcome and WHY they would 

choose you? 

Do you look and sound authentic and real? 

Can I easily find links to your website from social media? 

 

If you can answer yes to most of those questions, let’s move on to how 

you interact in groups, mainly on Facebook 

Are you coming from a place of service or are you trying to sell? 

Do you add value to conversations or defend yourself and your views? 

Do you ask questions to seek to understand? 

Do you interact at all in groups on Facebook? 

 

Once they like what they see on social media, they’ll want to see what 

others have said about you by looking for your reviews 

I know a lot of owners prefer Google Reviews, but honestly in my 

experience, Trip Advisor is still the best review site in the world, despite 

all the changes they’ve made to try to monetise their site.  If we just 

focus on reviews, we’ll be using the site well 

If your past reviews are a mixture of good and not so good, let’s look at 

how you’ve handled them 

All reviews need to be responded to, acknowledged and thanked.  People 

have spent their precious time writing about you, the least we can do is to 

thank them, whatever they’ve said 

In terms of the good reviews it’s always a good idea to mention the little 

things that made them the perfect guests, how you helped them in some 

way to have a unique experience, as well as of course, to thank them. 
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For the less than good reviews, take the time to respond, especially if 

what they’ve written fires you up emotionally.  You don’t want to respond 

from a negative emotional state 

Wait until the emotional charge has subsided, then write our your review 

in a Word doc before, so you can get it right before posting it and to 

check for “victim-speak” 

Keep in mind, that when you respond to any review, good or not so good, 

your response is for OTHERS to read, not just the person who wrote the 

review, so don’t be emotional 

 

Here’s an example: 

Review: 

The breakfast menu was excellent as was the food. But why did all guests have to sit at the same 

table? I don't need to have a conversation with strangers over the marmalade. 

Response: 

It's such a shame, with so much information available, via our website and review sites about what 

we offer, if you had asked or we had known we could have arranged a private breakfast sitting for 

you as we have with other guests. Or, as is sometimes the case we could have recommended 

somewhere more traditional in town to stay that may have been more your style. 

Here’s another example: 

Review: 

Wasn't happy about the communal breakfast (all guests on same large table) as we like privacy first 

thing so we skipped breakfast. Needs a few tweaks but if you're really just looking for a bed for the 

night with no frills and don't mind paying over £100 a night then give it a go...we'll look elsewhere 

next time 

Response 

Many thanks for taking the time to review us and we're glad that you appreciated the warm 

welcome. However, it's such a shame that you managed to miss the 'frills' 

Most of our guests appreciate the Egyptian cotton bed linen, Hungarian goose down duvets and 

pillows, walk in rain showers (we replaced the bath that was in your bathroom with a shower of the 

same size which most guests prefer), underfloor heating, iPod docks, free wifi, fresh coffee and fresh 

milk (always available - the milk sachets are merely a back up). We will always bring up an ironing 

board on request, just prefer not to clog up your wardrobe with something that is rarely used. 

It's such a shame that your break didn't match your expectations - we work very hard to look after 

our guests and are obviously disappointed when people leave not having had the experience that 

the majority of our guests enjoy. 
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Here's another 

Review: 

Found a bug on one of our pillows. Website says we were to have a marble tub but it wasn't. The 

house is pretty rundown as a whole. A lot of renovation is needed. Would never come back. 

Response: 

I really appreciate your feedback. I only wish you had shared your concerns while you were here, so I 

could address them immediately so that your stay was comfortable. 

Though some innkeepers do everything themselves, I rely on outside housekeeping and laundry 

services. Up until now, I have had no reason to expect either service of the issues you have 

described. I have used both for several years with no problems. I have shown your review to both 

and will be watching them more carefully.  

I have also reworded my bathroom description to specifically refer to the floors, walls and sink as 

marble vs. saying “marble bathroom”. It honestly didn’t occur to me that someone would expect all 

of the bathroom fixtures would be made of marble. Also, in that my inn is a 123 year old historic 20 

room Victorian mansion, I do understand that those with a taste for the modern and contemporary 

may see my commitment to historic restoration and antique furnishings as “old” versus “period”, 

“historic” or “authentic”. The one exception would be the king sized brass bed with its TempurPedic 

mattress—both are new.  

So again, thank you for the feedback. Innkeepers often don’t know if there’s a problem if guests 

don’t share the information. 

And here’s another: 

Review: 

The room was clean and comfortable, but our experience was spoiled by a £20 late arrival charge 

imposed because we arrived at 9.30pm. Check out was advertised from 7.30am but breakfast didn't 

start until 8 - our request for an early breakfast was initially refused with a continental breakfast 

compromise reached when we suggested it.  

 

Response: 

Thank you for your feedback and I am sorry you feel you didn't have a great experience with us.  It is 

important to us that every single guest has an enjoyable and relaxing stay with us. 

 

To address your comments: 

 

Indeed, you arrived over 2 hours after our check-in had closed. The check in time along with other 

guest information was clearly visible at booking. I did call you an hour after the check in had closed 

to ask whether everything was OK and you said you were close. We waited for over another hour for 

you to arrive and even came out to look for you when you got lost. The late check in is something we 

do offer (only with advanced notice) for guests coming in from far away and we do charge a fee as 

we need to arrange for a member of our team to greet you. In fact, we did have a couple arriving 

that night who had pre-booked the late check in and paid the fee. It was only fair to charge you the 
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same.  

 

The breakfast times were again clearly stated on your booking page and our website. When we 

found out you needed to leave early, we had offered of our own accord to serve you a lovely 

continental spread with freshly baked pastries, cold meats and cheeses, fresh fruit and yogurts and 

freshly brewed tea and coffee ONE hour earlier than our normal service on a Saturday.  

 

Had you got in touch with us before arriving with your special requests, we would have happily 

obliged as we do with many of our guests, provided we have plenty of notice and staff on hand.  

 

To sum up, you arrived near 10pm and left at 7am the next morning so it's a pity you didn't get to 

experience the best of our area You were also quite rude throughout your stay when we only did our 

best to help you.  

 

Perhaps, next time you could choose a more suitable accommodation for your circumstances and 

budget and it's very important to read the guest information and terms and conditions of a B&B 

before committing to booking. 

 

So the formula here, is acknowledge their concerns, and thank them for 

taking the time to write the review 

Address their concerns, while writing for others to see 

Thank them again/making suggestions for having a wonderful stay, 

somewhere else! 

Now let’s move on to the “post booking, pre-arrival” stage of garnering 5* 

star reviews 

When your guests book with you, they may trust that you’re who you say 

you are, and do what you say you’ll do, but there is still a lot of 

uncertainty in their minds.  It’s your job now to put their minds at rest 

with your amazing pre-arrival communications, to a) make sure they 

understand exactly what you offer (and what you don’t offer) and to 

reassure them they’ve made a great decision in choosing you.  This will 

help you avoid cancellations too 

So make sure you have a good, solid pre-arrival email sequence in place 

to take care of everything they need to know, so that when they arrive, 

they won’t be disappointed.   

Now you’ve set yourself up for a great review, it’s time to ASK for it 

The “post departure” stage 
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While your guests are checking out, remember to let them know how 

much ALL reviews mean for your business, and how they help other 

people feel good about booking with you 

After they’ve left, send them an email reminder just to make sure they do 

it, because as we all know, life sometimes gets in the way. 

And finally, remember to screenshot those great reviews to share on 

social media, because people are looking, long before they choose to book 

      

 

 

 

 

 

 


