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About Kipsu
Kipsu is designed to help extended-stay service leaders connect teams with their guests

in-the-moment, during their stay, and before check-out through texting and digital messaging.

The result is a unique opportunity to open new ways to provide service and catch feedback

before negative reviews land online or on brand surveys.

Trusted by over 1,600 hotels, motels, and resorts across the United States and around the globe, 

Kipsu’s software is tailored for customer service and front-desk teams to manage sending and

receiving customer communications, handle request fulfillment seamlessly, engage in internal team 

communication, view critical consumer analytics, and more.
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The Hampton Inn and Suites Manteca is a 
101-room property in Manteca, CA. 
Located just aside the Promenade Shops 
of Orchard valley, this 4-story hotel offers 
free breakfast, complimentary wifi, pool, 
hot tub and fitness room, as well as onsite 
guest-use laundry and business center.

101-Rooms

Manteca, CA

Launched 
Kipsu Sept. 
2016

PROPERTY
OVERVIEW
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The Hampton Inn and Suites Manteca found that many guest issues or problems 
were surfacing on brand survey scores and on online review pages that had never 
been brought to the attention of the staff during the guest’s stay. Similarly, more 
and more guests were bypassing the front desk at check-in due to digital options 
or simply choosing not to stop by the front desk when they had a concern or a 
question.

The Hampton Inn and Suites Manteca had three principal objectives:

1

Capture feedback at the property level before a guest checks 
out to engage with the guest and perform service recovery or 
simply enhance the guest experience

To measure these three objectives, the hotel relies mainly on internal brand survey 
scores and online reviews, such as those posted on TripAdvisor. Due to the 
confidential nature of brand survey scores, this case study will focus on the 
impacts Kipsu has on TripAdvisor scores as well as overall guest interactions and 
engagement through Kipsu.

4

2

3

Extend its service network beyond the front desk and hotel 
phones to meet guests whenever, wherever they are during 
their stay

Boost online reviews and improve internal survey scores as a 
result of by providing service recovery, when needed

Challenge



5

TripAdvisor, the world's largest travel site, offers travelers an online platform to 
review hotels, restaurants, tours, and other destination attractions on an open and 
public platform. In total, TripAdvisor has a collection of over 600 million reviews and 
covers over 7.5 million accommodations, attractions, and services. 

When giving feedback for hotels on TripAdvisor, reviewers answer questions on 
cleanliness, staff friendliness, and a variety of other aspects of the stay. Ultimately, 
the review ends in a 1-5 star review, 5 representing an excellent guest experience 
and 1 representing a poor one.

630M
Total ReviewsAccomodations &

Services Listed
Average Monthly
Unique Visitors

7.5M 455M

From there, hotels are ranked in order of their average scores. 

Poor Excellent
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TripAdvisor Overview
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How TripAdvisor Works

Quantity of Reviews
Quantity of Reviews simply allows TripAdvisor to benefit hotels with lots of reviews. For example, a 
property with 400 reviews that are mostly positive will outrank a property with three reviews that 
are all positive.

Recency of Reviews
Recency of Reviews favors hotels with more recent reviews. This piece of the algorithm rewards 
hotels for encouraging guests to leave reviews, but also prevents hotels from being weighed down 
by old reviews that are not as relevant (especially if there is a change of management or 
ownership). 

Quality of Reviews
Quality of Reviews takes into account a user’s review history and reputation as a reviewer. This 
characteristic is the softest of the four characteristics judged by the algorithm and also takes in to 
account more subjective aspects of a review like number of words, completeness of the review, 
etc.  

TripAdvisor has a proprietary algorithm that determines hotel rank based on four overall
characteristics: Recency of Reviews, Quantity of Reviews, Quality of Reviews, and the Tripadvisor 
Score given by the guest.

These four characteristics are not given equal weight when determining a hotel’s rank in the 
TripAdvisor market, but rather the TripAdvisor Score given by the guest accounts for approximately 
80% of the overall ranking while Recency of Reviews, Quantity of Reviews, and Quality of Reviews 
make up the respective 20% of the ranking calculation. Here are the four characteristics broken 
down in detail:



r = 0.79
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How TripAdvisor Works

The final and most influential 
part of the equation is the 
TripAdvisor score given by the 
guest. 

TripAdvisor Score
The actual score given by the guest in conjunction with their review is by far the most crucial part 
of the equation. After analyzing data from one of the most populous hotel markets in the United 
States, Houston, Texas, our findings show that about 80% of the time the TripAdvisor ranking is 
directly correlated with the TripAdvisor score 
given by the guest. In every market, there are 
hotels that do not fall directly in line with this 
correlation, for example, the #10 ranked property 
in Houston has a significantly smaller real
average score of 4.50 (see Fig. 2), but benefits 
from their strong remarks in the other three 
categories that influence a combined 20% of the 
overall rank. 

Despite phenomenons like this, if hotels want to 
increase their TripAdvisor ranking they must 
improve scores. One of the most impactful ways 
to increase scores is to catch guest feedback in

Top 15 Hotels - Houston, TX
June 2018

1) Choice                4.94

2) Independent        4.71   

3) Hilton                  4.73

4) Independent        4.61

5) Marriott               4.61

6) IHG                     4.73

7) Best Western      4.65

8) La Quinta            4.62

9) Hilton                  4.57

10) Independent      4.50   

11) Independent      4.51

12) Independent      4.83

13) Independent      4.62

14) Hilton                4.61

15) Independent      4.55

real-time before the guest leaves the property—
allowing your staff the opportunity to fix the problem and deflect avoidable negative reviews. This 
is where Kipsu makes the strongest impact.

