How to Manage Guest
Experience During a Hotel
Renovation

There is no phrase more dreaded by a hotel guest than "pardon
our dust." A renovation, while essential for the long-term health
and competitiveness of a property, can be a major source of
friction for the guests who are paying for a peaceful, seamless
experience. The noise, the closed-off amenities, and the presence
of work crews can easily lead to a flood of negative online
reviews. However, a well-managed renovation, one that
prioritizes the human element, can mitigate this. It requires a
deep partnership with a contractor, like SHARPLINE INC., that
understands the delicate balance between progress and
hospitality.

The most important tool in your arsenal is proactive,
transparent, and empathetic communication. Do not hide the
renovation; announce it. Guests should be informed at the time
of booking, again in their confirmation email, and a third time
upon check-in. This transparency manages expectations and
prevents the guest from feeling deceived. Frame the renovation
as a positive, "We are currently enhancing our property to create
a better experience for you." Offer a small, tangible gesture of
goodwill, such as a voucher for the lobby bar, a complimentary
breakfast, or a room upgrade to a quieter part of the building.
This demonstrates that you value their comfort.

A great contractor will work with you to create a "zero-
disruption" phasing plan. This means strategically scheduling the
noisiest work, like demolition, during a very tight window in the
middle of the day when most guests are out. It means walling off
construction zones with professional, branded barriers, not just
plastic sheeting, to contain dust and muffle sound. It also means



ensuring that work crews are respectful, professional, and use
"back-of-house" entrances whenever possible, so guests are not
constantly navigating around ladders and tool carts in the main
lobby.

Your staff is your front line. They must be fully informed about
the renovation schedule and empowered to handle complaints
with grace. Give them a script and the authority to solve
problems on the spot. When a guest complains about the noise,
the response should never be "there's nothing I can do." It should
be, "I deeply apologize. I see the crew is working on that floor.
Let me see if I can move you to a room on our quiet wing." This
turns a negative interaction into a positive, problem-solving one.

Ultimately, the choice of your contractor is the most critical
decision for protecting the guest experience. You need a team
that is not just skilled in construction, but is also a specialist in
occupied environments. Many contractors who provide hotels
and hospitality renovation services understand that they
are working in a live, 24/7 business. They know how to schedule
material deliveries, control dust, and coordinate with hotel staff
to be as invisible as possible. This expertise is what allows you to
continue operating, protecting your revenue stream and, most
importantly, your reputation.

A renovation can be a stressful time, but it does not have to be a
disaster for your guest satisfaction scores. By communicating
with empathy, working with your contractor on a smart phasing
plan, and empowering your staff, you can guide your guests
through the disruption and build excitement for the beautiful
new product to come.

To learn more about a contracting partner that specializes in
minimizing disruption in live hospitality environments, contact
SHARPLINE.


https://sharplineinc.com/hotels-hospitality/
https://sharplineinc.com/hotels-hospitality/
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