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Guest expectations in 2026

The new rules of 5-star hospitality

Guest review scores are the lifeblood of the short-term rental (STR) industry, with
positive reviews reported as the top driver of occupancy and the second largest
driver of revenue in 2025. Each interaction throughout the reservation lifecycle,
whether digital or in-person, either builds or erodes the guest sentiment that
ultimately shapes their final review.

While high scores are the most essential metric for any With Guesty users generating over 1 million 5-
rental portfolio, significantly propelling visibility on listing star reviews annually, we have a unique window
channels and directly influencing your ability to secure into what truly drives exceptional guest
bookings, one-third of operators we surveyed this year experiences, and how evolving demands are re-
noted that 5-star reviews are increasingly out of reach, shaping the 5-star standard.

with even flawless stays earning no more than 4 stars.
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8 4 o of reviews received by Guesty
/O property managers are 5-stars

The 5-star standard is a fast-moving target,

accelerated by new technological capabilities, Personalization
pandemic-driven shifts, and the rising influence of 71 % drives a
millennial and Gen Z travelers, who expect both of guests/
digital ease and hyper-personalization. Today’s travelers expect 25%
guests want to feel known and connected to their customized e
destination while er.1joying the autonomy. c?f rhersetiane ancillary revenue
contactless check-in, smart-home amenities, and

the confidence that every detail of their stay has

been thoughtfully anticipated.

This guide will help you implement the latest
industry innovations to create meaningful
moments of recognition and connection, bolstering
both your review performance and your entire

The challenge now lies in balancing sophisticated
tech stacks with emotional intelligence — to be
efficient when it matters, and human when it counts.
Top property managers are not only leveraging
automation tools to elevate the guest experience,
but are also studying each guest interaction through
advanced analytics to transform operations from

business trajectory.

reactive to predictive.
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https://www.guesty.com/blog/data-is-the-new-loyalty-how-customer-insights-drive-repeat-bookings/
https://www.guesty.com/lp/the-2025-str-pulse-report/
https://www.guesty.com/lp/the-2025-str-pulse-report/

Establishing excellence from the start

Your guests' experience starts the moment they see your listing. The ease and
clarity of your booking flow sets an immediate impression that will ripple
throughout their stay — and long after. A confusing, disjointed booking process
can immediately kill trust and positive sentiment, not to mention the obvious risk
to conversions. It's therefore vital to provide the most effortless, responsive, and
transparent reservation flow possible.

Booking flow essentials

A smooth booking experience

A smooth reservation flow has a minimum number of steps. For instance, an instant booking
policy allows guests to proceed with travel plans while the momentum is alive. Nearly equal
numbers of customers book via mobile and desktop, so it's wise to optimize your booking
engine for both. Multi-language support is just as crucial. You can prioritize translations with
traffic analytics to identify your highest-potential markets and make more strategic
implementation choices.

@ Refine the clarity of your listings

Listing transparency can proactively ease friction later in the stay. Many negative reviews
stem from misaligned expectations, which can be easily resolved with honest descriptions,
accurate photos, and clearly stated requirements and policies. If your property management
system (PMS) includes analytics tools, your review insights can help you identify and resolve
misaligned expectations with a quick update of your listing details or FAQs.

Custom offerings in the booking flow o
If your PMS includes personalization rules for your 5 5 /O

direct booking website, you can offer visitors local

services and stay enhancements directly within their of insured U.S. travelers
reservation flow, such as spa treatments, guided purchase their policy directly
tours, or culinary experiences. Offering essentials through their travel provider
such as travel insurance right within the booking or booking platform.

flow can reduce logistics on both sides and provide Business gk
guests a sense of security that could go a long way
in building positive sentiment.
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https://help.guesty.com/hc/en-gb/articles/17298869126429-Setting-a-listing-booking-policy-Request-to-book-or-instant-booking
https://www.guesty.com/features/analytics/
https://help.guesty.com/hc/en-gb/articles/9362438395165-Advanced-Website-Personalization-rules
https://www.guesty.com/features/travel-protection/
https://www.businessinsider.com/personal-finance/travel-insurance/travel-insurance-statistics

Turn inquiries into bookings

How you handle initial inquiries directly impacts conversion rates. The core
challenge lies in managing inquiry volume without your responses feeling robotic.
Automation and CRM tools can help balance efficiency with authenticity. For
instance, saved replies and automated messaging flows speed up response time,
but segmenting flows for specific guest types and channels ensures the personal
touch that engages long-lasting positive sentiment.

