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How does a hotel gain guest 
loyalty when there are so many 
lodging options readily available? 
In a world of seemingly endless possibilities 
when it comes to travel, it can be hard to stay 
competitive amidst numerous lodging options. 

The secret is offering an exceptional guest 
experience, but while the answer seems simple,  
it is the details contributing to guest satisfaction 
that require significant attention.

HOW TO GAIN GUEST LOYALTY



DON’T 
OVERLOOK 
STAFF FRIEND-
LINESS



Dazzle or Derail a Guest’s Experience
Like an eye catching chandelier in the lobby, each member of your staff is a fixture 

of your establishment that can either dazzle or derail a guest’s experience. In fact, 

a study from Qualtrics finds that 57% of people who asserted they had a bad 

experience at a hotel cited unfriendly employees as their reasoning. 

The professionalism and amiability 

of your staff can correlate to your 

reviews; however, this is actually  

good news because you have the 

ability to train your staff to ensure  

that guests are having positive 

interactions upon each visit.

Some Tips For Success 
 + Employees should be trained on how to interact with guests. Consider 

 specific word choice and tone when greeting patrons to ensure continuity 

 throughout your staff.  

 + Have policies in place for where and when employees can have personal 

 conversations, when employees are allowed to have their cell phones, and 

 how disagreements are resolved. 

 + Make sure your staff is knowledgeable about the property’s location so that 

 they can offer directions and recommendations when asked. 

 + Pay attention to the tone and body language of your employees. An 

 employee may be able to follow the company script precisely, but if their 

 words seem disingenuous, guests will likely feel unwelcome. 

 + Additionally, to ensure your employees are as helpful as possible, make sure 

 that each employee is well versed on how the hotel operates, so each 

 staff member can help guests even if the request is outside their realm of 

 responsibilities. 

57%  
of people who asserted they had a bad 
experience at a hotel cited unfriendly 

employees as their reasoning
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ANTICIPATE 
THE NEEDS & 
DESIRES OF 
GUESTS



Attentiveness is Key 
Friendliness is Hotel 101. After mastering this concept, set your eyes on 

attentiveness. Anticipate your guests’ needs. Carmine Gallo, author of The Apple 

Experience; Secrets To Building Insanely Great Customer Loyalty, asserts that if 

you “delight your customers in surprising ways [...] you’ll earn their loyalty.” While 

it’s nearly impossible to control your guest’s entire trip experience outside the 

property, there are numerous ways hoteliers can attempt to anticipate the needs 

and desires of their guests.

Who is Your Customer?
First and foremost, to anticipate your guests’ needs, you need to know WHO your 

targeted customer is. One starting point would be, does your hotel primarily cater 

to one demographic? 

 + Business Travelers? 

 + Vacationers?

 + Millennials?

 + Young Families?

Once you are aware of whom you serve, you will be better equipped to meet 

both expressed and unexpressed needs. If your hotel has a high volume of guests 

conducting business in your area, anticipate what personal touches you can  

put on their stay. 4
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What Kind of Personal Touches? 
If you have a guest traveling with a pet, could you recommend a local dog park? 

If you see a large number of families staying at your hotel for vacationing, what 

special items could you have on hand for small children? Consider items such as 

water toys or floats if your hotel has a pool or is located near the water. If you have 

a workout facility on your grounds, consider complimentary  

cold bottled water upon entry. These little touches 

will go a long way. 

 
Evaluate The Service 
Guests Experience
Evaluate the services that your guests 

experience at your valet, bars, and 

restaurants. If your hotel offers any 

type of transportation, consider ways 

the travel experience might be made  

more enjoyable and less stressful. 

As a staff, brainstorm the different items a guest  

might forget while packing and have those readily available. Think about not 

just necessities like toothbrushes and contact cases, but also luxury items that, if 

provided, could easily impact a guest’s experience.
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Go a Step Further
Go one step further in demonstrating attentive behavior by offering rich 

experiences for your guests through your hotel. Create partnerships with local 

companies offering events, excursions, and performances, and allow guests to 

charge it to their bill. 

Additionally, provide opportunities for cultural immersion. Make your guests’ 

experiences seamless by offering transportation to and from events. This will 

allow them to focus on their excursion without worrying about navigating foreign 

surroundings.

Online Reviews & Surveys
If you are struggling with where your hotel should begin accommodating guests, 

read online reviews of your hotel. Choose reviews that contain criticism and discuss 

with your staff what measures can be taken to ensure 

these problems do not arise again. Offer constructive 

criticism and be sure not to publicly single out any 

employees.  

Additionally, select positive reviews to share with 

staff to boost morale. Reward your staff when they 

get an outstanding review to encourage continued 

professionalism, friendliness, and attentiveness. 

