


BEFORE WE GET STARTED

You are all on mute Please use your control 
panel to ask questions 

during the webinar

This webinar will be 
posted to Revinate’s 

Help Desk
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NOTES BEFORE WE BEGIN

Anyone with Survey editing rights should go through a 
full training session. Contact training@revinate.com for 
training options or access our help desk.

When in doubt check with support@revinate.com if you 
have major changes across multiple properties.

mailto:training@revinate.com
mailto:support@revinate.com


Maximizing Surveys
from start to finish



Send guest satisfaction surveys to guests, and get the critical 
information you need to manage and improve operations.



OR





Crafting the Survey



WHO SHOULD HAVE ACCESS

Surveys Administrator

Allows users to manage 
Revinate Surveys settings



CREATING SURVEY QUESTIONS



FIXED QUESTIONS



FIXED QUESTIONS



NET PROMOTER SCORE

How likely are you to recommend us?



CALCULATING THE NPS SCORE

NPS



REPORTING ON NPS



REPORTING ON NPS



CUSTOM QUESTIONS



CONDITIONAL QUESTIONS



EXAMPLE CUSTOM QUESTIONS

Rating Question Multiple Choice Yes / No Comment Box

How would you rate the speed 
and efficiency of our staff?

How would you rate the 
knowledge of our Concierge 
services?

How was the atmosphere and 
comfort of your room?

How was the checkin/checkout 
process?

How easy was it to locate the 
hotel?  

How did you hear about us?  
(Online Review Site, Referred by 
a Friend, Travel Magazine, 
Booking Site)

Which of our hotel services did 
you use? (Laundry, Valet, 
In-Room Dining, Fitness Center, 
Business Center, N/A)

Why did you choose to book 
with us?  (Location, Value, 
Reputation, Service)

How many times have you 
traveled to the area? (First 
Time, 2 - 5 times, 6 - 10 times, 
10+)  

Did you experience exemplary 
service during your stay?

Did an attendant assist you 
with your luggage during arrival 
and departure?

Were you greeted by name 
during your stay?

Were your accommodations 
prepared in line with your 
reservation?

Was your billing information 
accurate and complete?

If any employee made your stay 
extra special please provide 
their name here.

What could we have done 
better to improve your stay?

What did we do well?

What other services or 
amenities would you like to see 
us have?
 



DELETING QUESTIONS REMINDER

Survey questions are tied to reporting. 

● Deleting a question or topic will delete if from 
current in-app reporting.

● If the question is shared across surveys deleting it 
will affect all surveys reporting.

● Download data from the question to be deleted. 

When in doubt contact support@revinate.com for any 
major changes or questions.  

mailto:support@revinate.com


POLL QUESTION

HOW MANY QUESTIONS WOULD YOU EXPECT TO SEE IN A POST STAY 
SURVEY?

● 5
● 10
● 15
● 20
● Depends on property type
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NUMBER OF SURVEY QUESTIONS BY SEGMENT



of customers said they 
would not spend more 
than three minutes filling 
in a feedback form



90 seconds
We see significant drops 
in completion rates 
globally after 2 minutes.



TIMING FOR HIGHEST COMPLETION RATES

Sending 
survey emails 
one day after 
checkout will 
net a higher 
completion 
rate than 
waiting a 
week.

1.33 days

Higher 
completion 

rate



4 TIPS FOR  INCREASING SURVEY COMPLETION

 
Aim to send your initial guest survey one day 
post-checkout

Sending a reminder email 2-3 days after the initial 

invitation to guests who haven’t yet responded to your 

survey can increase your completion by 6% points

Sending in the morning (5am-9am) can increase your 

completion by up to 10% points

For all segments, the shorter the better



Syndication



PUBLISHING SETTINGS



PUBLISHING

OR



Inspiration Research Booking

WHAT WE SEE TODAY

65% 93%



GOOGLE PUBLISHING



31.7%

29.9%

12%

GOOGLE

BOOKING.COM

TRIPADVISOR

4.6%HOTELS.COM

GLOBAL HOTEL REPUTATION: 2018 BENCHMARK REPORT

4%

3.58%

1.78%
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FACEBOOK

CTRIP

1.22%OPENTABLE

1.05%AGODA

95
MILLION REVIEWS

+8%
YEAR OVER YEAR



              of all Hotel Reviews75%
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TRIPADVISOR PUBLISHING



PUBLISHING STATS FOR REVINATE CUSTOMERS

In 2018, Revinate Survey customers 
generated roughly 51% of their TripAdvisor 
volume from survey publishing.

JAN

DEC

182k

TRIPADVISOR 
REVIEWS

93k

PUBLISHED 
SURVEYS

51%



CONSIDERATIONS FOR SYNDICATION

 
What is your current volume of unsolicited review 
content?

What is the size of your market? 

What is your current standing?

Where are your customers located?

Do you already have broader channel strategies?



Department Scores



Reporting 
Assign questions to departments so that you can report on them and track performance 
in your guest satisfaction reports 

Goal Setting 
You can set goals for departments or survey questions to be measured at the  property or 
corporate level



● Facilities
● Housekeeping
● F&B
● Friendliness Department

TIP 
To track goals and department metrics:

Create a custom widget for your dashboard 

Department



2-STEP DEPARTMENTS SCORES SET UP

Corporate administrative level 

users can set up department 

scores and assign survey 

questions to departments



STEP 1



STEP 2



STEP 2



Corporate users have the 

ability to compare 

department performance 

across properties.



Track of all your key metrics 
on one page

Combine results from reviews 
and surveys

Customize the layout to see 
only the metrics that matter to 
you

 



Segmentation
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SEND PERSONALIZED TARGETED SURVEYS FOR BETTER 

VIP/Club 
Member

OTA 
Guest

Survey Type A Survey Type B

Report on a more personalized level 

and customize surveys to guest types.
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Administrative level users with 
permissions to edit Surveys

User Management
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Segment by PMS 
fields in the 

Revinate system

**Additional fields request beyond what is provided in the platform will require re-integration at a fee 
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ASSIGN SURVEYS TO SEGMENTS

Administrative level users with 
permissions to edit Surveys

User Management
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Survey email exclusion rules
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EXCLUDING GUESTS USING SEGMENTS



POLL QUESTION

WHICH AREAS WILL YOU LOOK TO IMPROVE OR CHANGE FOR YOUR 
POST-STAY SURVEY?

● Survey length
● Sending time post check-out
● Question quality
● Syndication channel



SENDING SURVEYS IS  JUST THE FIRST STEP

Start a 
conversation

Surveys are lead-ins 

to engagement and 

an invitation to 

ongoing dialogue.

Close the loop

Take the opportunity 

to better understand 

your weaknesses and 

improve.

Get personal

Responding to survey 

feedback allows you 

to be more personal 

and specific about a 

guest’s stay, unlike a 

public review. 

Balance responses

Determine 

response based on 

NPS score.

Be mindful of 

promoters and 

detractors.



Goals
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PROPERTY LEVEL GOALS
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CORPORATE LEVEL GOALS



Questions?

Help Desk & Support 24/7
support@revinate.com

Training and Bootcamps 
training@revinate.com

Revinate Community Blog
revinate.com/blog



Thank You



The Guest Data Platform for Hoteliers


