
Centara Hotels & Resorts
How Centara Hotels & Resorts Applied a Growth 
Hacking Mindset to Improve Guest Experience 
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The South East Asian Centara Hotels & 
Resorts brand is renowned for outstanding 
quality and service. The brand has been using 
ReviewPro solutions for 8 years, namely the 
Hotel Reputation and Guest Survey solutions, 
to deeply understand and cater to its large 
volume of incoming guests, while keeping up 
an elevated level of service.

Centara Hotels & Resorts had always mostly 
catered to foreign visitors, until the pandemic 
struck and - as many global brands - the visitor 
type shifted to domestic travel and a majority 
of local guests.

About the brand:

The team noticed a sudden drop in guest 
satisfaction, especially on one specific review 
site – Agoda, a review site used mostly by Thai 
guests rather than overseas visitors. They 
analyzed post-stay surveys feedback with 
PMS filters segmented by nationality and 
pinpointed lower scores from Thai visitors. 
“All nationalities tend to give harsher scores 

when in their own countries.” says Gilles 
Corporate Director of Guest’s Experience, 
Bonaventure, Corporate Director of Guest’s 
Experience, Quality and Brand Standards.

The challenge was now to pivot guest 
services to cater for Thai guests and improve 
online ratings. 

Challenge:

“Asian guests are hesitant to give feedback, even 
when they give lower scores, so finding out what 
they were not happy with was a big challenge. 
We had to rely on our knowledge of the market 
and our intuition.”
Gilles Bonaventure,  
Corporate Director of Guest’s Experience,  
Quality and Brand Standards.
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Gille Bonaventure applies a ‘growth hacker’ mindset to 
guest experience: test ideas, measure success using the 
ReviewPro tools, repeat what works and rectify what 
does not. This requires that first he and his staff put 
themselves ‘in the guests’ shoes,’ to empathize with the 
experience they are having and really think about what 
would make the stay better. In short, identify what has 
most positive or negative impact on guest satisfaction. 

“In my early career I visited over 1,500 
hotels worldwide I saw good, bad and 
mediocre hotels. But what I learned is 
that the experience is often in the small 
details and in simply setting the correct 
expectations.” 
Gilles Bonaventure.

They focused on three areas of improvement: room, 
check-in experience, and arrival & room. Once a change 
was shown to be effective in a test hotel it was written 
into the operations procedures for all the local brands 
and rolled out.

The search for a solution

BREAKFAST BUFFET

CHECK-IN EXPERIENCE

ARRIVAL AND ROOM

1
2
3
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Gilles Bonaventure and the hotel teams started by 
personally contacting every guest that gave a low 
score for breakfast, to find out why. The selection of 
food was then adjusted to local tastes (adding noodles 
and pork to the menu), and clearer labelling made 
visible so guests could quickly see what was on offer. 
They removed any dish that had zero positive impact 
on scores from local guests (pickles, cheese) and also 
added a reservation time for breakfast to regulate the 
restaurant during Covid and improve the waiting times.

1.Breakfast buffet

All Centara Hotels 

H2 2021 ‘breakfast’ mentions improved by

 4.2% vs H1 2021

All Centara Hotels

 Agoda specific - H2 2021 ‘breakfast’ 
mentions improved by

 2.0% vs H1 2021

All Centara Hotels 

 H2 2021 ‘buffet breakfast’  
mentions improved by 

18.3% vs H1 2021

All Centara Hotels

Post-stay survey 
 Breakfast score improved by

 2.46% H2 vs H1
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The brand added kids’ entertainment areas with 
magicians and clowns. Staff also provided clear 
signage where luggage services were not part of the 
hotel offering, to safeguard the right expectations and 
ensure it did not cause any negative reviews

2. Check-in experience

“Thai guests do not like to wait!  
In some of our resorts with 600 
rooms, this can be tricky.”
Gilles Bonaventure

All Centara Hotels 

H2 2021 ‘welcome’ mentions improved by 

10.8% vs. H1 2021

 All Centara Hotels 

H2 2021 ‘arrival’ mentions improved by 

4.7% vs. H1 2021

All Centara Hotels 

Post-stay survey –  
Arrival experience score improved by

 1.25% H2 vs. H1

Gilles Bonaventure
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Every day, 10% of rooms are personally checked by the 
General Manager and the hotel team, while Wi-Fi and 
TV are checked in all rooms by housekeeping daily. The 
results of the inspections are entered into a scoring 
system which gives a green, orange or red classifica-
tion. The rooms are clearly visible on a board behind 
reception and allocated accordingly and if a guest has 
booked a room that turns out to be ‘red’, they are often 
upgraded as a gift from the hotel.

“A good first impression goes a long way in a room, 
and a bad one can generate a negative score no matter 
what happens during the rest of the stay.” 

Staff are instructed to make sure windows are open 
onto great views, rooms smell fresh and were well 
lit, and that there are cards to indicate the move to 
environmentally friendly refillable amenities. 

