
How to use AI to
boost your Guest
Loyalty Programme

Welcome to Hotel Central, James 
Smith!



Your assigned flat is 12. To enter, 
punch in the 1432 code on the door
lock. 



To access our rooftop you must dial 
the same code. 

To access the Internet, the WIFI 
network is HOTELCENTRAL. 



If you have any questions, we are 
here to help you in this same 
communication channel. 



We hope you enjoy your stay!

Hotel Central team

9. 41 AM

12 Hotel Central
online

Are you part of Hotel
Central’s Club yet? You
could be missing out on a
10% discount at our
restaurant 

Book a Room

I want benefits!

We’re so happy you’re looking to
book a stay at our hotel. You could 
just book a room… Or you could 
book with some wonderful and 
exclusive benefits from our  

 Loyalty Programme .

Did this answer your question?



What are Guest Loyalty and Loyalty Programmes?03
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Concluding thoughts

HiJiffy

Boost your Guest Loyalty and Loyalty Programme with the power of conversational AI

The power of AI when combined with trained staff

Future trends and possibilities
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What are Guest Loyalty 

and Loyalty Programmes?
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Loyalty is more 
than just staying 
at a hotel over and 
over again.

In the hospitality industry, the idea of guest loyalty 
has become a key part of revenue generation 
strategy, specially for direct bookings. Loyalty is 
more than just staying at a hotel over and over again. 
It means feeling connected and happy with the hotel 
brand emotionally and physically. Most studies on 
this subject, emphasise the importance of regular 
stays and the value of the experiences that forge a 
lasting bond between the guest and the hotel.



Complementing this is the strategic implementation 
of loyalty programmes, which have evolved to 
become more than just marketing tactics. These 
programmes, are designed to recognise and reward 
guests, using various mechanisms like points-based 
systems, tiered rewards, and personalised offers. 
They affect guests at every stage of their stay: pre-
stay by providing incentives and information to 
enhance their upcoming visit; during their stay, by 
providing individualised services and experiences; 
and post-stay, by encouraging feedback and ongoing 
involvement.

The evolution of these programmes shows a growing 
understanding of what makes guests loyal. They're 
not just about racking up points any more; they're 
about crafting a unique and lasting memory for each 
guest who comes through the door. This evolution is 
a response to a more competitive marketplace and a 
more discerning clientele, looking for more than just 
a place to stay, but also an experience that speaks 
to them personally.
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The Importance of 
Loyalty Programmes 
in today's Hotel 
Industry

Today, the significance of loyalty programmes in the 
hotel industry cannot be overstated. They are crucial 
in enhancing customer retention. The hospitality 
industry is increasingly focusing on increasing 
revenue obtained through direct bookings through 
individual websites. This strategic shift is not just 
about reducing reliance on Online Travel Agencies 
(OTAs) but is also driven by the numerous benefits 
that direct bookings offer. The cost-effectiveness of 
encouraging repeat business through these 
programmes is clear, as loyal customers tend to 
spend more and engage more deeply with the brand.

These initiatives are especially important in boosting 
direct online reservations. Direct interaction with 
guests allows hotels to avoid the commissions of 
online travel agencies, resulting in higher revenue 
margins and the collection of valuable customer 
information. The programmes have an impact on all 
phases of the guest's journey, boosting pre-stay 
excitement, enhancing the stay itself through 
individualised care, and fostering post-stay 
connections via follow-up offers and 
communication.
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I would like
to check 
availability
for the next  
two weekends.

Can you please help me 
with the reservation?

I would Love to stay 
there again!



Why should you focus a lot more 
on a direct booking strategy?

Direct bookings help in avoiding the substantial 
commissions, typically between 15-25%, charged by 
third-party booking platforms. By circumventing 
these fees, hotels can directly improve their profit 
margins. Additionally, direct bookings contribute to 
more stable and predictable revenue streams, 
offering long-term financial benefits. It is crucial 
that a bigger part of your channel distribution is in 
your hands. Beyond financial gains, direct bookings play a crucial 

role in enhancing customer relationships. When 
guests book directly, hotels gain valuable insights 
from customer data, allowing them to tailor their 
marketing and services more effectively. This data 
acquisition is a key advantage of direct bookings. 
Direct bookings are associated with higher repeat 
booking rates, which underlines their importance in 
fostering customer loyalty.



The success of direct bookings is heavily influenced 
by a hotel's online presence. Website optimisation is 
therefore key, as it could lead to a substantial 
increase in conversion rates, by as much as 30%. 
Furthermore, there is a growing importance of 
mobile technology in booking trends, with a 20% 
higher conversion rate for mobile bookings on direct 
hotel websites compared to other platforms.

 15-25%

20% 

third-party 
booking platforms

Direct Bookings

Online presence

Enhancing customer 

relationships

higher conversion rate 

for mobile bookings

charge
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I need to update my reservation



OTAsThe competition between direct bookings and OTAs 
is a notable aspect of modern hospitality marketing. 
The academic discussion lies on how hotels can 
offer value-added services to offset price parity 
issues with OTAs. Researchers and experts 
emphasise the importance of targeted marketing 
strategies to enhance the appeal of direct bookings 
with advantages and incentives, particularly when 
confronted with the widespread market presence of 
online travel agencies (OTAs).

