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Customer: MINT Hotels

The Results: 
Aligning hotel and guest communication

The Challenges: 
Finding technology that keeps up with their
innovative growth

Before a review goes public, GuestRevu alerts the team, allowing the
guest relations manager or GM to call the guest directly and clarify any
misunderstandings, which has reduced negative reviews.

The MINT Group is a self-proclaimed disruptor in the industry, currently
operating five properties with more planned. The South African group
offers over 500 rooms in the Gauteng area, from express hotels to luxury
family resorts. Their philosophy ensures quality service and value for
money at every stage of guests’ lives and careers, from budget-friendly
express hotels for early career travellers, mid-tier hotels for middle
managers, to collections and suites for top executives. All staff act as
hosts in an informal, guest-focused atmosphere.

MINT was a new brand expanding at a break-neck speed, quickly
outgrowing stagnant technologies and old-school data-entry
procedures. The group struggled to access all guest feedback
consistently, and when they did, it was a full-time job. Opening during the
Covid-19 pandemic gave MINT Hotels an edge but brought uncertainty,
building delays, and a small head office team managing 500 rooms at
90-95% occupancy. Initially, Adriaan personally handled all reviews, but
as the group grew, even a dedicated guest relations manager could not
keep up. Without concrete data, they lacked a system to fully manage the
guest experience, which was critical for brand success. Adriaan realised
that to thrive in a competitive market, they needed quality guest
feedback solutions to understand each guest experience, respond
thoughtfully, and gather actionable insights for operational decisions.
Minor discrepancies at properties would have gone unnoticed without
GuestRevu, highlighting the importance of consistent oversight.

Adriaan Liebetrau,
Head of Hospitality,

MINT Hotels

The volumes of
feedback you get are
vast, so I need to get
a summary of it on a
dashboard, where it

collects everything in
one place so I don't

have to go onto
Tripadvisor and see

what guests are
saying there,

Booking.com and
Google etc. – it's all

just here.

GuestRevu

Smart Tools, Stronger Results
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Why would you suggest GuestRevu to a
fellow hotelier? 
“Why not? At the end of the day, we all want to know how
our guests feel about us. If you want to be ahead of the
pack, the only way is to know how your guest feels about
you. But there is no way on planet Earth that you can know
what all of your guests are thinking or feeling or
experiencing if you don't have some kind of survey. With
OTAs, they are trying to be everything to everyone. Yes,
they have a survey, but I think with GuestRevu you
actually gain real feedback from your guests. If you really
cared about your guests you’d want to know what your
guests are saying about you.” 

The system has enabled the group to respond to repeat
guests in detail, implementing requests such as new
breakfast offerings or replacing pillows across properties.
Real-time feedback allows management to make quick
and effective operational decisions, track issues, and
ensure standards are met across all hotels. Customised
surveys tailored to each hotel type capture precise
feedback without burdening guests, prompting elaboration
only when satisfaction is below expectations. Free-text
responses are requested only when issues arise, providing
authentic insights. 

Detailed reporting consolidates feedback from multiple
platforms onto one dashboard, streamlining review
handling and enabling the head office to monitor all
properties efficiently. The system saves time, prevents
repeated mistakes, enhances guest satisfaction, and
informs actionable decisions, such as addressing hot water
issues at Katherine Avenue. GuestRevu’s approach ensures
meaningful engagement with guests, driving
improvements, strengthening the group’s reputation, and
supporting rapid growth while maintaining consistent
service quality and guest-focused operations.


