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coaching inn group increases tripadvisor 
ratings and reviews 

customer: coaching inn group
The Coaching Inn Group is an award-winning operator of coaching inns in the UK, 

offering seven individually styled hotels to its guests. Its aim to be the best independent 

operator of regional hotels in the country is no idle threat as the group continues to 

grow year on year. 

Aware of the need to manage its guest feedback, the Coaching Inn Group took on a 

2-hotel pilot with GuestRevu. With overwhelmingly positive feedback and analytics from 

the pilot properties, the Coaching Inn Group made the decision to promote GuestRevu 

to its entire portfolio.

“I was unsure of the 

extra cost to start, but 

once we saw the clear 

information provided 

and the amount of 

responses we were 

getting from the trial, 

then to roll it out [to the 

rest of the group] was 

a simple decision.”

the challenges: reviews mean business
With only comment cards to collect their guest feedback, the Coaching Inn Group 

was aware of the need to be more proactive in their approach. Their main goal 

centered around a consolidated guest feedback management system. Wanting to 

create a seamless experience for hotel guests and to nurture their online reputation, 

GuestRevu’s TripAdvisor integration to their customer questionnaires was a perfect fit.

the results: tripadvisor reviews boom

Kevin Charity, CEO

Coaching Inn Group

success story: coaching inn group

The results were immediate and impressive. Since implementing GuestRevu, the 

number of guests giving feedback increased exponentially and the TripAdvisor 

integration resulted in an increase of more than 300% in the number of reviews 

published on the site in the first three months. The reviews driven by GuestRevu 

contributed nearly 60% of the total reviews published. While the rankings of the pilot 

properties were already strong, the quantity, quality and frequency of their reviews 

translated into an improvement in their overall ranking.
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bonus: the group’s management teams are more agile and 
analytical with guestrevu  
The number one source of guest feedback, the GuestRevu reports have become a 

standard in monthly performance reviews as the management teams rely on them for 

operational insights as well as for managing guest sentiment across their properties. 

Besides the added TripAdvisor success, Mat stressed the impact using GuestRevu has 

had from its staff to a group management level. Having an online dashboard means that 

they have a clear picture of what their guests are saying in a simple and measurable 

way. The real-time notifications mean that guests comments (both good and bad) are 

dealt with immediately and the group have been able to create accurate guest profiles 

of customers staying at their different hotels. 

“It’s all very tailored to how our business works,” said Mat. Having the ability to ask 

the questions they want answers to, not those dictated by OTAs and review sites, has 

allowed them to tackle specific and relevant areas.

In just four 

months, the White 

Hart Royal’s 

average rating 

on TripAdvisor 

moved from 4.0 

to 4.43 and The 

Talbot move from 

their rating of 4.13 

to 4.29.

GuestRevu is a natural add on to our site business 
meetings. We can also see repeating issues and 

therefore are able to deal with them faster. 
- Kevin Charity, CEO.

“
”

bonus: online reputation and new challenges
Mat Charity, the group’s General Manager, said they recognised the need to take guest 

feedback and it’s impact on their business more seriously, and GuestRevu provided just 

the solution. “Before, if you upset a customer, they would just tell a friend. Now, if you 

upset a customer, they will put it up on facebook and put it up on Tripadvisor and the 

exposure is so vast that I think a hotel not taking it seriously, is really at risk of having 

their brand damaged,” said Mat. 

While improving their TripAdvisor ranking was not the primary driving force behind using 

GuestRevu, Mat quickly became aware of the impact the integration was having on 

their online reputation. While many hoteliers are reserved when it comes to proactively 

encouraging guests to post their comments onto review sites such as TripAdvisor, The 

Coaching Inn Group see it as creating a sense of transparency and use it as a marketing 

tool for their hotels. “In terms of our TripAdvisor score, as a group we embrace it, and 

see it as a good marketing tool”.  

The growing influence online reviews are having on buyer decisions can no longer 

be ignored. While Mat agrees that it is sometimes scary offering guests a chance to 

directly share their comments in TripAdvisor (whether good or bad), he stresses that 

the positives out-weigh any negative outcomes. “You can’t please everyone I know, but 

we’re going to try our best to please as many people as we can and encourage them to 

shout about it,” said Mat.

success story: coaching inn group