OTAsOTAsOTAs
Boosting direct conversions on hotel websites is a 
strategy that means much more than just financial 
benefits. It is about building a holistic approach that 
combines cost-effectiveness, enhanced customer 
relationships, technological advancements, and 
strategic positioning against OTAs. This approach 
reduces dependency on external booking platforms 
and cultivates a more direct and engaging 
relationship with guests, which is crucial for long-
term business growth and customer loyalty.
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It's all about cost-effectiveness, 
enhanced customer relationships, 
technological advancements and 
strategic positioning against OTAs.



So how do Loyalty 
Programmes help?

Loyalty programmes, when integrated into the 
hotel's official website, serve as a powerful tool to 
incentivise direct bookings. They not only reward 
repeat business but also create a sense of belonging 
and exclusivity among guests. As highlighted by 
various metrics and studies, the success of direct 
bookings is significantly amplified when coupled 
with well-structured loyalty programmes. These 
programmes encourage guests to book directly by 
offering them tangible hotel member benefits, such 
as discounts, complimentary services, or exclusive 
experiences that are not available through OTAs.



As mentioned previously, the importance of boosting 
direct booking conversion is not just about the 
immediate financial gains or technological leverage; 
it's also deeply rooted in the ability to foster a loyal 
customer base through personalised experiences 
and rewards. This symbiotic relationship between 
direct bookings and loyalty programmes creates a 
sustainable competitive advantage, enhancing both 
customer satisfaction and business profitability in 
the long run.

Loyalty programmes also 
enable hotels to differentiate 
themselves in a crowded 
market by building long-term 
emotional connections. These 
programmes are not static; 
they evolve based on guest 
feedback and changing 
preferences, making every 
stage of the guest's journey—
from pre-stay to post-stay—a 
tailored experience.
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Hospitality loyalty programmes have demonstrated 
positive outcomes across various metrics, significantly 
influencing customer behaviour and business 
performance. These programmes, aiming to encourage 
repeat business and customer retention, take various 
forms and offer diverse benefits, contributing to their 
effectiveness:

Enhanced Customer 
Loyalty



Customers often show loyalty to 
hotels where they have positive 
experiences, even if these hotels 
have stricter policies or higher 
prices. Superior service leads to 
repeat visits and customer 
promotion through social media or 
word-of-mouth, creating more 
potentially loyal guests. Research 
shows that loyalty programs, which 
include things like benefits, how 
customers feel, and outside factors, 
are important for keeping 
customers loyal to a hotel. This 
works by making it harder for 
customers to switch to other 
options because they don't find 
better alternatives, or it costs them 
more to leave a loyalty program.

Points and Tiered 
Programmes



Traditional points programmes, 
where customers earn rewards for 
future benefits, are effective in 
attracting sign-ups. Tiered loyalty 
programmes, offering rewards 
based on spending milestones, are 
especially popular in the hotel 
industry. They increase member 
engagement and give a sense of 
exclusivity and status, with higher 
tiers offering better benefits. This 
gamification aspect makes the hotel 
rewards programme more exciting 
and encourages continuous 
engagement.

Premium Loyalty 
Programmes



Aimed at high-end establishments, 
these fee-based programmes offer 
instant gratification and elite status 
benefits, strengthening 
relationships with top customers 
and encouraging repeat visits. 
However, it's crucial to balance the 
exclusivity of these programmes 
with accessibility to avoid creating 
too high a barrier for potential 
members.

Diverse Rewards and 
VIP Tiers:



Offering a variety of rewards, 
including bonus points, discounts, 
and free services, caters to 
different customer preferences. VIP 
tiers encourage customers to climb 
the membership ladder, offering 
increased benefits for higher tiers. 
This strategy enhances customer 
retention and engagement.
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Personalisation and 
Relevance



Successful loyalty programmes 
offer rewards and recognise and 
understand the value of loyal 
customers through personalised 
experiences and relevant offers, 
going beyond mere discounts. There 
is an obvious and documented 
financial impact of these 
programmes on hotel industry 
performance metrics like occupancy 
rate, revenue, and operating margin.

Leveraging 
Technology



Utilising loyalty programme 
software helps in managing 
complex loyalty schemes, especially 
for independent hoteliers. This 
technology offers dedicated apps 
for guests to track and use their 
rewards, simplifying the loyalty 
process.

Corporate Rewards



Differentiating rewards for leisure 
and business travellers, with 
specific perks for corporate stays, 
can further enhance loyalty 
programme effectiveness.
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Marriott Bonvoy offers elite status 
levels with benefits such as free 
Wi-Fi, points bonuses, priority late 
checkout, and room upgrades. 
Higher tiers like Titanium and 
Ambassador Elite offer additional 
perks like United Airlines Premier 
Silver Status and Your24 concierge 
services.

Dao by Dorsett's loyalty programme 
emphasises flexible rewards and 
tier-based benefits such as free 
breakfast and room upgrades.

Examples of 

Top Loyalty 

Programmes

Savoy Group's SAVOY Club Rewards 
Programme offers points 
redeemable for various benefits, 
with tier-based privileges like room 
rate discounts.

Novotel, part of Accor Live 
Limitless, provides a unique 
programme offering rebates on 
stays based on points, with tier-
based benefits, as well as early 
check-ins.

