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Benchmark against similar properties

It opened us up to

Customer: Oceana Beach and Wildlife Reserve things like Google
Oceana Beach and Wildlife Reserve, part of the Mantis Collection in South Reviews,

Africa, offers a unique Eastern Cape experien.ce with ten‘boutique suites, Booking.com,

750 hectares of gomg reserve, and a §even kilometre prlvote beoch. Expedia, and so on.
General Manager Chris Roberts explains that the focus is on relaxation .

and core hospitality. Striving to be a top boutique hotel nationally and WhI.Ie WEWEre
internationally, the team relies on GuestRevu to collect and analyse booking on those
guest feedback, helping them enhance the overall experience. platforms, we weren't
B utilising the review
The Challenges: process within them.
Lacking a capacity for comparison And that really has
Before joining GuestRevu, Oceana Beach and Wildlife Reserve relied on a made a big dlffer?nce
direct feedback solution that proved limited in several ways. “It didn't to us, where were
have any online reputation management, and | didn't find that it collated starting to get more
all information together,” explains General Manager Chris Roberts. reviews on those
Collecting online reviews required manual administration, and OTAs, and we're

encouraging guests to leave detailed feedback was a challenge.
TripAdvisor was a priority, but generating reviews was a laborious
process. Chris emphasises that at a luxury property, even small

starting to get more

business from them

improvements in the guest experience are essential, making because there's a

comprehensive feedback vital. better review
platform and a better

Oceana also needed flexibility to ask guests about specific activities such reputation on those

as game drives, beach picnics, or spa treatments, which their previous OTAs
solution could not accommodate. Additionally, Chris wanted the ability to
benchmark Oceana against other properties locally and internationally,
including other hotels within the Mantis Collection, to assess performance
and identify opportunities for improvement. The previous system simply
did not provide this level of insight or adaptability.

The Solution:
In-depth analysis and benchmarking

A consolidated direct feedback and online reputation management Chris Roberts,
solution with in-depth analysis and benchmarking capabilities General Manager,
Oceana Beach and
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Thanks to GuestRevu’s dedicated support team, TripAdvisor
Platinum Partnership, competitor datasets, and reporting
functionality on both an individual property and a group
level, Oceana Beach and Wildlife Reserve are able to:

e Send guests fully customisable questionnaires

e Collate direct feedback and online reviews through a
single, consolidated dashboard

e Actively encourage guests to leave reviews directly from
their feedback surveys

e Benchmark themselves against local and international
properties both inside and outside of the Mantis
Collection

Oceana adopted GuestRevu three and a half years ago, and
it quickly became part of their daily routine. Staff send out
questionnaires to departing guests, while Chris uses the
consolidated dashboard and weekly reports to track
satisfaction, NPS, value for money, and performance across
service areas. By automating review collection from sites
such as TripAdvisor, Google, Facebook, Booking.com, and
Expedia, GuestRevu has saved the team valuable time and
provided a complete picture of their guest experience
without manual effort. This has also opened up new
opportunities for more reviews, particularly on OTAs,
improving both reputation and bookings.

GuestRevu has allowed Oceana to start more conversations
with guests and gather impartial feedback that goes beyond
on-site discussions. Its flexibility means questionnaires can
be customised to ask about specific experiences such as
spa treatments or game drives, while benchmarking
capabilities let Oceana compare performance against past
results, international clients, and other Mantis Collection
properties. This insight has been key in fine-tuning both
property-level operations and group-wide performance.
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