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Hotel Management Company Investments in Staffing, Maintenance and Renovations Reflected in Overall 
Guest Satisfaction, J.D. Power Finds 
 
Davidson Hospitality Group and Dimension Hospitality Rank Highest in a Tie in Overall Guest Satisfaction 
 
TROY, Mich.: 7 Sept. 2023 — After several years of incredibly challenging business conditions, which 
caused much of the hospitality industry to scale back on capital expenditures, hotel management 
companies have started making serious investments in renovations, maintenance and staffing. According 
to the J.D. Power 2023 North America Third-Party Hotel Management Guest Satisfaction 
Benchmark,SM released today, those investments are paying off in the form of strong satisfaction scores 
for quality of the guest room and staff service. 
 
“In the span of a year, staffing has gone from being the biggest pain point for hotel management 
companies to one of the greatest strengths,” said Andrea Stokes, hospitality practice lead at J.D. 
Power. “Despite continuing labor shortages, this is a testament to the efforts of the industry to ramp up 
hiring and training during the past several months. Interactions with staff is one of the most important 
components of a hotel stay and guests are noticing that they are getting better service.” 
 
Following are additional key findings of the 2023 benchmark: 
 

• Anticipation is everything: The most important key performance indicator when it comes to guest 
interactions with hotel staff is anticipation of guest needs. Across all third-party hotel management 
companies evaluated, hotel staff met that goal in 82% of guest interactions. 
 

• Work still to be done on hotel lobbies/common areas: Hotel guests are looking for modern and 
unique design when it comes to hotel lobbies and common areas. Currently, just 13% of branded 
hotels evaluated are meeting these criteria. 
 

• EV charging emerging as important feature: While the most important technology features of a 
hotel are good quality Wi-Fi and plenty of USB ports for charging devices, availability of EV charging 
stations is also starting to influence hotel selection and satisfaction. Overall, 19% of hotel guests 
say they need to have an EV charging station at their hotel but only 6% say they’ve actually used 
hotel-provided EV charging. 

 
Benchmark Ranking 
 
Davidson Hospitality Group and Dimension Hospitality rank highest in a tie in overall guest satisfaction, 
each with a score of 725. This is the second consecutive year that Davidson Hospitality Group ranks 
highest. HEI Hotels and Resorts (714) ranks third. 
 
The North America Third-Party Hotel Management Guest Satisfaction Benchmark was redesigned for 
2023. Now in its fourth year, the benchmark evaluates guest satisfaction with branded hotels that are 
operated by the largest third-party management companies. It is based on six factors (in alphabetical 
order): communications and connectivity; food and beverage; guest room; hotel facilities; staff service; and 
value for price. The benchmark includes third-party hotel operators with more than 14,000 branded hotel 
rooms under management and is based on 3,942 guest responses for branded hotel stays from May 2022 
through May 2023. 



 
 

 

 

 
For more information about the North America Third-Party Hotel Management Guest Satisfaction 
Benchmark, visit  
https://www.jdpower.com/business/third-party-hotel-management-guest-satisfaction-benchmark.  
 
See the online press release at http://www.jdpower.com/pr-id/2023088. 
 
About J.D. Power 
J.D. Power is a global leader in consumer insights, advisory services and data and analytics. A pioneer in 
the use of big data, artificial intelligence (AI) and algorithmic modeling capabilities to understand 
consumer behavior, J.D. Power has been delivering incisive industry intelligence on customer interactions 
with brands and products for more than 50 years. The world's leading businesses across major industries 
rely on J.D. Power to guide their customer-facing strategies. 
 
J.D. Power has offices in North America, Europe and Asia Pacific. To learn more about the company’s 
business offerings, visit JDPower.com/business. The J.D. Power auto shopping tool can be found at 
JDPower.com. 
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Geno Effler, J.D. Power; West Coast; 714-621-6224; media.relations@jdpa.com 
John Roderick; East Coast; 631-584-2200; john@jroderick.com  
  
About J.D. Power and Advertising/Promotional Rules: www.jdpower.com/business/about-us/press-
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Year / Project / Study Name

Overall Customer Satisfaction Index Ranking

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying 
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores, 
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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Davidson Hospitality Group

Dimension Hospitality

HEI Hotels and Resorts

Concord Hospitality

White Lodging

Hotel Equities

Driftwood Hospitality Management

Hersha Hospitality Management

Aimbridge Hospitality
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Crestline Hotels & Resorts

MCR Hotels

Crescent Hotels & Resorts

GF Hotels & Resorts

Pyramid Global Hospitality

Schulte Hospitality Group

Highgate Hotels

Source: J.D. Power 2023 North America Third-Party Hotel Management Guest Satisfaction BenchmarkSM

J.D. Power
2023 North America Third-Party Hotel Management Guest 

Satisfaction BenchmarkSM

(Based on a 1,000-point scale)

Note: Scores are for companies with at least 14,000 rooms under management based on branded properties in North America 
only.

 