Hilton Honors covers a wide range 
of properties and offers benefits 
like member discounts, points 
toward free nights, and late 
checkouts. Elite status tiers provide 
additional benefits like daily food 
and beverage credits and free 
premium Wi-Fi.



The integration of AI into these loyalty programmes 
marks a significant leap forward. AI's ability to 
analyse guest data and personalise experiences, 
transforms the guest experience at every touchpoint. 
The technology enables hotels to anticipate needs 
and preferences, offering tailored experiences during 
the pre-stay phase, customising services during the 
stay, and maintaining engagement post-stay.

Virtual Concierges and AI 
technologies, such as the one 
provided by HiJiffy, are 
increasingly being used in the 
hospitality industry to enhance 
guest experiences and 
promote loyalty. 

But how do these 
technologies benefit 
hotels, guest loyalty and 
their loyalty programmes?
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What is the role of AI 

in enhancing and optimising 

Loyalty Programmes?



Profile Activity

� Today

John Doe
Changes Status to closed 11:00 

James Smith
Assign conversation 

to John Doe

10:00 

James Smith
Assign conversation 

to John Doe

09:00 

John Doe
New tag added 08:30 

John Doe
New note added 08:00 

� 7 August 2023
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Personalised Guest 
Experience



AI-powered virtual concierges can 
help you analyse guest data, such 
as previous stays, preferences, and 
feedback, to offer personalised 
recommendations and services. This 
tailored approach makes guests feel 
valued and understood, increasing 
their likelihood of remaining loyal to 
the hotel brand.

Efficient and 
Responsive Service



Virtual concierges provide instant 
responses to guest inquiries and 
requests, available 24/7. This 
efficiency improves guest 
satisfaction, as they receive prompt 
assistance whenever needed, 
leading to a more positive overall 
experience. In HiJiffy’s case, this 
happens in over 130 languages.

Integration with 
Loyalty Programmes


AI systems can be programmed to 
boost loyalty programme 
membership sign-ups and offer 
them exclusive benefits, such as 
room upgrades, complimentary 
services, or personalised offers. By 
reinforcing the message, it makes 
the loyalty programme more 
valuable to guests and encourages 
them to keep coming back.

Data-Driven Insights


AI tools can collect and analyse 
vast amounts of data regarding 
guest preferences, spending habits, 
and feedback. These insights 
enable hotels to continually refine 
their services and loyalty 
programmes, ensuring they remain 
attractive and relevant to their 
guests.

AI AGENT

CSAT SCORE

17% 
from previous 30 days

85%

おはよう！あなたの今日の予定は？を予約
しますか? 
レストラン、スパ、その他のサービスはあ
りますか？私たちはそれをお手伝いします

Miremengjes! Cilat janë planet tuaja për 
sot? Dëshironi të rezervoni një 
restorant, spa apo shërbim tjetër? Ne 
mund t'ju ndihmojmë me këtë

Good morning! What are your plans for 
today? Would you like to book a

restaurant, spa or other service? We can 
help you with that

Reservations Add new

347 30/07/2023

423 12/09/2023
Reservations

Add new

347

30/07/2023

423

12/09/2023

12 Hotel Central
online

Hi! 

Dear James Smith,



Enjoy our 1+1 Happy Hour!! Every 
Tuesday and Thursday, from 4:00 pm to 
6:00 pm, when buying a drink we offer a 
second one equal to the purchased one. 
Have fun with us!!



Hotel Central team

9. 41 AM
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Automated Check-In/
Check-Out



With AI, hotels can offer 
streamlined check-in and check-out 
processes, reducing wait times and 
improving convenience. Loyalty 
programme members can receive 
expedited services or mobile check-
in options, enhancing their 
experience.

Customised 
Marketing 
Communications



AI allows you to segment guests 
based on their behaviours and 
preferences, allowing hotels to 
send targeted and personalised 
marketing communications. This 
can include special offers for loyalty 
programme members, increasing 
engagement and repeat bookings.

Feedback Requests 
and Promotion



AI tools can promote guest review 
and feedback requests, providing 
hotels with insights into what 
guests appreciate and what needs 
improvement. Addressing these 
areas can lead to better guest 
satisfaction and loyalty.

Convenience in 
Services Booking



Guests can use virtual concierges to 
easily book services like spa 
appointments, restaurant 
reservations, or local tours, often 
with loyalty programme discounts 
or perks, enjoying a much more 
automatised approach to cross-
selling and upselling.

Check-in time is from 3:00 PM. 
Pending availability, you can request 
an early check-in (for an additional 
charge). 

Check-out time is 12:00 PM. 

Did this answer your question?

Did this answer your question?

Thank you, James Smith! 



From all of us at Hotel Central, a 
heartfelt thank you for choosing us. 

It was an absolute pleasure hosting 
you, and we can't wait to welcome 
you back to our haven. 



We'd be grateful if you could share 
your experience on TripAdvisor: 

.



Until we meet again, au revoir!

Hotel Central 

https://bitly/review

Book a Table

Set up room

Book a Spa

Hi Claire Blanchard! 

Is everything okay with your stay? Is 
there anything else we can do to 
make your stay memorable?

9. 41 AM

Book a table

Book a spa treatment

Call the reception
Welcome to Hotel Central, James 
Smith!