“Asian guests have a different aesthetic – preferring 
lighter colors and modern fixtures and are also more 
tech savvy - expecting the latest installations like 
smart TV, Netflix, and a high bandwidth for Wi-Fi.” 
Gilles Bonaventure

3. Arrival & Room

All Centara Hotels 

H2 2021 ‘welcome’ mentions improved by 

10.8% vs. H1 2021

 All Centara Hotels 

H2 2021 ‘room’ mentions improved by

 5.0% vs. H1 2021

  All Centara Hotels  

H2 2021 ‘arrival’ mentions improved by 

4.7% vs. H1 2021
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Thai language reviews index improved by 

1.3 points 
H2 2021 vs. H1 2021 

 (from 88.2% to 89.5)%

“The great thing is that by 
using the tools you can 
test changes in one hotel, 
quickly see if improvements 
are working, and then roll 
out over your other hotels 
knowing it will positively 
impact your services.” 

Gilles Bonaventure, Corporate Director 
of Guest’s Experience, Quality and Brand 
Standards.

Overall Results: 

Overall 

•GRI increased across the brand by 0.6 points H2 2021 vs. H1 2021 (from 87.8% to 88.4%)
•Thai language reviews index improved by 1.3 points H2 2021 vs. H1 2021 (from 88.2% to 
89.5%)

 A GRI ™ increased across the brand by  

0.6 points 
H2 2021 vs. H1 2021 

 (from 87.8% to 88.4%)

Agoda index improved by

 0.7 points 
H2 2021 vs. H1 2021 

 (from 85.5% to 86.2%)

After focusing on the key areas of 
improvement, the hotel’s global 
results were analyzed. The brand had 
increased its overall guest satisfaction 
score (GRM™) by 0.6 points. When 
digging deeper, the satisfaction 
indexes specific to Thai guests had 
improved by 1.6 points, and the scores 
on the review sites used by most Thai 
guests (Agoda) had increased by 0.7 
points. Combined, the improvements 
to breakfast, check-in, and room & 
arrival had made a positive impact 
on the guests, and subsequently the 
reviews and ratings they were leaving 
online.
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AMERICA
sales-us@shijigroup.com
Tel: +1 (404) 948-4001

ASIA/PACIFIC/MIDDLE EAST
sales-ap@shijigroup.com
Tel: +65 6240 7400
Tel: +971 4 578 6947

EUROPE / UK / AFRICA
sales-eu@shijigroup.com
sales-uk@shijigroup.com
Tel: +49 89 716 718 510

LATAM
sales-latam@shijigroup.com

GREATER CHINA
sales@shijigroup.com
Tel: +86 10 5932 5388 – 2

CONNECT WITH US

facebook.com/ShijiGroup

twitter.com/shijigroup

linkedin.com/company/shijigroup

CONTACT US

CANADA

sales-can.list@shijigroup.com

WWW.SHIJIGROUP.COM
©2023 Shiji Group. All rights reserved. Various trademarks held by their respective owners.

S hiji Group is a multi-national technol-
ogy company that provides software 
solutions and services for enterprise 

companies in the hospitality, food service, retail 
and entertainment industries, ranging from hos-
pitality technology platform, hotel management 
solutions, food and beverage and retail systems, 
payment gateways, data management, online 
distribution and more. 

Founded in 1998 as a network solutions pro-
vider for hotels, Shiji Group today compris-
es over 5,000 employees in 80+ subsidiaries 
and brands in over 23 countries, serving more 
than 91,000 hotels, 200,000 restaurants and 
600,000 retail outlets.

   Centara Hotels & Resorts is Thailand’s leading 
hotel operator. Its 92 properties span all major 
Thai destinations plus the Maldives, Sri Lanka, 
Vietnam, Laos, Myanmar, China, Japan, Oman, 
Qatar, Cambodia, Turkey, Indonesia and the 
UAE. Centara’s portfolio comprises six brands 
– Centara Reserve, Centara Grand Hotels & 
Resorts, Centara Hotels & Resorts, Centara 
Boutique Collection, Centra by Centara and 
COSI Hotels – ranging from luxurious island 
retreats to family resorts and affordable lifestyle 
concepts supported by innovative technology. 
It also operates state-of-the-art convention 
centres and has its own award-winning spa 
brand, Cenvaree. Throughout the collection, 
Centara delivers and celebrates the hospitality 

and values Thailand is famous for including 
gracious service, exceptional food, pampering 
spas and the importance of families. Centara’s 
distinctive culture and diversity of formats allow 
it to serve and satisfy travellers of nearly every 
age and lifestyle.

Over the next five years Centara aims to become 
a top 100 global hotel group, while spreading its 
footprint into new continents and market niches. 
As Centara continues to expand, a growing 
base of loyal customers will find the company’s 
unique style of hospitality in more locations. 
Centara’s global loyalty programme, Centara 
The1, reinforces their loyalty with rewards, 
privileges and special member pricing.

About Shiji

About Centara Hotels & Resorts