@ PRO TIP

Personalization means speaking their

language. Response tools like ReplyAl
Build trust at first ihClUiI‘y suggest auto-translations and tone-
appropriate replies, saving operational time
while delivering the personal recognition
that boosts booking confidence.

Touchpoint 1

A fast, warm reply to initial inquiries immediately
eases pre-booking anxiety and sets an overall
impression of professional reliability. Speed
matters, but so does substance. Acknowledge

their specific questions, reference details from ** ﬂ Rephrase

their inquiry, and make it clear a real person is Make more formal
paying attention. - Shorten it
Expand it
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https://help.guesty.com/hc/en-gb/articles/16697585390621-Using-ReplyAI-in-your-Inbox-messages

Why instant confirmation matters

An efficient booking system is the backbone of the guest experience. A reliable
channel manager will synchronize availability across all your connected channels,
preventing booking errors and enabling instant confirmation.

Over 85% of customers expect quick and proactive communication from their
service providers, so a swift confirmation message that contains all necessary
information is essential to establish credibility.

©® PRO TIP

Each reply from your guests can be
consolidated into your CRM system to
Turn confirmation into inSig ht enrich your guest profiles. An industry-
specific CRM will support
personalization at scale by unifying
information from multiple sources and
enabling segmented reports so you can
effortlessly customize communication
and refine the experience for your next
guest cycle.

Touchpoint 2

Use your confirmation messages to demonstrate
personalization and give them a taste of their upcoming
visit. Include your guests’ names, their preferred
language, and your unique branding.

This is the ideal time to gather stay-enhancing
information (for example, asking if they are traveling
with a baby or need accessibility accommodations). \

These small touches create emotional engagement,
leading to guests who not only forgive minor issues, but
also become your most enthusiastic advocates when it
comes time to leave a review.

Collect guest data across all Segment based on meaningful
touchpoints and reservations attributes (demographics,
behavior, value)

%

Refine communication, service,
and personalization for the next
guest cycle
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https://www.guesty.com/features/channel-manager/
https://blog.hubspot.com/sales/live-chat-go-to-market-flaw

The art of anticipation

Pre-arrival is when Al and predictive analysis can
truly power personalization at scale. Leading
property managers use guest data to anticipate
unstated needs and create tailored experiences

without increasing operational workload.

Al and predictive analysis are steering the
industry toward identifying meaningful patterns in
guest behavior based on demographic, travel
intent, sentiment trends, and past purchases to
match the perfect experience to each individual.

However, success hinges on data integration and
establishing a single source of truth that seamlessly
connects your CRM, communication platforms, and
reservation systems into one unified ecosystem.

of travel and hospitality decision-
76 % makers consider personalization

systems critical to their business

Forrester

(@) Guesty

Touchpoint 3

Pre-arrival communication

A golden rule of hospitality is to contact your guests 3-5 days
before check-in with practical information and personal
touches that generate anticipation. Use this touchpoint to
offer more practical upsells to enhance your guests’ stay, such
as transport assistance or other amenities based on their
profile and travel intent.

Travelers increasingly prefer unbundled services, selecting and
paying for exactly the experience they value rather than
inclusive packages. These optional enhancements boost both
anticipation for the stay and guest satisfaction long after.

GUEST EXPERIENCE GUIDE

@ PRO TIP )

This is the time to sign visitors
onto their Guest App, where they
can complete check-in, access
entry instructions, and request
amenities. By customizing the
fields of your check-in form, you
can capture specific guest data
that will enrich your analytics
reports.



https://business.adobe.com/resources/sdk/travel-and-hospitality-personalization-at-scale-report.html
https://www.guesty.com/features/guest-app/

Orchestrating the perfect arrival

A smooth arrival sets the tone for the Digital check-in tools can provide guests with all
entire stay. With 73% of modern guests the necessary access information upfront,

] — . . streamline ID verification, and enable seamless
preferring contactless check-in, adopting property access via digital room keys.

technology to reduce arrival friction is no

. . Those are just the basics. You can achieve a true
longer optional. It's expected.

