
Default Guest 
Communication 
Procedures

Pre-Approvals and Booking Requests
Within the parameters of your rules, every time  
a guest sends an inquiry we will pre-approve or  
approve the booking. 

Follow-Up Messages
We send follow-up messages on all inquiries to  
remind guests the listing is still available, and to 
encourage them to book. 

Alterations and Special Offers
If guests inquire for wrong dates or guest counts,  
we utilize alterations and special offers to eliminate  
any unnecessary back and forth, and adjust their  
bookings. 

Discounts
When guests ask about discounts, we will proactively  
send them discount offers if your rules allow for it. 

Extra Services
If you charge an extra fee for early check-in/late  
check-out, mid-stay cleanings or luggage storage,  
we will send alterations and resolutions to collect  
the additional fees.
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Revenue Generators 

The following are the default procedures our team will follow for handling the three most 
important aspects of your guest communication. Based on years of experience in the 
 industry, we have created these procedures to increase your occupancy rate, overall  

guest stratification, and resolve emergencies before they escalate. All of these  
procedures can be customized to your preferences.

https://www.guesty.com/


Example:Tone of Voice
In all of our communication with guests, 
we use a business casual tone, unless you  
request otherwise. 

Special Occasions
We will refer to any special occasions or holidays  
that occur during a guests’ stay, and send them 
well wishes when they check out. 

Saving Information
When a guest provides their email, mentions  
their check-in/check-out time, or shares any other 
relevant information, it will always be saved to a  
guest’s profile in Guesty.

Guest Name
If a guest refers to themselves by a nickname,  
we will start referring to them by that name  
going forward.

Guest Experience
If a guest experiences any issues, we will turn  
off the automated message asking if they are  
enjoying their stay, as well as the reminder to  
write a review.

Emergency Phone Line 
This service is offered for emergency cases only. 
Emergencies include lockouts and other urgent  
issues that may arise while a guest is staying in  
the listing. When providing this Emergency phone  
number to your guests, it’s important to inform  
them that the line is for emergency situations only.  
Everything else is handled via text communication. 

For emergency situations, our default procedure  
is as follows: 

• First, we try to resolve the situation. 

• If we do not have the tools to resolve the situation, 
we will send you an email or SMS, and then call you. 

• If you do not respond within 10 minutes we will  
call the other relevant contacts on your list. 

• If no one has responded following making these 
calls, we will send you an email outlining the  
situation and the steps we took to try resolving it. 
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