DISCOVER'THE
ADVANTAGES

OF PARTNERING
WITH WYNDHAM

< Buying power of over 8,300 hotels across 20 global brands

4 Proven growth with nearly 1,200 hotels in the pipeline
4 53 million Wyndham Rewards members and counting

WYNDHAM

HOTEL GROUP

FOR MORE INFORMATION VISIT
WHGDEVELOPMENT.COM
OR CALL 800-889-9710
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Survey says: You're doing it wrong

BY DAVID EISEN
QORVIOLISENS

m the kind of puy who is happy

t help out when T can. A frequent

traveler, if convenient and available,
I fly JetBlue, which Lehink trumps the
air experience of most other carriers,
Unless my DirecI'V is malfunctioning,
m ahappy camper—especially afier
my fill of Terra Chips and Skeeter Nut
Free cooldes, If you were 1o gauge my
happiness at disembarkation, it would
be five stars all the way, But by the time
Lroll my suitcase through the terminal
and hop into an Uber, the fecing,
exuberance and memory have dried up.

Afew days later, a survey from JedBlue will pop into
my inbox, asking me to rate my wip. Like I said, | try and
assist where Tean, so Il inevitably open the survey and
begin to respond to the Likert Scale questions and such. I'l1
answer down 1o the botom of the page, click “Next” and
be bronght to another page, with more questions, By this
time, I'm already fatigued and thinking about what w have
for dinner. My focus and atention waste away and before 1
kenow i, 1 close our of the survey well before finishing it—a
Jostopportunity for the airline and three minutes of my time
Lam not gening back,

‘This anccdote proves my point: No survey, especially
those focused on customer service and experience, should
b 30 questions long, In fact, the delivery of surveys needs
a complete overhaul, and one company, I believe, is leading
the disruption.

Hotels are as guilty as airdines in their survey approach.
“They are usually emailed, often laborious and not timely.
Hotels pride themselves on guest satisfaction scores—
hopefully good ones—so obtaining them should not be such
achallenge. Hotels want happy customers and the challenge
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is how to know what customers are fecling
and how to establish accountabilicy for
the customer experience. ‘The solution

is real-time sentiment collection, which
not only can gauge customers’ feclings, it
canalso improve employces and overall
operations.

HappyOrNot isa Finnish company
that makes freestanding bartery-powered
customer-satisfaction terminals. The toy-
like terminals have four big push buttons
(image below) atop them: a dark green
smiley one, a light green and less smiley
on, a coral-colored frowny oneand a
dark red and very frowny button. The
genius is in its simplicity: A customer,
after, for example, a rerail experience, upon leaving the store
can lodge his or her state of satisfaction by hitting one of the
buttons, all without breaking strice. The record is instan,
in the moment, which makes ic all that more accurate of a
person's true feclings. All responses are anonymous, but are
time-stamped. This can ultimately help a store or property
understand why, for instance, there are more frowns than
smiley faces ac 2 p.m. in the afternoon.

Among other locations, HappyOrNot terminals
currently reside at Heathrow Airport and at Levi's
Stadium, home of the San Francisco 49ers. These colorful
contraptions need to be in hotels, in myriad areas. In the
lobby, imagine a guest at check-out sharing his or her
autitude at exit; in a restaurant, a diner expressing his or
her contentment with the meal; in a gym, a post-workout
expression of satisfaction. In the last example, a spurrt of
frowns ac 10:30 a.m. could signify an unclean gym. The
applications are many.

Hotels and hotel brands constantly crave feedback. 1
submit that the old-school method of attaining it is outdated
and unreliable, Morcover, installing simple (cchnology, like
that from HappyOrNox, will lead to higher net promoter
scores. [n fact, the newest terminal from HappyOrNor
should collect reactions w that very question: “How likely
is it that you would recommend our hotel to a friend or
colleague?”

‘The answer to that can make a GM happy, or not, HM

CORRECTION

In the February Up Front column (“I need you. | hate you."), in
the sixth paragraph, a reference to “hotel developers” should
have read “hotel franchisors.”

—our loyal
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