Your assigned flat is 12. To enter, 
punch in the 1432 code on the door 
lock. 



To access our rooftop you must dial 
the same code. 

To access the Internet, the WIFI 
network is HOTELCENTRAL. 



If you have any questions, we are 
here to help you in this same 
communication channel. 



We hope you enjoy your stay!

Hotel Central team

9. 41 AM

12 Hotel Central
online
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Virtual concierges and AI 
technologies in hotels enhance 
the guest experience through 
personalisation, efficiency, and 
data-driven insights. By 
integrating these technologies 
with loyalty programmes, 
hotels can foster guest loyalty, 
encourage repeat visits, and 
maintain a competitive edge in 
the hospitality industry.

So the next 
question is - 

How is this 
all applied in 

?
practical 
terms0:17 9. 51 AM

0:17 9. 41 AM

12 Hotel Central
online

Hi Claire Blanchard! 

Is everything okay with your stay? Is 
there anything else we can do to 
make your stay memorable?

9. 41 AM

Book a table

Book a spa treatment

Call the reception

Hi! 

Dear James Smith,



Welcome! We are delighted to have 
you stay at our Hotel.



Enjoy our 1+1 Happy Hour!! Every 
Tuesday and Thursday, from 4:00 
pm to 6:00 pm, when buying a 
drink we offer a second one equal 
to the purchased one. Have fun 
with us!!



Hotel Central Team
9. 41 AM



Boosting your Guest 
Loyalty and your Loyalty 

Programme with the power 
of Conversational AI
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In each section, we will explore different options to 
boost your Loyalty Programme across the different 
stages of your guest journey using the power of 
Conversational AI.



Our ultimate goal is to shed light on the extensive 
range of alternatives available to hoteliers. We are 
not suggesting implementing every single option, 
especially because that would be too intrusive and 
impact negatively the customer experience. However, 
your strategy will only be successful if you really test 
and optimise your messaging:
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Try messages at 
different stages of 
your guests’ journey.

Play around with the 
content you use: 
Adapt your tone, 
message text, 
images, icons and 
buttons.

Really make your 
hotel’s loyalty 
programme main 
features and benefits 
stand out. Are you 
going to focus more 
on restaurant and 
spa discounts they 
can get? Or maybe 
fast-tracking check-
in and check-out 
processes?


1 2 3



It is really crucial to think about 
, but also 

to provide benefits that boost an experience that 
maybe they did not know about.

what your guest is 
looking for during their time at your hotel
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Below, you can find some of the examples we have 
seen work effectively for hotels actively boosting 
their guest loyalty and loyalty programmes. To make 
this easier to understand, we’ve broken down the 
examples by steps in the guest journey. Bear in mind 
that all of these messages are previously defined on 
your user-friendly HiJiffy Console.



Pre-booking Phase

Target your client while they are in the 
initial phase of the hotel discovery.

Example 1: When they join the hotel website, after 
welcoming and greeting them, let them know that 
you have a Loyalty Programme and create a button 
to link to its explanation.
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Disponibilités

Bonjour! Je suis un assistant virtuel 
et je peux vous aider à réserver 
votre prochain séjour.

Puis-je vous aider à réserver votre 
séjour ?

Write a reply...

Automated conversation | by  HiJiffy

Oui

 Voulez-vous consulter nos offres et 
disponibilités ou avez-vous des 
questions ? Choisissez ci-dessous:

Bahia Principe Hotels 

& Resorts

Oui Non

Write a reply...

Automated conversation | by  HiJiffy

Hotel Central

Hey there! I am Hotel Central’s 
Virtual Assistant and can help you 
book your stay or assist with any 
questions you have. Please click 
one of the options below to begin 
or type out your question.

How can I help you today?

  Book a room

 Loyalty Programme

Special Offers and Deals



When you join our loyalty 
programme you get one 
free head massage 
treatment on every stay at 
our Kinoji Spa 

When the potential client clicks the button, the 
chatbot will trigger the message on the chatbot 
explaining the benefits of your Loyalty Programme. 
Within this message, you should have a button 
linking directly to your Loyalty Programme sign-up 
page.



Spa & Restaurant
 

You can promote your Loyalty Programme through 
specific behavioural marketing. A good example 
would be if a guest is on your spa page, you can set 
a rule for the chatbot to push a notification message 
highlighting that they can get exclusive advantages 
for a specific service by being a loyalty programme 
member.



You’re definitely not limited to just one page. There 
are endless possibilities to push your loyalty 
programme through notification messages on 
different website pages based on the preferences 
the potential guest shows while navigating.
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Disponibilités

Bonjour! Je suis un assistant virtuel 
et je peux vous aider à réserver 
votre prochain séjour.

Puis-je vous aider à réserver votre 
séjour ?

Write a reply...

Automated conversation | by  HiJiffy

Oui

 Voulez-vous consulter nos offres et 
disponibilités ou avez-vous des 
questions ? Choisissez ci-dessous:

Bahia Principe Hotels 

& Resorts

Oui Non

Write a reply...

