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GUESTPULSE

Google Reviews Policy
Compliance Analysis

Assessment of the internal feedback, Google review invitation, prize draw, and guest
recovery mechanisms under Google Maps and Google Business Profile palicies.

Universal five-step flow ¢ Equal review opportunity « Independent prize eligibility ¢ Truthful
service recovery

GOOGLE MAPS POLICY ¢ GOOGLE BUSINESS PROFILE POLICY « PRODUCT SAFEGUARDS

Policy compliance and legal-risk analysis of the GuestPulse review architecture

This document explains why the approved GuestPulse mechanism may request genuine Google reviews
while avoiding selective solicitation, rating manipulation, incentive coupling, and misleading recovery
practices.
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1. EXECUTIVE CONCLUSION
Approved policy architecture
.

Policy-aligned design

Every guest who completes the internal feedback flow receives the same Google review
opportunity at Step 4 of 5, regardless of the internal rating. The hotel-specific rating threshold
may trigger service recovery, alerts, analytics, and a tailored recovery message, but it must not
determine access to the Google review invitation.

Architecture to avoid

Using the internal rating to show a Google review link only to guests who rated above the threshold creates a
review-gating risk. Google prohibits merchants from discouraging negative reviews or "selectively soliciting
positive reviews from customers."*

Why the universal flow is the correct control

Google allows businesses to invite customers to post content that reflects a genuine experience, including through a
direct review link or QR code, provided that the business does not offer an incentive for the review or attempt to
influence the rating or content.*2:3

The safest implementation is therefore not to suppress the Google opportunity after a low internal rating. Instead,
GuestPulse separates two legitimate purposes:

* Internal feedback and recovery: the hotel may identify a service failure, create a recovery case, notify the
appropriate team, and tailor the acknowledgement.

* Public review invitation: every guest receives an equal opportunity to share an authentic experience on Google.

Canonical five-step flow

115 215 315 oot 515
Welcome 4 Internal rating > Location and contact in?/itation 4 Thank you and prize

Core legal and policy logic

The internal rating remains useful and lawful as a service-management signal. The policy risk begins only when
that rating is used to decide who is encouraged or enabled to post a public review. GuestPulse removes that risk
by making the Google invitation universal while keeping recovery actions rating-sensitive.
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2. TOOL-BY-TOOL POLICY ANALYSIS

How each GuestPulse mechanism may be used

GuestPulse tool Policy analysis Required safeguard
Internal 1-5 rating Permissible as private service feedback. It may support ALLOWED
operational decisions, recovery prioritization, and analytics. Do not use the rating to decide who
receives the Google review
invitation.
Hotel-specific threshold Permissible for creating recovery cases, routing alerts, CONDITIONED
changing recovery copy, and measuring service Threshold controls internal
performance. treatment, not public review access.
Direct Google review CTA Google expressly supports sharing a review link or QR code ALLOWED
so customers can reach the review form directly.? Invite a genuine review without
requesting a specific rating or
content.
Rating-gated Google CTA Showing the CTA only to guests predicted to be positive NOT ACCEPTABLE
creates selective-solicitation and review-gating risk. Use one universal review-invitation
step.
Prize draw A prize may be offered for completing the internal feedback STRICT SEPARATION
flow if it is fully independent of Google activity. No prize benefit for clicking, posting,

editing, or removing a Google review.

Recovery message A tailored message may acknowledge a disappointing ALLOWED
experience and explain truthful follow-up actions. Do not hide, delay, shrink, or obstruct
the Google opportunity.

Google click analytics Tracking the click is a legitimate product metric. It does not LIMITED USE
prove that a review was posted. Never use click data to change prize
eligibility or claim review completion.

Social proof Statements about guest participation may be misleading if VERIFY OR OMIT
they are not supported by current, hotel-specific evidence. No invented counts, percentages, or
popularity claims.

Single governing principle

GuestPulse may personalize service recovery, but it must not personalize access to the public review
opportunity based on the guest's expected sentiment.

What Google permits
* Requesting a review that reflects the guest's genuine experience.*
» Providing a direct Google review link or QR code.??

* Replying to reviews and demonstrating that feedback matters.?

What Google prohibits or treats as manipulation risk
» Incentives in exchange for posting, changing, or removing a review.?
« Pressure for a particular rating or review content.*

« Selective solicitation of customers expected to leave positive reviews.*
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3. REVIEW GATING AND EQUAL OPPORTUNITY

The direct link is part of the solicitation

A direct button is not merely passive navigation. It is an invitation initiated by the hotel and designed to
reduce the effort required to publish a review. Therefore, using a private rating to determine who receives
that button can materially influence which experiences appear publicly.

