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A little bit about 
myself:

• Over 15 years of experience 
working small to medium size 
independent properties.

• Born, raised, reside 
in Minnesota

• Enjoy spending time outdoors (in 
the summer, if there is one)

• The more time on the golf 
course, the better...

ABOUT THE SPEAKER
JEFF HEBRINK | VP OF SALES



❑ Suite of Lodging Solutions

▪ Software, booking engine, marketing, and 
website design.

❑ Superior Customer Service

❑ Ease of Use

❑ Great Value

ABOUT REZSTREAM
TEAM | CARE | KNOWLEDGE | PASSION | TRUST



Are you a member of 
rezStream Rewards?
www.rezStream.com/rewards

https://www.rezstream.com/rewards/


TECHNOLOGY'S ROLE IN GUEST 
SATISFACTION
Guest Messaging

Communication before, during, and after stay is crucial for guest 
satisfaction

6



WHAT? WHEN? HOW?
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Personalized communication before, 
during, and after their stay

Anticipating needs before they ask 
(FAQ's)

• Directions

• Check in/out

• Reservation summary

• Breakfast/food expectations, 
recommendations

• Housekeeping expectations

• Policies, restrictions, anything unique 
about the property

Quick response times for any other 
questions that arise and ability to 
communicate how THEY want to 
communicate



Guest Messaging
With Email

• Best for more information

• Easier for guest to “store”

• Best option for sending well 

before reservation

Confirmation Letter – Immediately after booking

Payment Requests – Depending on when/if requirements

Pre-Arrival – 1 week – 1 day before arrival

Post-Stay – 1 day after departure



Guest Experience
with SMS/Text

• Quick bits of info

• Use links to share info

• Best option for sending day of and/or 

during stay

• Best for 2-way guest communication

• Best for AI functions

Registration Card – Morning of arrival

Waiver forms – Day before or day of arrival

Digital guidebooks – Afternoon of Arrival

In-stay and post stay surveys

92% Guests Engaged

-74% Fewer Phone Calls

+400% 5-star reviews



BEFORE THE STAY
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WHAT? WHEN? HOW?
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Booking confirmation immediately after 

booking

Casa de Hebrink: Thank you for your 

reservation. Add this number to 

contacts. Click HERE to view your 

reservation.

Casa de Hebrink: Your stay is only 2 

days away. Let us know if you have 

any questions about your upcoming 

stay by replying to this message!

Pre-arrival (1-3 days before arrival 

date)



DAY OF ARRIVAL
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GUEST REGISTRATION
SMS
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Email option(s) – “Today’s the 

day”
• Check in time

• Directions

• Late check-in instructions

• Fast Open/Response

• Engaging content

• “Rich Experience”



GUEST REGISTRATION
SMS - GUEST POV
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• Faster Response

• Engaging content

• “Rich Experience”



“GUIDEBOOK” 
(INFORMATION SHARE)
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• Feature Local Business Partners

• Upsell Opportunities

• Be the Area Expert!

• Showcase Property Amenities

Email option(s)

• Bullet points and pictures

• Less engaging

• Less chance of open rate



DURING THE STAY
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COMMUNICATION!
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Email option(s)

• Can offer up FAQ…

• Easy access to 

you/staff

• Make guests feel heard

• Fast, easy response (AI)

• Ability to upsell

What time is 

?

Where should 

we park?

Can I get more 

towels?



AFTER THE STAY
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GUEST REVIEWS!
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Email option(s)

• Thanks for staying, 

please “Click here” 

to rate us

Casa de Hebrink: 

Please tell us how we 

did! LINK

Thank you. Would you help 

us out and take 2 minutes to 

share your review online? 

linktoreviewsite

• 95% of text messages are read and 

responded to within 3 minutes of being 

received

• Potential to double review responses in 

1 year

• Majority of guests say reviews 

influenced their decision to book



BUILD REPEAT GUESTS!
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Email option(s)

• Include photos

• Ability to include 

more info

• Offer discount code for next stay

• Offer a referral code they can share 

with friends

We appreciate your business. 

Please use code XYZ2024 to 

receive 10% off your next 

stay in 2024!



CONCLUSION-
MESSAGING

• Communicating before, during, and 
after the stay ensures that no matter 
when (or if) the guest wants to 
communicate, you’ve offered up easy 
access

• SMS/Texting will provide much easier 
communication for most people

• Email is still great for booking 
confirmation and providing more 
information that people can refer 
back to.
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TECHNOLOGY'S ROLE IN 
GUEST SATISFACTION

Staffing/Planning

Staff communication, accountability, automation leads to better 
guest satisfaction
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STAFF 
PLANNING

Guest Forecast Report

• Ensure adequate staffing to take care 
of guests

• Potential payroll savings by not being 
overstaffed

• Right people in right roles
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IMPROVE 
HOUSEKEEPING 
EFFICIENCY

Housekeeping Reports
• Automate Housekeeping Tasks

• Save Time, Cut Costs

• Ensure High Quality

• Accountability for staff

• Allows faster turnover for guests checking 
in

*Screenshot from rezStream partner – Comfortly
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•Track Maintenance Request

•Automate Recurring Tasks

•Real-Time Visibility = Efficiency = 

Happier Guests
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STREAMLINE MAINTENANCE

*Screenshot from rezStream partner – Comfortly

Maintenance



• Higher team morale = more 
efficient workers

• Accountability ensures success

• Create one place for 
communication
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IMPROVE COMMUNICATION

*Screenshot from rezStream partner – Comfortly

Message board

*Screenshot from rezStream’s Dashboard



CASE STUDIES
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Napili Surf 
Beach Resort

• Digital Registrations

• Agreements

• “Broadcast” 
messaging
• Sending to all 

checked in, etc.



EXECUTIVE KEYS 
CONDOMINIUMS

Comfortly Integration
• Managing housekeeping

• Organizing maintenance orders

• Improving staff communications

• Enhanced guest experieince

• Save time

“More important than just saving money, Comfortly gave us several hours back each week with 
peace of mind knowing things are more organized and it cut the time in half that it took staff to 
communicate and resolve issues, which improved morale."
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• COMMUNICATION IS KEY

• PLANNING MAKES PERFECT

• HAPPY EMPLOYEES=HAPPY GUESTS

SESSION RECAP
3 THINGS TO KNOW BEFORE YOU GO
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🚨 WEBINAR SPECIALS
A LITTLE SOMETHING FOR EVERYONE

CURRENT CUSTOMERS

Waived setup fee for messaging – save $225

First month free Comfortly –
https://www.rezstream.com/integration/comfor
tly/

NEW CUSTOMERS 

Waived setup fee and first month free – Join 
rezStream Cloud and get $0 setup fees and first 
month free.

Waived setup fee for messaging – Save $225

Offers End June 30, 2024



THANKS FOR ATTENDING
JOIN US AGAIN NEXT TIME!

Please forward all questions 
regarding this webinars to:

• Sales@rezStream.com  

• (303) 872-0220

Schedule a Demo

https://www.rezstream.com/schedule-a-demo/