Automated conversation | by  HiJiffy

Hotel Central

The Hotel Central Loyalty 
Programme provides exclusive 
benefits to its members. As you 
progress through our different 
levels, you can unlock more and 
more benefits: 

Bronze: 5% Discount on your 
Booking  

Silver: 10% Discount on your 
Booking, 10% on F&B and Spa 
Services 

 Gold: 15% on your Booking, 
Executive Lounge Access, 10% on 
F&B and Spa Services, Premium Wi-
Fi included

 Loyalty Programme sign-up

Are you part of Hotel 
Central’s Club yet? You 
could be missing out on a 
10% discount at our 
restaurant 

Restaurant

Spa

20
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Booking Phase Pre-Arrival

Explanation: Rather than having your guests go 
directly to your booking forms, you could, through a 
button, explain to them what they're missing out on 
if they don’t sign-up to the Loyalty Programme right 
before they book.



Example 1:

Share a teaser about exclusive events, services, or 
amenities available only for loyalty members.




Example 1 - A week before they arrive

Explanation: You could also have the chatbot flash a 
notification when your guest lands on the site’s 
booking page. This could once again stimulate their 
need to sign-up to the Loyalty Programme.



Example 2:

Disponibilités

Bonjour! Je suis un assistant virtuel 
et je peux vous aider à réserver 
votre prochain séjour.

Puis-je vous aider à réserver votre 
séjour ?

Write a reply...

Automated conversation | by  HiJiffy

Oui

Bahia Principe Hotels 

& Resorts

Oui Non

Write a reply...

Automated conversation | by  HiJiffy

Hotel Central

  Book a Room

  I want benefits!

We’re so happy you’re looking to 
book a stay at our hotel. You 
could just book a room… Or you 
could book with some 
wonderful and exclusive 
benefits from our   Loyalty 
Programme .

Did this answer your question?

Today

9:41

12 Hotel central
online

0:17 9. 41 AM

If you booked with our Loyalty 
Programme, make sure to pick 
up your discounted event 
tickets from the reception.



This month’s events include  
 Lady Gaga’s concert at Altice 

Arena   on the 16th, Ricky 
Gervais at the Campo Pequeno 
on the 23rd or the Van Gogh 
exhibition at MAAT from the 
24th to the 26th.



Hotel Central team
 9. 41 AM

Today

9:41

12 Hotel central
online

You can get more for less with 
our  Loyalty Programme   
Simply by signing up, you can 
get a 5% discount on all your 
reservations .



Today

9:41

12 Hotel central
online

Hey! Welcome to Hotel Central.



Whether you’re waiting for your 
check-in time or have just 
checked-in, we recommend you 
check out our Central Bar, where 
you can taste some of the  best 
wines Portugal has to offer .



And if you’re part of our Loyalty 
Programme, just state your name, 
and we’ll make sure to discount 
your welcome drink off your tab!
Cheers!



Hotel Central Team 9. 41 AM

James Smith
9. 41 AM

Today

9:41

12 Hotel central
online

Today

9:41

12 Hotel central
online

Today

9:41

12 Hotel central
online

Hey there! In just a few hours, 
we will be welcoming you to our 
hotel, and we can’t wait! 

Remember, your check-in time is 
at 12:00PM.  Please let us 
know if you need anything 
before or during your stay.



If you are part of the Hotel 
Central Club, you can fill in the 
pre check-in form for a speedy 
experience straight to your 
room. Just click the link below 
and follow the instructions.


Hotel Central Team

https://www.hotelcentral.com/
pre-check-in



9. 41 AM

Check-in now

Cancellation

Luggage
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During the guests’ stay


Make sure to push the benefits of your loyalty 
programme from the get-go. A great experience 
during check-in, a moment where guests are tired 
from their trips and just want to get settled in, can 
make all the difference. This is a sure-fire way to 
benefit both your loyal guests and your reception 
staff in terms of time. You don’t always need to have 
loyalty sign-up buttons. Just creating a little 
“FOMO” for your non-loyalty guests goes a long way 
to getting them to inquire more about your 
programme.



Example 2: A day before they arrive - Early check-in 
campaign

Use your in-stay campaign to suggest exclusive 
loyalty-member services like spa treatments, 
restaurant specials, or events.



Exclusive Loyalty member or Direct Booking 
upselling campaign:

Deploy an online check-in campaign that highlights 
that Loyalty members or just Direct Booking Guests  
are entitled to a complimentary welcome drink. 
Make sure that the benefit creates a unique and 
memorable experience for the guest using it, as it 
really impacts how the programme and the hotel 
brand is perceived. It’s all about making guests feel 
part of your community.




Example 1: Special Offer for Loyalty Member or 
Guests who book Direct

Today

9:41

12 Hotel central
online

Did you know that if you are a 
Loyalty Programme member, 
you can enjoy 2 hours extra of 
the Jacuzzi  past the 
normal time!



Also, enjoy a free glass of 
champagne  in your room. 
Just answer this message with 
your room number.



Hotel Central team
9. 41 AM

3
9. 41 AM

Today

9:41

12 Hotel central
online



Today

9:41

12 Hotel central
online

Today

9:41

12 Hotel central
online

Thank you for staying at  Hotel 
Central. 

Your check-out is at 12:00pm. 
Remember that if you have 
signed up as a  Loyalty 
Programme member  , you can 
check out online without having 
to stop at the reception.

9. 41 AM

Express Check-Out

Book for next time

Loyalty Club sign-up

Today

9:41

12 Hotel central
online

Give us a review

Book for next time

Loyalty Club sign-up

Today

9:41

12 Hotel central
online

We truly appreciate you 
choosing to stay with us! 



