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As the old saying goes, ‘you can’t please 
everyone’, and this is unfortunately very 
true in the hospitality industry. When you 
have hundreds of travellers staying at 
your place over the course of a year, it’s 
almost inevitable that one or two of them 
will be unhappy with their experience 
– despite your best efforts. So, when 
this happens, what’s the best course of 
action? Tell them they’re wrong? Leave 
town and start again somewhere else? 
Radically redesign your holiday rental? 

Of course not. 
It’s all about effective 
management, and 
hopefully the following 
tips will help you 
with this aspect 
of your business. 
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Get your timing right 02

The average response time to handle a customer 
service request is 15 hours and 17 minutesi

Firstly, don’t ever ignore a bad review 
as it can appear unprofessional 
and negatively impact your future 
booking numbers.

Given that you need to respond, how 
quickly should you do so? Well, the 
simple answer is the sooner the better. 
In many cases, it may not be possible to 
respond in real-time, so at least manage 

the guest’s expectations by providing an 
automated response that clearly states 
the longest time they may have to wait. 
Ideally, aim to respond to reviews and 
feedback within 24 hours.

Tip 3: Look to respond as quickly as 
you can, and where possible, in real-time

Tip 2: Where necessary, send automated 
replies that tell guests you’ll respond to 
them within 24 hours

Tip 1: Always respond to negative feedback – 
don’t just ignore it and hope it goes away
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Faced with poor customer service, 52% of customers would write a complaint 
letter or email, 47% would never use the company again, 40% would change 
suppliers, and 16% would tell friends and colleagues not to use the businessii

As difficult as it may be, using phrases like 
‘I understand’ and ‘I appreciate your feedback’ 
help show that you are empathetic to the 
guest’s feelings.

This in turn will potentially soften their anger 
and frustration and make it easier to reach a 
happy outcome. When responding to their negative 
review or feedback, refer to specific cases and 
instances they have mentioned. For example, 

if they are talking about a leaky showerhead in your 
holiday rental, be sure to mention this specifically 
in your response. This will show that you have 
seriously taken their feedback on board and are not 
trying to ‘fob them off’ with a stock response.

Empathise and use specifics

Tip 4: Use empathetic 
statements like 
‘I understand’

Tip 5: Try to put yourself 
in their shoes and 
consider the review  
from their standpoint

Tip 6: Refer to their 
specific issues when 
responding to show that 
you have really digested 
what they said



42% of consumers complaining on social 
media expect a response within 60 minutesiii

Social media was initially a way for people 
to connect with friends and family across 
the globe.

However, more recently, the platform has become a 
way for consumers to contact and post comments 
about businesses and brands. This means that 
networks such as Twitter and Facebook have 
become forums where guests can publish negative 

reviews and feedback. Now, as the previous statistic 
shows, time is of the essence on social media.

So, if you are contacted or ‘tagged’ in a post, 
be sure to check it and respond as quickly 
as possible. If the review or feedback contains 
sensitive information, suggest calling the guest to 
reach a resolution more privately. It’s not all bad 
news though, as the next section will show.

Never forget social 04

Tip 9: Suggest calling or emailing the individual if sensitive 
information is mentioned 

Tip 7: Set up social media notifications to ensure you are 
made aware as soon as you receive a message 

Tip 8: Respond to any reviews or comments as quickly 
as possible – ideally within the hour
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Reviews received by email or telephone are sent 
on a 1-to-1 basis, however this isn’t the case with 
social media.

If a guest ‘tags’ you or adds a hashtag to their post, 
then their feedback can be seen by a multitude 
of people. Now, this may seem like a potentially 
damaging scenario, but it’s not necessarily. 
For example, instead of asking the reviewer if you 

could take the conversation offline, what if you 
publically addressed their concerns and found a 
suitable solution? What you’ve essentially done is 
advertise the quality of your customer service to 
a very large audience – for free. Not bad, right? 

Don’t miss a good opportunity
Answering a social media complaint increases customer advocacy by as much as 25%iv

Tip 10: If you receive 
feedback via social media, 
don’t be too quick to take 
the conversation offline

Tip 11: Continue to 
use the hashtags to 
make sure your posts 
still feature in the 
public conversation

Tip 12: Consider reviews 
and feedback on social 
media as an opportunity to 
impress a wider audience 
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A complaint, if successfully resolved, 
will retain the customer 70% of the timev

A negative review or feedback isn’t the end 
of the story. In fact, it’s just the beginning. 
Many people who suffer a bad customer 
experience don’t complain because they 
don’t believe anything will change.  

So, you need to show that this is not the case 
with your holiday rental, and that you care about 
your guests’ opinions. With this in mind, if you 
receive a complaint about the location of the 
bathroom cabinet for example, update the location 
and then re-photograph the room.

Now, contact the guest directly and show them 
that you have taken their feedback on board. 
Importantly, if the feedback was submitted via 
social media, be sure to share the updated room 
with everyone in the entire conversation. Not only 
does this approach rectify the original guest’s 
concerns, but shows others that you listen and are 
open to feedback.

Show improvements

Tip 13: Take feedback on 
board and identify how 
your holiday rental or 
service can be improved

Tip 14: Make the 
necessary changes and 
updates and take new 
photographic evidence 
where appropriate

Tip 15: Contact the 
original reviewer and 
show that you have 
listened and reacted 
to their feedback
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ihttp://www.superoffice.com/blog/customer-service-benchmark-report/
iihttps://www.callcentrehelper.com/10-powerful-statistics-that-prove-the-customer-is-still-always-right-95145.htm
iiihttp://www.convinceandconvert.com/social-media-research/42-percent-of-consumers-complaining-in-social-media-expect-60-minute-response-time/
ivhttp://www.conversocial.com/blog/the-7-most-important-customer-service-stats-for-2017
vhttps://www.getfivestars.com/blog/5-good-things-customer-complaint/

At Booking.com, we care about the success of our partners’ holiday rentals just as much as they do, 
which is why we offer a variety of ongoing hints, tips, and helpful advice. 

But that’s not all. With our unique self-service model, you remain in full control - setting prices and managing 
availability using our hassle-free online system. There’s no registration fees or charges and you’ll have 24/7 
dedicated support. To make sure your holiday rental is promoted to the biggest possible audience, we’ll also 
translate your rental details into more than 40 languages.

So, if you’re ready to open your place to the world in a hassle-free way…

Register your holiday rental now

https://join.booking.com/?aid=1303274&utm_source=RB2B&utm_medium=NPM_referral_UK&utm_campaign=NegativeReviewsCoreRegisteringUK