5-star experience with personalized welcome
messages, thoughtful arrival packages, and
comprehensive guidebooks with local insider tips
and curated experience recommendations.

Elevating arrivals: The four-level framework

(HAVAS Ry MEMORABLE MOMENTS]

@ Personalized welcomes @ Your personal local favorites @ T e A rival note
("Welcome back, Sarah" / (the coffee shop you love, the beach
"Happy Anniversary") locals go to, restaurants worth the trip) @ Cold water or reusable bottles

(MAVAICEN THOUGHTFUL TOUCHESJ

@ Space pre-set to ~, Clean and fully stocked @ Digital guidebook with
comfortable temperature for guest count property details

(RAVA AN OPERATIONAL EXCELLENCEJ

@ WiFi credentials clearly posted @ Local emergency contacts @ Checkout expectations
(urgent care, pharmacy) stated in advance

@ Smart home instructions

V LEVEL 1 FOUNDATIONALSJ

O Seamless digital entry O 'g:iess COdis sent @ 24/7 support contact
ours ou

@ Parking instructions

@ PRO TIP _ .
% ” : A

. 7 4.5 (78,235) , 17 4.7 (582)
Guesty users can create custom guidebooks through the L ‘ : L

Guest App, complete with access details, local experiences,
insider tips, and all the information guests need for a smooth
arrival and memorable stay. For the personal touch, let guests
know the best coffee place nearby, the beach locals go to, or

restaurants that are your personal favorites. 1 ' '
.8 (1,246) ¥ 4.5 (1,446)

¥y
& avd —
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https://hospitalitytech.com/customer-engagement-study-2022?from=gate
https://www.guesty.com/features/guest-verification/
https://www.guesty.com/features/guesty-locks-manager/
https://www.guesty.com/features/guest-app/

Mastering mid-stay communication

The majority of today’s customers expect consistent support across all
communication channels. Simply repeating a request to separate team members
is frustrating enough to kill positive sentiment and damage your review scores.

©® PRO TIP

Guesty users can build operational cohesion with guest
tags, internal notes, and ticketing systems, forming an
institutional memory of preferences and special needs
across all communication channels. You can also identify
response lags through the ‘communication’ tab in
Advanced Analytics, which will present the average
response time per team member.

~

Proactive service recovery

For growing operations, automated tools
can provide instant acknowledgment for
maintenance and amenity requests during
the stay. However, human communication
delivers a sense of care that technology
simply cannot replicate. The human touch
builds trust and rapport that translates
directly to better reviews, while effective
service recovery conversations can salvage
guest confidence and future bookings.

A single message can solve a very real pain point reported by guests: not knowing
how to report a maintenance issue. Send a brief reminder early in their stay, clearly
outlining how to reach out and assuring them of a human response.

(@) Guesty

Touchpoint 4

From maintenance issue to loyalty

When maintenance issues arise, as they inevitably will,
your response system should immediately acknowledge
their concerns, express gratitude for bringing this to
your attention, and trigger the appropriate internal
workflow. Handle off-hours maintenance requests by
automating an instant response, letting them know a
team member will personally be in touch as soon as
possible.

The ability to gracefully handle feedback not only
mitigates negative reviews but can actually improve
guest sentiment.

©® PRO TIP )

Setting up your Guest Communication
Service will ensure prompt,
professional, and human assistance
immediately, no matter the hour.
Guesty users can also save hours with
ReplyAl, which will analyze the
emotional undertones of your guest
communication to offer context-
sensitive responses you can easily
customize. Alternatively, build a library
of saved replies that can be deployed
swiftly through your unified inbox.
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https://www.salesforce.com/small-business/what-are-customer-expectations/
https://www.guesty.com/features/analytics/
https://www.guesty.com/features/guest-communication-management/
https://www.guesty.com/features/guest-communication-management/
https://help-lite.guesty.com/hc/en-gb/articles/24924833777693-Managing-saved-replies
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Mid-stay engagement

Strategic communication during longer stays
serves multiple purposes beyond simply
checking in. A 2023 survey revealed guests only
feel adequately supported when they receive
3-5 personal communications during their stay.
However, two-thirds of guests only receive one
or zero human messages.