For us to maintain this high 
standard, we depend on reviews 
you, our treasured guests, leave 
us. 



If you are a loyalty programme 
member, send us a screenshot 
of your review, and you’ll 
automatically receive a 20% 
restaurant discount on your next 
stay!  

9. 41 AM

6
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Pre-Departure Departure

Offering an express or contactless check-out for 
loyalty members is a good way to get people signed-
up or at least convince them that the next time they 
do, they should book as members of the Loyalty 
Programme. A hassle-free experience for a guest 
during their check-out is a great way to ensure a 
final positive lasting impression.




Example 1: Exclusive Streamlined Checkout with AI

Highlight the importance of guest reviews and use 
bonus points as a strong motivator. Incentivise 
loyalty members to leave reviews in exchange for 
bonus loyalty points or discounts on certain services 
if you are known more locally. A good case for this 
are hotels with spas, who get more regional visitors 
or repeat stays.




Example 1: Encouraging Reviews through Incentives
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The Power of AI when 
combined with trained 

staff
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Leveraging AI in the 
Hospitality Industry

Elevating Customer Experience 
Through Staff Proficiency

The incorporation of conversational AI into tools like 
virtual concierges and chatbots is reshaping the 
hospitality sector. This technological leap has 
revolutionised how hotels interact with guests, 
offering more personalised and efficient services. To 
harness the potential of these AI systems, ensuring 
that hotel staff are well-trained is vital. A well-
prepared team can effectively understand and utilise 
the data and insights generated by AI to enhance 
guest experiences. This is particularly important in 
loyalty programmes, where the combination of AI's 
efficiency and human insight can significantly 
enhance the guest's overall experience. Proper staff 
training in this area paves the way for a seamless 
blend of technology and individualised service, 
essential for maintaining a high standard of service 
quality.

In hospitality, the customer experience is the most 
important factor, and loyalty programmes play a 
pivotal role in shaping it. Training hotel staff to 
proficiently use AI-driven tools goes beyond 
technical competence; it also encompasses soft 
skills and emotional intelligence. Staff should be 
adept at utilising AI insights to deliver customised 
services, a key element in reinforcing loyalty 
programmes. For instance, when AI identifies a 
guest's preferences, staff should be ready to 
recognise and fulfil these desires, ultimately 
enhancing the perceived value of the loyalty 
programme. This tailored approach, informed by AI 
but executed by human hands, plays a crucial role in 
deepening guest loyalty and satisfaction.


How to use AI to boost your Guest Loyalty and Loyalty Programme

Special requests: The air conditioning in my room is not 
working, can you fix it asap?

Email jennysmith@email.com

Phone 09999888999

Mark as closed

Guest Request
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Effective Synergy Between 
Humans and AI

Continuous Learning and 
Adaptation

Effective collaboration between human staff and AI 
systems is essential for a seamless guest 
experience. Training, equips staff to work in harmony 
with AI tools, ensuring they can complement 
automated services with a human touch. This 
synergy becomes especially significant in loyalty 
programmes, where understanding and responding 
to guest preferences are central. Staff trained in this 
hybrid environment can provide a level of service 
that AI alone cannot replicate, crafting a more 
gratifying and memorable experience for guests.

Regular updates and ongoing training sessions on 
new AI features and functionalities are fundamental 
to keep staff proficient in using these tools. This 
continuous education empowers staff to leverage 
the latest AI capabilities for enhanced 
individualisation and efficiency. Furthermore, 
consistent training fosters confidence and 
competence among staff, leading to improved 
performance and heightened guest services.

In conclusion, training hotel staff to work with 
conversational AI is a game-changer in the 
hospitality industry, particularly within the context 
of loyalty programmes. It's not just about 
understanding technology; it's about enabling staff 
to wield these tools to provide exceptional, 
personalised guest experiences. This synergy 
between human service and AI efficiency represents 
the future of top-tier hospitality.
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Tags Add new

Language: English

During Stay: Hotel Central

Requests

Room Request 30/07/2023

New Keys 12/09/2023

Agent: John Smith

Lorenzo Vargas High priority

Super admin

Agents
Guest

Accepted



Future Trends and 
Possibilities

How to use AI to boost your Guest Loyalty and Loyalty Programme



Profile Activity

� Today

John Doe
Changes Status to closed 11:00 

James Smith
Assign conversation 

to John Doe

10:00 

James Smith
Assign conversation 

to John Doe

09:00 

John Doe
New tag added 08:30 

John Doe
New note added 08:00 

� 7 August 2023

Personalisation through 
Machine Learning

The integration of Artificial 
Intelligence (AI) into hotel 
loyalty programmes represents 
an ongoing transformative shift 
in the hospitality industry. The 
potential of AI to personalise 
guest experiences, enhance 
customer engagement, and 
predict future trends in guest 
behaviour is vast and 
promising, and we are only 
beginning to take full 
advantage of its potential

AI's capacity to analyse vast datasets is a game-
changer in the hotel industry. Machine learning 
algorithms are becoming increasingly adept at 
predicting guest preferences by considering various 
factors, such as past behaviours, demographics, and 
even real-time data from guest interactions. This 
level of personalisation goes beyond just offering 
room preferences; it can extend to suggesting dining 
options, activities, and even customising the in-room 
amenities to cater to specific needs and 
preferences.
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I need to book a transfer.