Another way to get feedback on your staff’s service 

is to survey your guests. Offering a survey upon 

checkout is great for getting a guest’s perception of 

their overall experience, but for more specific feedback, offer feedback forms in 

the hotel rooms, lobby, bar, restaurants etc., so that if a guest does have a specific 

praise or complaint on their mind, they can submit feedback with keen specificity 

while the details are current. Beyond traditional surveys at the checkout desk, offer 

mobile friendly surveys as well. For example, OpenKey’s mobile key  

app automatically requests feedback when the key expires upon checkout.
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CLEANLINESS 
COMES 
FIRST



Another consideration when trying to cultivate an enjoyable guest experience is 

cleanliness. Research done by Hotelschool The Hague indicates that “70% of hotel 

guests say that cleanliness is the most influential factor when recommending a 

hotel to others.”[2] 

Given that referrals are a consistent and reliable way to 
drive more business, pay attention to the following:

+ Housekeeping must focus on the entire property as well as the guest rooms.

+ The lobby is where first impressions are made, so be vigilant in keeping it

pristine.

+ Consider not only cleaning and tidying but also general cosmetic upkeep.

Worn chairs and chipped paint will contribute to a guest’s perception that

your hotel is not clean.

+ Ensure that amenities like pools, workout facilities, and business centers are

cleaned and maintained.

70% of hotel guests say that cleanliness 
is the most influential factor when 
recommending a hotel to others. “
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DESIGN  
DEFINES A  
HOTEL’S 
BRAND



The cherry on top of any hotel stay is sophisticated design. The design of your 

hotel is what is going to define your hotel, and encourage brand recall when 

patrons are making travel plans. 

Be intentional in the ambiance you 
want to create for your guests 

Consider how you want them to feel while they stay at your hotel. Then consider 

how your lobby can set the tone to achieve this effect. Management and design 

teams must pay attention to several facets when conceptualizing their property 

aesthetic.

Given that your check-in area is the first place guests will go upon arrival, it should 

be eye catching. Based on your design aesthetic (whether it be modern, rustic, 

or chic) your check-in lobby should naturally draw the eye. Choose materials, and 

fixtures reflective of your overall scheme.

Your check-in lobby should 
naturally draw attention

Provide seating that is functional but also aesthetically pleasing. Consider how 

you might arrange the furniture to encourage guests to linger and converse. This 

ensures that every facet of your hotel is relaxing and welcoming.

Lighting is one of the main contributors to ambiance. Consider fixtures that are 

functional and reflective of your desired aesthetic. If you desire that the ambiance 

for your boutique hotel be warm and intimate, soft lighting is the way to go; 

however, if you are the owner of a waterfront beach resort known for its outdoor 

amenities, it is likely that the atmosphere you will want to create is bright and lively. 

You will look for ways to capitalize on the natural light around you  

through uncurtained windows and bright lightning. 
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Every area of your hotel presents an opportunity for a social media moment, so 

design your property accordingly. Guest’s friends and families will see these photos 

and videos of your hotel, resulting in free and exponential exposure of your brand.

You want places in your hotel that 
are so captivatingly beautiful 

that guests can’t help but snap 
a picture in front of them.

11

Exquisitely styled decor is the component that will ultimately help you achieve 

the effect of a well designed space. Consider art that is not only reflective of your 

design scheme but also local. This will add an element of authenticity and intrigue 

to your hotel. 

Also consider green initiatives as you make selections for your hotel. Natural 

building materials and decor elements from companies who have a “reputation 

for environmental stewardship” will go a long way with Millennials who value 

sustainable products.[3]

As you are styling the property, pay attention to locations that are worthy of social 

media posts. You want places in your hotel that are so captivatingly beautiful that 

guests can’t help but snap a picture in front of them. Hotelier Magazine quotes 

Studio 11 Design principal Kellie Sirna, “After every [design] project, we monitor 

social-media posts created by guests to see what design elements are most 

photographed.”[4] Millennials & Gen Zs are even more likely to share moments from 

their trip to social media, and their hotel stay is no different. 



OFFER 
INNOVATIVE 
TECHNOLOGY 
FOR GUESTS (& EMPLOYEES)
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Guests Are More Digitally Savvy
Guests are becoming more and more digitally savvy, so what was once easy 

and efficient ten years ago is now tired and antiquated in the light of smart 

technologies. Embracing mobile technology for your hotel’s needs will help to make 

guest frustration obsolete and encourage customer loyalty.

The biggest takeaway from JD Power’s North America Hotel Guest Satisfaction 

Index Study is that hotels must pay more attention to mobile. Their study found 

that guests who book through an OTA are more likely to have a problem during 

their stay and they tend to be less satisfied with their experience overall.

Guests who book through an OTA are more likely to have a 
problem during their stay

Take connectivity one step further by creating your own app for your hotel. Virgin 

Hotel has pioneered this technology offering “a seamless and customized stay by 

transforming [their guest’s] digital ecosystem into a personal hotel assistant by 

fulfilling requests for services and amenities, functioning as the room thermostat, 

streaming personal content and more.”[5] 

Through your app, offer a loyalty program that rewards guests for patronage. 