Touchpoint 5

Mid-stay care and curation

First, ensure everything meets your guests’
expectations and address minor issues before
they affect reviews. For longer bookings,
consider offering discounted stay extensions,
which are especially effective for flexible
travelers like digital nomads and retirees.

Base your custom offerings on the guests'’
profiles and observed preferences. These
could include local events, culinary
experiences, wellness amenities, nearby spas,
or family-friendly activities.

The final 24 hours

The final hours of a stay can leave a lasting
impression or destroy the sentiment you've
so carefully cultivated. A thoughtfully crafted
checkout reminder will ensure a smooth
departure, but also reinforce your
professionalism and care.

A mid-stay check-in is a prime
opportunity to provide attentive
communication and meet the rising
demand for curated experiences.

@ PRO TIP

Leverage your CRM data to predict preferences
and customize recommendations. Guesty users
can streamline this process through Guest App or
marketplace integrations like Tourdesk and
Travello.

% Hola Pedro

ccccccc CHECK-OL Bienvenido a Horizon Stay

Preparate para tu viaje
‘Ahora tiempo en el registro preparando todo

Send the reminder roughly 24 hours
before checkout

Q

Express genuine gratitude for
choosing your property

Q

Offer special assistance upon
departure if needed

Q

Include a clear checkout time and
instructions for how to leave the space

Q

Guests who feel looked after right to the end are primed
to leave a glowing review.
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https://27036878.fs1.hubspotusercontent-eu1.net/hubfs/27036878/Guest%20Communication%20Study/Guest%20Communication%20Study%20Report%20(2).pdf
https://help.guesty.com/hc/en-gb/articles/9931604510109-TourDesk
https://help.guesty.com/hc/en-gb/articles/9372140888477-Travello-App

Reviews: Your most
powerful growth engine

Reviews are a critical occupancy driver, but their value extends far beyond
reputation management. Every review contains strategic intelligence, whether
real-time feedback on operational performance, early warning signals for

systemic issues, or a direct window into evolving guest expectations.

Leading property managers systematically analyze and
act on guest feedback to create a cycle of continuous
improvement. To launch this growth engine, you need

to capture reviews at scale.

The anatomy of a perfect review request

While 48% of guests are self-motivated to share
their experience, strategic prompting with the right
tone and timing can significantly boost your review
volume. This matters tremendously, as more than a
third of guests consider volume and recency equally
important when making booking decisions,
regardless of their overall rating.

(@) Guesty

Pick your timing

Ideally, a review prompt
should be deployed within
24-48 hours after
checkout, while positive
impressions remain fresh.
In more complicated
scenarios, you may prefer
to delay a prompt until

certain issues are resolved,

such as damage claims,
security deposits, or other
post-stay complications.

Customer Alliance

99
o

Remove barriers

Make the review process
effortless by providing
direct links to review
platforms, QR codes in
your thank-you messages,
or subtle in-property
reminders before
departure.

GUEST EXPERIENCE GUIDE

37%

of guests make booking decisions based on

volume and recency, while 20% won't even
consider properties without recent reviews.

Guide their review

Hint towards the most
helpful feedback. "Share
what made your stay
memorable" or "Let future
guests know what to
expect" gives them a
starting point without
feeling prescriptive.


https://www.customer-alliance.com/wp-content/uploads/2025/04/Customer-Alliance_FinalVersion.pdf
https://www.customer-alliance.com/wp-content/uploads/2025/04/Customer-Alliance_FinalVersion.pdf

Touchpoint 6

The follow-up that earns
reviews

Start with genuine appreciation for your
guests’ stay. Travelers who feel truly valued are
significantly more likely to reciprocate with
positive feedback. Avoid a desperate tone by
framing your message as an invitation to share
their experience with future travelers, and
personalize the request with specific moments
of their stay to encourage a review with the
same level of care you've shown them.