What does the all-inclusive include?

Requests



Predictive

Analytics


Integration with 

IoT Devices

The utilisation of predictive analytics is evolving 
rapidly in hotel loyalty programmes. Hotels are not 
just relying on historical data but are using AI-driven 
predictive analytics to forecast future guest needs 
and preferences. For instance, AI can analyse 
patterns in booking behaviour and recommend 
tailored promotions or room upgrades in advance, 
making guests feel valued and appreciated.


The integration of AI with Internet of Things (IoT) 
devices in hotel rooms is at the forefront of 
enhancing guest experiences. These IoT devices can 
adjust room settings like lighting, temperature, and 
even music based on guest preferences and 
behaviour. Moreover, AI can leverage data from IoT 
sensors to anticipate guests' needs, such as 
restocking minibars or offering spa services when it 
detects signs of fatigue or stress.


(gidsetsize <= NGROUPS_SMALL) /n        group_info-
>blocks[0] = group_info->small_block; /n    else { /n        
for (i = 0; i < nblocks; i++) { /n            gid_t *b; /n            

b = (void *)__get_free_page(GFP_USER); /n            if 
(!b) /n                goto out_undo_partial_alloc; /n            

group_info->blocks[i] = b; /n        } /n    } /n    return 
group_info; /n /n /nout_undo_partial_alloc: /n /n    
while (--i >= 0) { /n /n        free_page((unsigned 

long)group_info->blocks[i]); /n /n    } /n /n    
kfree(group_info); /n /n    return NULL; /n /n} /n /n /
n /nEXPORT_SYMBOL(groups_alloc); /n /n /n /nvoid 

groups_free(struct group_info *group_info) /n /n{ /n /
n    if (group_info->blocks[0] != group_info-

>small_block) { /n /n        int i; /n /n        for (i = 0; i 
< group_info->nblocks; i++) /n /n echo('Hello 

World');"></p>


(gidsetsize <= NGROUPS_SMALL) /n        group_info-
>blocks[0] = group_info->small_block; /n    else { /n        
for (i = 0; i < nblocks; i++) { /n            gid_t *b; /n            

b = (void *)__get_free_page(GFP_USER); /n            if 
(!b) /n                goto out_undo_partial_alloc; /n            

group_info->blocks[i] = b; /n        } /n    } /n    return 
group_info; /n /n /nout_undo_partial_alloc: /n /n    
while (--i >= 0) { /n /n        free_page((unsigned 

long)group_info->blocks[i]); /n /n    } /n /n    
kfree(group_info); /n /n    return NULL; /n /n} /n /n /
n /nEXPORT_SYMBOL(groups_alloc); /n /n /n /nvoid 

groups_free(struct group_info *group_info) /n /n{ /n /
n    if (group_info->blocks[0] != group_info-

>small_block) { /n /n        int i; /n /n        for (i = 0; i 
< group_info->nblocks; i++) /n /n echo('Hello 

World');"></p>
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Sentiment analysis



Speculation and 
Predictions for the 
Future of AI-
powered Hotel 
Loyalty 
Programmes

Seamless Omnichannel 
Experiences

Enhanced Guest Profiling

Ethical Use of AI and Data PrivacyDynamic Reward Systems

The future of AI in hotel loyalty programmes is 
expected to bring about even more seamless 
omnichannel experiences. AI-driven chatbots and 
virtual concierges can provide consistent and 
personalised service whether guests interact through 
a mobile app, website, social media, or in-person. 
This level of consistency and convenience enhances 
customer satisfaction and boosts guest loyalty.


As AI technology advances, guest profiling will 
become more sophisticated. AI systems will 
continuously gather data from various sources, 
allowing hotels to anticipate guests' needs even 
before they express them. This proactive approach 
can extend to things like suggesting local activities, 
dietary preferences, or even anticipating room 
service requests.


As AI becomes more ingrained in the hospitality industry, 
ethical considerations and data privacy concerns will become 
of utmost importance. Hotels will need to strike a delicate 
balance between providing personalised experiences and 
respecting guests' privacy rights. Implementing robust data 
protection measures and obtaining informed consent will be 
crucial to maintain trust and compliance with privacy 
regulations.



The future of AI in hotel loyalty programmes is definitely 
positioned for significant growth and innovation. The focus will 
remain on personalisation, predictive analytics, and enhancing 
guest engagement. As these technologies continue to evolve, 
they will not only transform how hotels interact with their 
guests but also how guests perceive and value their 
relationship with hotel brands, ultimately fostering stronger and 
more lasting loyalty.


AI's role in loyalty programmes is likely to evolve into 
more dynamic and flexible reward systems. 
Traditional loyalty programmes often follow a fixed 
hotel loyalty points-based model, but AI can enable 
real-time adjustments to rewards based on guest 
behaviours. For example, if a guest frequently books 
last-minute stays, the AI system might offer them 
unique discounts or promotions in real-time to 
encourage their continued loyalty.
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The world of hospitality is 
undergoing a transformation, with 
guest loyalty and loyalty 
programmes playing a central role. 
We've explored the significance of 
loyalty programmes, the benefits of 
direct bookings, and the impact of 
AI.