Fig. 2

Fig. 1



Kipsu + Hampton Inn 
and Suites Manteca
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THE
SOLUTION
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Hampton Inn and Suites Manteca implemented Kipsu on September 28, 2016. 
Integrating Kipsu into their existing service model allowed the Manteca team to 
initially text with their guests and eventually also engage with an in-app messaging 
platform. 

No new team members were added to the front desk or other guest service teams. 
Working together, Manteca’s General Manager and Kipsu’s Customer Success Team 
set up training times, ensured questions were answered, and scheduled a launch 
date.

With the support of Kipsu’s onboarding team as well as their 24-hour support team, 
Manteca introduced the service to guests at check in and enabled over 120 
conversations (525 messages back and forth) in their first week.

Conversations included simple questions like “Do you have a tv channel listing?” or 
“I am unable to access the WiFi do you have any tips on how I might do so?” to 
other requests like “I would like to extend my stay one more night”. 

Manteca also collected feedback on water temperature, room cleanliness, and noise 
from other guests as well as comments like “Room is great”, “Perfect”, and “Great!! I 
love it!”. 

Within six months of launching Kipsu, the team had held over 2,100 conversations 
and exchanged 9,500 messages back and forth with guests—all without incurring 
any staffing changes or additional fees.

�e Solution
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In total, as the creation of this case study, Hampton Inn and Suites Manteca has a 
total of 418 TripAdvisor reviews about their hotel and has been using Kipsu for 13 
months. When comparing reviews six months pre-Kipsu and six months post-Kipsu, 
the Hampton Inn and Suites jumped from a 4.21 to an impressive 4.88. Moreover, 
the distribution of review score is as follows: 

�e Results

6 Months Pre-Kipsu

6 Months Post-Kipsu

Most notably, the 1-, 2-, and 3-star 

reviews disappear entirely. The 

4-star reviews decreased by

approximately 34%. 

5-Stars

4-Stars

3-Stars

2-Stars

1-Stars

17.5%

7%
1.75%

5.3%

68.4%

11.5%

88.5%

1-Star

3-Star

4-Star

2-Star

5-Star

4-Star

5-Star
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When the scope of the comparison is broadened from six months pre-Kipsu and six 
months post-Kipsu to all-time number of reviews, the score distribution is as 
follows:

�e Results

All-Time Post-Kipsu

All-Time Pre-Kipsu

All-Time Post-Kipsu

18.9%

8.5%

2.8%

1.98%

67.7%

26.5%

6.3%

65.6%

1.6%
Impressively, the 1-star 

reviews disappear entirely, 

while the 2-star reviews 

decreased by 42% and 

3-star reviews decreased by 

25%.

5-Stars

4-Stars

3-Stars

2-Stars

1-Stars

2-Star

5-Star

4-Star

3-Star1-Star

3-Star

4-Star

2-Star

5-Star
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Hampton Inn and Suites Manteca also reported a handful of other 
benefits seen at the property:

Manteca has seen great progress in time efficiency with regard to its callback system since partnering 
with Kipsu. Prior to the partnership, a Manteca guest would check-in and then receive a phone call 
from the hotel staff. The staff was required to keep a written track of each phone call made to guests 
to ensure completion. However, upon implementing Kipsu, the burden of logging these interactions has 
been alleviated. Manteca now checks in with its guests by sending a text message, which are 
automatically stored within Kipsu’s archives. Through the use of the Kipsu messaging service, team 
members no longer need to manually document guest communication, in turn saving the team time 
that can be better spent elsewhere.

Streamline Front Desk Communication

Although Manteca tracks many pieces of guest feedback through TripAdvisor and other online review 
sites, the Hilton-branded property also participates in an internal brand-driven guest satisfaction 
survey.  After joining Kipsu, Manteca reported seeing overall improvements on these surveys. Most 
notably, the survey categories of “Overall Arrival” and “Overall Experience” have seen the most
dramatic boosts.

Increase Brand Survey Scores

As a result of Kipsu’s unique ability to capture feedback in the midst of a guest’s stay and deliver 
service recovery before the guest checks out, Manteca has been able to cut down guest refunds by 
an impressive 50% due to the ability to catch and address feedback before the check-out process is 
initiated.

Decrease Guest Refunds

Bene�ts
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GREAT service! Upon check-in, I got a text asking if everything 
was fine. It was! We were pleased. Checkout was a breeze and the 
bill accurately reflected what I was quoted when I booked. 

Ask �e Guests

According to our family in Manteca, this is the best hotel in town. We 
took their advice and stayed there during our visit. The hotel was 
new, clean, and the rooms were very spacious. The beds were 
comfortable, and there was a fridge, microwave, and coffee maker in 
the room. We received a welcome text asking if everything was 
fine and if we needed anything to make our stay more enjoyable.

With the increase in popularity of digital check-in options, guests are bypassing the opportunity to 
engage with staff at the front desk during check-in. With Kipsu’s In-App messaging integration, guests 
are still able to stay in contact with hotel staff and make requests, give feedback, and voice concerns 
in that digital channel, along with SMS, web chat, etc. 

Reconciling Guest Bypassing the Front Desk

Bene�ts
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Please contact hello@kipsu.com to receive 
more information on how to implement Kipsu at 

your extended stay property. 


