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Understanding guest expectations

Customer: Murrayshall Country House Hotel

With a brand presence spanning three centuries, Murrayshall Country
House Hotel and Golf Club has a rich history, but management is focused
on the future. Following major renovations, General Manager Kevin
Keenan explains that the hotel will be restored to the high standard
modern guests expect. Concerned about guest satisfaction and online
reviews, management turned to GuestRevu. The platform provides the
feedback and insights needed to make informed operational decisions
and offers the tools to motivate staff, ensuring that guests consistently
enjoy the quality experience that Murrayshall promises.

The Challenges:
Outdated feedback methods

Kevin Keenan admits that Murrayshall’s feedback process before
GuestRevu was outdated. The hotel relied on pen and paper comment
cards and physical questionnaires, which were no longer practical. While
these methods provided a general sense of guest satisfaction, they
lacked the detail needed to make informed business decisions.
Management was also hesitant to encourage guests to leave online
reviews, concerned about lower ratings in areas needing updates after
renovations. Teams were reactive, checking portals like TripAdvisor,
Booking.com and Expedia for feedback, but without a clear
understanding of what guests truly valued.

The limited feedback made it difficult to identify areas for improvement
or track trends. It also hindered staff motivation, as management could
not easily recognise exceptional performance or pinpoint training needs.
Without accurate guest insights, maintaining high service standards was
a challenge. GuestRevu later offered the tools to collect consistent,
actionable feedback, enabling better operational decisions and helping
staff stay motivated to deliver an excellent guest experience.

The Solutions:
A simple online reputation management solution

GuestRevu provides Murrayshall Country House Hotel and Golf Club
with a simple, efficient way to gather and manage guest feedback.

GuestRevu has given
the team a sense of
ownership. They are

now actively
monitoring the
feedback, and
reacting to it before |
even have to ask.It
has been a source of
pride when guests
have left particularly
positive feedback as
this is regularly

shared with the team.
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Thanks to its easy-to-use software and excellent customer
support, the team can collect the insights they need to
understand and meet guest expectations, monitor trends,
motivate staff, and address training needs. The platform
helps management focus their efforts, make informed
operational decisions, and achieve improved TripAdvisor
results. With the two-way integration between GuestRevu
and Guestline’s Rezlynx PMS, surveys are automated and
information consolidated, making the collection of
invaluable guest insights seamless and effortless.

The Results:
More feedback and actionable insights

Since implementing GuestRevu, Murrayshall’'s management
have been receiving more feedback, both directly and
online, giving them detailed insights into guest experiences. . _
This helps guide operational decisions, motivate staff, and ULl : [
build confidence in the property and the service offered. o

- Seeing and tracking more feedback — The consolidated i ' a N
dashboard combines survey responses and online reviews, Il ' ‘f‘ ‘ -||5 g
allowing management to monitor feedback more b e
effectively. Response rates have increased significantly,

saving time previously spent correlating hard copy -
questionnaires.

- Confidence from online reviews — TripAdvisor integration
has improved overall ratings and generated 358% more
reviews. Management have realised that guest perceptions
often differ from their own assumptions.

« Drilling down into insights — Detailed survey questions S
allow management to pinpoint areas for improvement,

identify trends, and focus training and departmental efforts

more effectively.

- Encouraging friendly competition — Access to feedback iy o g
motivates staff internally and externally, recognising

individual efforts and benchmarking against competitors to

drive better performance.
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