Research shows that loyalty programs lead to direct bookings: “Hotel loyalty 

members were more likely to book direct with a hotel or on a loyalty member site 

than non-members (75 percent to 47 percent), and they also have higher levels of 

guest satisfaction.”[6] 
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Engage Your Customers Through Social Media
Engage your customers through social media. RateGain asserts that there are “2.3 

billion active users on social media” and “91 percent of retail brands actively use 

two or more social media networks for their business.”[7] Ensure your property is 

easy to find on Instagram, Facebook, and other social media channels so guests 

can easily tag your property. Have at least one employee monitor your pages for 

any interactions or feedback so that you can reply promptly. 

As discussed previously, designing “social media worthy” areas and experiences 

within your hotel will entice guests to share photos and videos of your property. It’s 

no secret social media users love to share pictures of a beautiful looking meal, so 

added effort towards presentation, even in the hotel restaurant, is key. If you have 

a spa, you could offer a fruit tray and juice in the waiting room for some added 

aesthetic. It will be well worth it when guest’s friends and family long to stay at 

your hotel next!
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Loyalty Programs & Mobile Key
Loyalty programs also give you the ability to collect data on past behavior and use 

it to make suggestions for your guests during future stays.  

Additionally through your app, provide special offers and news about your hotel, 

allow potential guests to book rooms directly through the app, notify them 

about upcoming events, and integrate  

messaging functionality. 

Furthermore, utilize a company like 

OpenKey to enhance guest experience 

by offering mobile key and mobile 

check-in. Especially since 60% of guests 

are more likely to choose a hotel that 

allows them to access rooms with their 

smartphone. 

You can use OpenKey’s SDK to integrate 

this functionality into your existing app 

or utilize their white label app if you 

don’t already have a mobile app. Making 

your app a one stop hub for everything your hotel has to offer will contribute to the 

attentiveness of your hotel and increase guest satisfaction. 

We’ve found that when you notify guests that their room is ready and they can skip 

the front desk, front desk traffic decreases by approximately 20%. This has a direct 

impact on guest satisfaction. Cornell University’s Center for Hospitality Research 

found that as soon as US hotel guests have to wait 5 minutes at the front desk to 

check-in, guest satisfaction levels drop by 50%. [10] To prevent dissatisfaction and 

decrease front desk traffic, hotels must offer mobile or online check-in capabilities 

through a solution like OpenKey. Guests are more than ready for a mobile check-in 

option, as a study by MCD Partners found 73% of travelers said they would be likely 

to use mobile technology for automated check-in to bypass the front desk. [11]

          60% of guests are
more likely to choose a hotel 
that allows them to access 
rooms with their smartphone“
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REQUEST OPENKEY DEMO

Mobile Keyless Entry
Enable guests to have access to their rooms through their mobile device and 

decrease their chance of being locked out of their room. Guests are more likely to 

keep up with their cell phones than their plastic hotel keys, and thus decreasing 

potential frustration. 

Also, mobile keys are actually safer than traditional room keys. Not only do guests 

have the password protection capabilities standard on their phones, companies 

like OpenKey also utilize “128-bit encryption to jumble any information transferred 

between your guests’ phones and their assigned door locks” [8] making mobile 

keys the new industry standard.

Consider Utilizing  Messaging Apps
Since the inception of text messaging, people have become increasingly reliant on 

this form of communication.  

In many cases a text message is less awkward than a face to face conversation 

which will increase the likelihood of transparency on the part of your guest which 

allows your staff to serve them better.

https://www.openkey.co/blog/are-bluetooth-locks-safe-for-your-hotel
https://www.openkey.co/demo?__hssc=8715370.4.1480327938870&__hstc=8715370.c86caf85f86949d1bd57cf6e5a2bee3e.1477682658835.1480085822256.1480327938870.15&__hsfp=203169293&hsCtaTracking=75784c8a-167d-4a89-9530-bbfb47f3b87b%7Ca637e03b-a461-4fe1-83be-451fe76f5d2e
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Technology Updates to Streamline Guest Experience
As you are thinking about providing better service via technology upgrades, 

integrate a next generation property management system. Implementing a 

sophisticated system will also increase your cybersecurity resulting in your guests 

feeling secure while staying at your hotel. 

Additionally, eHotelier asserts that any property management system worth its 

salt should “streamline routine tasks like guest check-in and check-out, guest 

information lookup and guest access control,” and “at a minimum, facilitate 

housekeeping assignment, control group room block allocations, automate room 

and tax posting and other night audit processing.”[9] 

Furthermore, eHotelier also encourages implementation of a sophisticated system 

that is able to “capture and store guest preferences and transaction histories 

across all parts of the organization, including restaurants, spas and recreational 

facilities.”[9] 

Being able to familiarize your staff with guest preferences will allow them to 

anticipate guests’ unexpressed needs and increase attentiveness leading to guest 

satisfaction. You can offer loyal guests rewards or free experiences based on their 

past purchase behavior.

Exceptional Guest Experience for Years to Come
You’ve heard it said that “the devil is in the details,” and this is true, but what 

can also be found in the details are the keys to unlocking customer satisfaction. 

Evaluating and modifying current approaches to customer service and embracing 

innovative ways to be attentive to guest needs will ultimately result in a property 

that guests want to return to for years to come.
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