Customer: Pamarah Lodge

Pamarah Lodge is a family-owned guesthouse near Victoria Falls in
Zimbabwe. Managed by Phil and Morn, the lodge delivers a full-service
hospitality experience celebrating the natural beauty and cultural
heritage of its surroundings.

The lodge focuses on personalised service, catering to international
tourists seeking adventure and local travellers seeking a tranquil retreat.
Phil and Morn also connect guests with local activities and service
providers to add value to their stays. As the lodge grew in reputation,
they needed a structured approach to understanding and acting on
guest insights, which led them to GuestRevu.

The Challenges:
Understanding Guest Feedback Clearly

The team at Pamarah Lodge cared deeply about their guests, but they
sometimes found it difficult to understand exactly how guests really felt
about the experience. Complaints such as low ratings for breakfast or
vague mentions of “location” often lacked clarity, making it hard to
identify the underlying issues and implement meaningful improvements.
With most guests staying only for short periods of around 2.4 days,
problems with third party services such as transportation or activity
providers could have a serious impact on the overall experience. At the
same time, as an accommodation provider that also helped guests build
itineraries and book activities, Pamarah Lodge faced the challenge of
managing feedback not only on their own services but also on external
activities. This made the fear of negative reviews a significant concern,
particularly in the early days.

The Solution:
Customised Surveys and Centralised Reviews

Pamarah Lodge integrated GuestRevu with their Property Management

“GuestRevu has
helped us so much
over the past two
years as we see our
small business
growing — the reviews
from guests are like
gold, and most of our
bookings have been
made because of
positive reviews left
by guests”

Mornette Scott-Riddell,
Owner,
Pamarah Lodge

System. Each guest automatically received detailed, customised feedback ‘

surveys, and management could view all online reviews in one place.
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GuestRevu enabled the lodge to capture actionable insights,
addressing issues like dietary preferences or amenity
clarifications, and improving breakfast offerings and customer
service. Feedback on third-party services allowed the lodge to
quickly resolve problems with providers, ensuring high-quality
experiences.

Instead of fearing negative reviews, the team embraced them as

opportunities to improve, responding personally and
compassionately to all feedback.

¢ Improved Guest Experience: By using tailored surveys,
Pamarah Lodge gained a deeper understanding of guest
expectations and made informed decisions. Complaints
about “location” were often linked to third-party activity
providers, and by refining recommendations, guests were
better guided, resulting in higher satisfaction.
Strengthened Third-Party Relationships: The feedback loop
between Pamarah Lodge, their guests, and external service
providers ensured that providers met the lodge’s standards.
Proactive communication improved service quality,
enhancing the overall guest experience.
¢ Enhanced Reputation and Confidence in Online Feedback:
The team embraced feedback, using it to improve services
and clarify expectations publicly. Negative reviews became
opportunities for growth, and guest loyalty increased as
concerns were addressed promptly.
¢ Stronger Brand Personality and Marketing: Consistent and
engaging social media posts inspired by guest feedback
showcased the lodge’s authentic personality. Highlighting
staff and sharing light-hearted content strengthened the
brand’s presence online, attracted more followers, and made
the lodge relatable and engaging for future guests.
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