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SERVICE IMPACTS EVERTHING  

What are guests saying about your hotel? How do they feel 

about the money they spent with you? Guest experience starts 

from the time of booking and is felt after check-out. Whether we 

like it or not, travelers now expect more, want to pay less, and 

are able to share their experiences to a wide audience in a 

matter of seconds. From social media portals, TripAdvisor, blogs, 

brand guest surveys, and word of mouth—how is your property 

rating?  

Why does this matter? Guest service experience is one way your 

hotel will be remembered. Unfortunately, people tend to 

remember the bad moments and then share those experiences 

online. So, good service is vital more often than not.  

Service at your hotel is more than just an experience—it’s a 

statement on your business. Travelers will assume that if your 

guest service is bad then your product is worse. 

Guests want to know and feel that you care. If you take care of 

guests with authenticity, empathy, and accountability, they are 

more likely to return even if things went wrong during their stay.  

Guests speaking favorably and sharing those experiences can do 

more for your property than stand-alone marketing. Direct 

feedback and testimonials show new potential guests what 

others are saying. This makes it more likely that they will choose 

your property over another even at a higher price simply because 

others say it is better. 

With so many other hotels to choose from, it’s risky not to 

provide good guest experiences. There is always another hotel 

willing to do what it takes to capture those guests from you. A 

national survey found that 78% of consumers have backed out of 

a transaction because of sub-par customer service.  
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Customer retention is huge. Loyal guests are ten times more valuable than a first timer. Finding 

new guests takes time and money. Holding onto returning guests costs considerably less than 

attracting new ones. Keeping those loyal guests will reduce your efforts in the long run. 

Service impacts everything down to the bottom line. Authentic, empathetic, and accountable 

service will ensure high guest return ratio, positive feedback, and the business of new guests. 

Strive to provide positive guest experiences that will be memorable enough for them to share 

with others and return. To read more click here https://www.entrepreneur.com/article/284280 

WORDS OF WISDOM 

We had a chance to ask Han Kim a few questions directly. Here is what he had to say: 

Q: With how things are going for ADR and OCC market trend, what are your thoughts on what to 

expect in 2020? 

A: The market is slowing down. As always we have to do better than our competitors, not the 

market. 

Q: What is one best practice tip you would share in ensuring the most profitable outcome? 

A: Be smart and rational about everything you do. Reduce waste. Efficiency is the life blood of 

business. 

Q: In your opinion what is one the most important things hotels should do be doing to ensure 

satisfactory guest experiences? 

A: Friendly empathetic staff. Some people care more than others. Make sure your hotel is clean. 

Speak up if you need capital improvements. 

 

SUMMER IS HERE 

As we roll into the heart of summer, our hotels are busier than ever and charging more money 

than we normal do. So, remember to be a true hotelier with heart—someone who takes initiative 

to try their best at each interaction. This means showing that you care while being efficient and 

quick. When something goes wrong, be genuine in your concerns and clear on the hotel’s 

accountability. Don’t be afraid to take action to correct and show our guests that we care about 

their experiences with us. Get with your team or leaders of your hotel and share ideas or 

concerns on how we can be better. Suit up and show up! BMI couldn’t be successful without its 

trusted team members. Thank you for your hard work and let’s have a fun summer! 
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