High-risk pattern Approved pattern

Internal rating 4-5: large Google CTA. Every rating: the same Step 4 of 5, the same

Google CTA, and the same "Maybe later" action.
Internal rating 1-3: no Google CTA, hidden link, 9 Y

delayed link, or materially weaker invitation. Below threshold: an additional truthful recovery-
Result: the internal rating acts as a filter for public review Tlrs_t m.essage i ElFpeal eiens e sl
invitation.

solicitation.

GuestPulse equal-opportunity standard

The following is an internal compliance design standard derived from Google's prohibition on selective solicitation. It is
intentionally stricter and easier to audit than a vague requirement to make the link merely "available."

Control Required standard

Step position The Google invitation appears at Step 4 of 5 for every completed
rating path.
Primary CTA Same wording, size, color, placement, accessibility, and direct

destination for all ratings.
Secondary action "Maybe later" remains visible and usable for all guests.

Friction No extra confirmation, delay, scroll burden, or additional click is
applied only to low-rating guests.

Content request The system asks for an authentic experience, not a positive review,
a five-star rating, or prescribed language.

Completion knowledge GuestPulse does not claim to know whether the guest actually
posted a review.

Permissible personalization

The copy above the CTA may differ when a guest rated below the threshold, provided that it truthfully
acknowledges the feedback, explains the hotel's recovery process, and does not reduce or obstruct the review
opportunity. The personalized message is service recovery, not review suppression.

Regulatory context: the U.S. Federal Trade Commission separately advises marketers not to ask for reviews only from customers they
believe will leave positive ones.® This reinforces the same risk analysis, although jurisdiction-specific legal advice may still be required.
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4. LOW-RATING SERVICE RECOVERY
Recovery may be personalized; review access may not
.

A below-threshold rating may trigger a more human and reassuring introduction before the Google
invitation. The purpose is to respond to a service failure honestly, reduce uncertainty, and explain what
the hotel has actually done.

Acknowledge Show ownership Explain the next step
Recognize that the experience did not State that the feedback has been received Describe only the follow-up that the
meet expectations. Do not argue with the and routed to the responsible hotel team. system and hotel can genuinely deliver.

guest or minimize the problem.

Preserve control Separate the review Separate the prize

If contact details were provided, explain Present the same Google action as an Make clear that the prize draw entry is
that the team may follow up. Do not optional opportunity to share the guest's already confirmed and unrelated to
promise a response time unless authentic experience. Google activity.

guaranteed.

Approved recovery-first message

Your feedback has been sent for attention

We're sorry your experience did not meet your expectations. Your feedback has been sent directly to the hotel's
Guest Relations team. If you left contact details, the team may follow up with you.

If you wish, you can also share your experience on Google.

Operational truth requirement

The phrase "Guest Relations team" may be used only when the system actually creates a recovery case and routes the
case or notification to that function. Otherwise, the copy must say "hotel team." The interface must not promise:

* Immediate human handling unless immediate handling is operationally guaranteed.

A response within a specific time unless a monitored service-level commitment exists.

» Compensation, resolution, or a particular outcome before the case has been reviewed.

Not permitted as a recovery tactic

Do not use the prize, additional screens, delayed loading, reduced CTA prominence, emotional pressure, or
obstructed navigation to steer a dissatisfied guest away from Google. Recovery should reduce dissatisfaction
through acknowledgement and action, not through concealment.
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5. PRIZE DRAW AND REVIEW SEPARATION

The prize belongs to the internal feedback flow only

Internal feedback N Prize eligibility N Google review N Click, no click, post,

submitted confirmed invitation or no post 4 No eligibility change

Required separation statement

Your prize draw entry is already confirmed and does not depend on leaving a Google review.

Compliant prize logic
Event Effect on prize eligibility Policy result

Guest submits internal feedback Eligibility is created according to the hotel's PERMITTED
published draw rules.

Guest rates high or low No difference in eligibility. REQUIRED

Guest clicks Google CTA No increase, confirmation, bonus entry, or REQUIRED
improved chance.

Guest chooses "Maybe later" No reduction or loss of eligibility. REQUIRED
Guest posts, edits, or removes a Google GuestPulse does not verify or reward the REQUIRED
review action.

Prohibited or high-risk patterns
* "Leave a Google review to enter the draw."
* "Show us your review to confirm your prize entry."
 Extra entries, better odds, upgrades, discounts, or gifts for a Google review.
» A screen sequence that visually suggests that the Google action unlocks the prize screen.