@ PRO TIP

Security deposits and damage claims are among
the top triggers for retaliatory reviews. Guesty
users can eliminate this friction entirely by
implementing Guesty's Damage Protection for
automatic property protection and built-in claims
with zero guest involvement.

Managing your online reputation

Studies show 85% of potential guests report that a thoughtful management
response improves their impression of a property, making your public review
replies as important as the reviews themselves.

@ Positive reviews

Thank them for taking the time to provide
feedback and warmly invite their return,
reinforcing the connection they've already
formed with your property.

@ PRO TIP

Guesty users can reply to reviews directly from their dashboard, touches that made It feel like home. The

(@) Guesty

with SmartReview Al suggesting tailored responses based on
your previous communication style, appropriate length, and ‘

@ Critical reviews

Respond promptly (within 30 days for Airbnb),
acknowledge their experience, address their
specific concerns, and outline concrete
improvements you're implementing or an
appropriate resolution when warranted.

p@ Ava Thompson

5out of 5

Loved my stay here! The apartment was
spotless, modern, and had all the little

location was perfect — walking distance
to shops and restaurants.

property details — all displayed conveniently alongside the

guest profile for complete context.

L ©  Sweet Suites
&, Team

We appreciate your feedback!
Your comfort is our priority, and
we hope to see you again at
Sweet Suites soon!

GUEST EXPERIENCE GUIDE
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https://www.guesty.com/features/damage-protection/
https://www.mews.com/en/blog/how-to-embrace-negative-feedback
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Mining feedback for growth

Your reviews are a goldmine of insights for improving the next guest cycle and
your entire portfolio performance. A robust review analytics system will identify
patterns across properties, regions, as well as specific review categories like
cleanliness, value for money, and communication to help identify immediate

concerns and prioritize improvements.

hich made check-in super smooth,

Al-powered sentiment analysis is your most vital tool
for perfecting the guest experience without manually
sorting through every review. Sophisticated analytics
systems can group feedback into positive, neutral, and
negative sentiments within specific operational
categories, isolating critical feedback so you can
address pain points systematically.

Granular review analytics also enable performance
tracking for specific teams, whether cleaning crews,
maintenance staff, or guest communications. Tracking
these metrics over time will help determine whether
new teams or adjustments are improving your review
scores over certain periods or if further refinements
are required.

Modern Village

Rotorua, Bay of Plenty, New Zealand

Guest expectations can vary quite significantly across
booking channels. A comprehensive analytics platform
will display review performance benchmarks between
direct bookings and major booking channels, and
compare performance between separate booking
channels. This enables smarter channel-specific
improvements to your listings that will maximize your
rating potential across the entire distribution network.

Essentially, review analytics can establish a continuous
feedback loop that ensures guest insights directly
influence operational decisions.

GUEST EXPERIENCE GUIDE



Collect feedback

Systematically gather
guest feedback from
surveys, messages,
and reviews.

Refine & repeat

Analyze with Al
Use Al tools to uncover
insights and trends in
guest sentiment.

Use results to
continuously improve
the guest experience.

The review
optimization
cycle

Prioritize
improvements

Focus on changes
with the highest
impact and ROI.

Measure
the impact

Track reviews and metrics
to evaluate success.

h

Implement

changes
Apply targeted updates,
from automations to
staffing strategies.

©® PRO TIP

Guesty users can gain richer insight with ReviewSmart Al, which
tracks and categorizes review trends over time, highlighting specific
phrases and themes that consistently appear in your highest and
lowest-rated reviews. The “Expectations” category is especially vital
for monitoring the clarity of your listing. When expectation metrics
drop, it's a signal to update your description property and images.

Reviews by sentiment

g @ NEGATIVE ( NEUTRAL @ POSITIVE
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Nurturing guest loyalty

Returning guests are your highest-value segment, Document each personalized touch

and arrive with established expectations and a . CRM to build Vi
relationship history that can be leveraged for In your © build an evolving

deeper personalization — from a welcome message relationship that deepens with each stay,
to proactive customization based on their

directly enhancing review sentiment.
documented preferences.

