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Customer: MyPond Hotel

The Solution: 
Pinpoint strengths and weaknesses

The Challenges: 
Understanding the guest experience

GuestRevu’s award-winning feedback and online reputation solution,
seamlessly integrated with the Mews PMS, gives MyPond customisable
questionnaires for both hotel and restaurant guests, a consolidated
dashboard for all feedback, and insights into where to spend operational
budgets.

Situated along the Kowie River in Port Alfred, MyPond Hotel is a four-star,
27-bedroom property that doubles as the training ground for Stenden
Academy students preparing for careers in hospitality. With a culture
that balances performance and human connection, the hotel is
committed to excellence under the leadership of Executive Dean Wouter
Hensens. Though challenges have shaped their journey to becoming one
of Port Alfred’s top TripAdvisor ranked hotels, GuestRevu helps them
gather insights to deliver outstanding guest experiences.

Several years ago, MyPond Hotel faced challenges in understanding why
its breakfast service fell short of guest expectations. Executive Dean,
Wouter Hensens, recalls the frustration of not knowing whether waiting
times or food quality were the problem, which led him to personally
oversee service to ensure standards were met. At the time, feedback
relied heavily on comment cards and online reviews, a system that
General Manager, Sisonke Mapuma, found both time-consuming and
delayed in providing actionable insights.

Typing out comment cards took up to two hours a day, with further delays
caused by sending them to head office for processing, meaning issues
often went unresolved for too long. The stakes for MyPond were
particularly high, as the hotel represents Stenden Academy to parents
and prospective students. As Wouter explains, “We cannot be bad. We
just don't have that choice.”

Sisonke Mapuma,
General Manager,

MyPond Hotel

“In my first year as a
GM, I would have to
read through all the

comments on
TripAdvisor,

Booking.com and all
the other major

platforms, calculate
their scores and then

give the average.
Now everything I

need to do reporting
at MyPond is on

GuestRevu. Just one
click and I’ve saved

hours of work.
Everything is there on
your dashboard, and

it’s all so easy to
use.”

GuestRevu

Building Relationships
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Results: 
Using feedback to motivate staff
Understanding how to improve guest experiences
GuestRevu has enabled MyPond to pinpoint exactly where they
excel and where they need to improve. Wouter recalls how
breakfast, once a consistent issue, became a highlight after
acting on guest feedback. Continuous complaints about the
lack of TV channels also prompted a £3000 investment in a new
channel bundle. For Wouter, the message is simple: quality is
whatever the guest defines it to be. Analysing guest feedback
ensures decisions reflect guest expectations rather than
management assumptions.

Motivating staff through increased direct feedback
The integration with GuestRevu and Mews allows MyPond to
send automated questionnaires, increasing direct feedback
and making it easier to share with students. Sisonke explains
that most responses are positive, which boosts morale, while
constructive criticism provides valuable lessons. Students learn
that unhappy guests are inevitable, but dealing with issues
professionally is what defines success.

Engaging better with guests and increasing brand loyalty
Easier access to data has improved guest engagement and
loyalty. Wouter highlights that personal follow-ups after check-
out often encourage repeat visits. Unlike platforms such as
TripAdvisor, GuestRevu surveys create a private conversation
between guest and hotel. This encourages honesty and
consideration, helping build stronger, lasting relationships.

By using GuestRevu, MyPond has gained the tools to
continuously improve guest experiences, motivate students,
and build stronger relationships with visitors.

Sisonke found it simple to use from the start, while Wouter
values the two-way integration for driving guest loyalty. He
explains that if a guest previously complained, the team
can act immediately, such as upgrading their room or
addressing concerns on arrival.