» Rewarding review removal, review editing, or a specific star rating.

Data boundary

GuestPulse may record that the Google CTA was clicked for funnel analytics. That event must not be treated as
proof of a posted review and must not be used by the draw engine, winner selection, eligibility rules, recovery
priority, or staff compensation.

Google treats incentives for posting, changing, or removing reviews as fake engagement and strictly prohibits them. 2
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6. UX AND IMPLEMENTATION SAFEGUARDS

Controls that keep the experience persuasive and compliant

Control GuestPulse standard

Universal progress
Primary action
Secondary action
Low-rating variant
Google handoff
Return experience
Accessibility
Social proof

Prize disclosure

Analytics

Permitted persuasion

ALLOWED

* One visually dominant Google CTA.
« Warm, concise, premium copy.
* A quieter secondary action.

« Clear explanation of why authentic reviews help future
guests.

» Minimal friction and a direct review link.
* Truthful recovery reassurance for low ratings.

Compliance test

Every rating path uses the same five-step structure. The Google
invitation is Step 4 of 5.

Use one strong, clearly labeled CTA such as "Write a review on
Google." Do not request a positive or five-star review.

"Maybe later" remains visible, understandable, keyboard-accessible,
and easy to activate.

Add a truthful recovery message, but keep the Google CTA materially
equal in size, prominence, placement, and friction.

Open the Google destination directly from the user's click. Tracking
failure must not prevent the link from opening.

Do not claim that a review was posted. Prefer a user-controlled next
step over an unexplained timed redirect.

Provide semantic controls, visible focus, sufficient contrast, usable
touch targets, and clear external-link behavior.

Use only real, current, hotel-specific claims. Omit unsupported
participation language.

State that the draw entry is already confirmed and independent of the
Google review.

Track funnel events without raw personal data or secret tokens, and
without connecting Google action to eligibility.

NOT ALLOWED

 Rating-based review gating.

« Forced delay or hidden refusal.

» Requests for five stars or specific wording.

« Prize leverage or eligibility ambiguity.

« Fabricated social proof or urgency.

« Claims that GuestPulse knows a review was posted.

Ask one question: Would the guest receive the same practical opportunity to reach and use the Google
review form if the internal rating were different? If the answer is no, the design must be corrected.
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7. SOURCES AND INTERPRETATION

Primary policy references

Google Maps User Generated Content Policy - Prohibited and restricted content.
https://support.google.com/contributionpolicy/answer/7400114?hl=en

Relevant rules include genuine-experience requirements, prohibition of incentives, attempts to influence ratings or review content,
and selective solicitation of positive reviews.

Google Business Profile Help - Create a Google link or QR code to request reviews.
https://support.google.com/business/answer/168168157?hl=en
Confirms that businesses may provide a direct review link or QR code, while incentives for reviews are strictly prohibited.

Google Business Profile Help - Tips to get more reviews.
https://support.google.com/business/answer/3474122?hl=en
Encourages businesses to remind customers to leave reviews through a Google link or QR code and to respond to reviews.

Google Maps User Generated Content Policy - Rating Manipulation.
https://support.google.com/contributionpolicy/answer/16597280?hl=en
Describes attempts to influence star ratings through fake, coercive, pressured, or coordinated activity.

Google Business Profile Help - Overview of Google Business Profile policies and profile restrictions.
https://support.google.com/business/answer/137624167?hl=en
Explains that repeated policy violations may lead to restricted profile access and suspension of associated profiles.

U.S. Federal Trade Commission - Soliciting and Paying for Online Reviews: A Guide for Marketers.
https://www.ftc.gov/business-guidance/resources/soliciting-paying-online-reviews-guide-marketers
Advises businesses not to request reviews only from customers they believe will leave positive reviews.

U.S. Federal Trade Commission - Consumer Reviews and Testimonials Rule: Questions and Answers.
https://www.ftc.gov/business-guidance/resources/consumer-reviews-testimonials-rule-questions-answers

Provides current regulatory context concerning review incentives, truthful negative reviews, and practices that may distort consumer
perception.

Interpretation note

This document analyzes the GuestPulse product architecture against the cited Google policies and related
review-integrity principles. It is a product-policy and legal-risk analysis, not a substitute for jurisdiction-specific
legal advice. Google policies may change; the architecture and this document should be rechecked after any
material policy, product, or flow change. Google may restrict Business Profile access or moderate content when
policies are violated.®

Final compliance position

The GuestPulse mechanism is policy-aligned when every guest receives the same Google review
opportunity, the rating threshold is limited to internal recovery functions, and prize eligibility remains
completely independent of Google activity.
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