What to track for returning guest personalization:

2= Booking and purchase history () Preferences and requests
Reference their preferred property, room Document specific requests from previous
type, or length of stay, as well as upsell stays — dietary restrictions, preferred check-
acceptance for specific activities, add-ons, in time, coffee preference, extra towels, or
amenity upgrades, or stay-extension offers assistance with smart home technology — to
to anticipate their needs and increase the signal genuine attention.

value of each stay.

/\ Complaints and compliments 8 Personal context

Track both negative feedback and what Note family members' names, special
delighted them. If they mentioned noise occasions they've celebrated with you, or
sensitivity last visit, proactively place them in a interests they've mentioned. "Welcome back,
quieter unit. If they raved about a local Sarah — hope you and the kids enjoy the new
restaurant, reference it in your welcome playground nearby" demonstrates you see
message. them as individuals, not reservation numbers.

@ FRO TIP Q Amelie Jeuse \

& ameliej@happystay.com

Guesty users can create Contact Reports under their Guest
Qs 33703777895

Experience tab to build segments based on contact attributes.
After booking, guest details are automatically saved to your
contacts list, allowing you to view reservation history and Total payout
activity logs that track all profile updates. You can immediately E $192.94
leverage this data to begin building guest segments that drive
personalization strategies.

Total balance due

& = $183.94 J
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https://help.guesty.com/hc/en-gb/articles/11849362243485-Creating-a-Custom-Report-of-Guests
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Loyalty that compounds

Many operators have found considerable success with loyalty programs for

returning guests. Roughly 76% of U.S. travelers are more likely to sign up for loyalty

programs with travel brands that tailor their service and experiences based on

personal preferences and past behavior.

The value of loyalty extends beyond repeat bookings.
Loyal guests spend more over time — trading up to
higher-value properties, booking longer stays, and
purchasing premium services like private chefs,
transportation, and curated experiences. When guests
know you'll deliver exceptional experiences
consistently, they're willing to invest more in each stay.

You can easily create targeted promotions based on
your guests' prior behavior and spending patterns,
while rewarding their return with special amenities or
upgrades. The key is rewarding behaviors you want to
encourage, such as longer stays, early bookings, or
pristine property care, rather than generic point
accumulation.

@ PRO TIP

Guesty users can leverage their revenue management system's Code

those who leave exceptional reviews.

coupon functionality to create customized loyalty offers for
returning guests, with more generous discounts for regulars or

Name F N\
Holiday Coupon

Holiday345

Discount amount

10% off 2
[rowor —

\4

The 5-star blueprint: From strategy to execution

The new 5-star standard demands moving from
reactive operations to anticipation and personalization.
Leading property managers aren't simply collecting
reviews and putting out fires. They're systematically
applying guest data, balancing automation with
personal touches, and inviting feedback early instead
of waiting for problems to arise before they act.

The competitive advantage lies in execution:
implementing the systems that capture guest
intelligence, leveraging analytics to identify what's
working and what's eroding sentiment, and
continuously refining your approach based on real
feedback loops rather than assumptions.

Your guests are already telling you what they value
through their reviews, their booking patterns, and their
responses to your communication. The question is
whether you're listening — and acting strategically on
what you learn. Start with one touchpoint. Master it.
Then build from there.

5-star experiences aren't built
overnight, but compound with every
guest cycle when you have the right
systems in place.
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https://5357741.fs1.hubspotusercontent-na1.net/hubfs/5357741/Content%20Offers/Redefining-luxury-hospitality-report.pdf
https://www.guesty.com/features/revenue-management/

Transforming your CRM from a simple contact database into an engine for
personalization will empower you to go beyond logistics and form the deep
recognition and connection that today’s guests crave. When every data
point, segmentation, and automated message is intended to make guests
feel seen and supported, 5-star reviews are simply the inevitable outcome.

The ability to harness technology while preserving the
Tech nology human touch will be the true differentiator in an
increasingly competitive market.

Embrace the systems and insights that enable
personalization at scale, invest in the technologies that
free your team to focus on meaningful guest
interactions, and continuously refine your approach
based on the rich feedback your guests provide. In
doing so, you'll not only meet the 5-star standard of
today but help define the exceptional guest experience

of the future.
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