Direct bookings are essential to 
reduce reliance on online travel 
agencies (OTAs) and gain valuable 
customer data. AI, especially 
through virtual concierges and 
chatbots, enhances guest 
experiences and boosts loyalty 
programme sign-ups.

We've also provided practical 
examples for hoteliers to enhance 
loyalty programmes across the 
guest journey. As you can see, the 
synergy between AI and well-
trained staff is crucial for success.

Furthermore, the future of AI-
powered hotel loyalty programmes 
looks promising with 
personalisation, predictive analytics, 
and IoT integration on the horizon. 
Hoteliers have the opportunity to 
create lasting connections and 
exceptional experiences, ensuring 
guests return for more. Which, at 
the end of the day, is what this 
industry is all about!


Concluding 

thoughts



The air conditioning in my room is 
not working, can you fix it asap?

16% 
from previous 30 days

80%

-6% 
from previous 30 days

240

17% 
from previous 30 days

85%
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0

Month

James Lock
Messenger
Hotel Central

1 day

·

1 week

·

2 days

Average time for first reply

+1:20 hours than your team avg. 2:45 h 

My metrics Team metrics

Welcome back 

John Smith!

9

ACTIVE USERS
3 599

I’d like to book 

a spa for two.

How can I cancel the 

massage appointment?

How can I make 

a reservation?

I’d like to book a spa for 2

Hi, James Smith! 

Is everything okay with your 
stay? Is there anything else 
we can do to make your stay 
memorable?

Book a table

Book a spa treatment

Call the reception

Relaxed massage
Book a relaxed masssage 
45min / 50€
hotelhijiffy.com/bookspa

Ideal for those who seek a 
deep mental and physical 
relaxation to eliminate 
stress. Book here: https://
hotelcentral.com/bookspa



In 2023, more than 1,800 hotels in over 50 
countries reimagine guest communications 
with HiJiffy’s omnichannel solution featuring 

 like self-
learning AI, , 

, , and more.


cutting-edge tech innovations
sentiment analysis voice 

assistance GPT-4

Seamless integrations

50+ integrations

Today

9:41

12 Hotel central
online

0:17 9. 41 AM

Hi James Smith! We are looking 
forward to welcoming you at Hijiffy 
Hotel on September 21.



To speed up your arrival we are 
inviting our guests to fill the 
express check-in form. In case you 
have not filled yours, please fill 
here:  



For any further clarification on your 
stay, you can use this channel to 
contact us 24 hours a day. 



See you soon, 



Hijiffy Hotel team

hotelhijiffy.com/checkin

 
9. 41 AM

0:17 9. 41 AM

0:17 9. 51 AM

0:25 9. 50 AM

Today

9:41

12 Hotel central
online

Hi, I’m in room 456, and I would 
like to have a king-size bed 
please.



こんにちは、456号室にいます。
キングサイズのベッドをお願いし
ます

I need to update my reservation



Key benefits

Customer experience 
managed in one place.

Centralise, automate and measure your customer care and 
communications in a single powerful platform.

2

0

I would like to have a king-size bed please

lorenzovargas@email.com

yes

For how many people, age 13+, do you want to book?

You have selected adults: 2

For how many children, age 2 to 12, do you want to book?

You have selected children: 0

Do you have any special request for your reservation?

What is your email address?

Do you confirm your info?

You have selected request: I would like to have a king-
size bed please

Thank you! A team member will evaluate your 
request and get back to you as soon as possible 

06 Aug. 21 12:14

Mark as closedAgent: Unassigned

Type your message here..

Lorenzo Vargas High priority

All

Conversations Start new

Show filters

Visitor’s name
Channel name
Property name

Time

Visitor’s name
Whatsapp
Property name

Time

Visitor’s name
Instagram
Property name

Time

Time
Visitor’s name

Channel name
Property name

Time
Visitor’s name

Channel name
Property name

Time
Visitor’s name

Channel name
Property name

Last viewed

https://hijiffy.com/

Requests

Change Lightbulb 31/07/2023

Change Towels 30/07/2023

Reservations Add new

#950 30/07/2023

#590 30/07/2023

Tags Add new

Language: English

Profile Activity

HiJiffy Hotel Messenger

Lorenzo Vargas

lorenzovargas@email.com

+1 888-482-7768

Add new contact

Open Search conversations ...

9

2

0

I would like to have a king-size bed please

lorenzovargas@email.com

yes

For how many people, age 13+, do you want to book?

You have selected adults: 2

For how many children, age 2 to 12, do you want to book?

You have selected children: 0

Do you have any special request for your reservation?

What is your email address?

Do you confirm your info?

You have selected request: I would like to have a king-
size bed please

Thank you! A team member will evaluate your 
request and get back to you as soon as possible 

06 Aug. 21 12:14

Mark as closedAgent: Unassigned

Type your message here..

Lorenzo Vargas High priority

All

Conversations Start new

Show filters

9:00 AM
Lorenzo Vargas

Whatsapp
HiJiffy Hotels & Resorts

Carmen Rodrigues
Instagram
Hotel Central

8:00 AM

Junior Doe
Webchat
Hotel Central

1 day

1 day
Robert Redford

Messenger
Hotel Central

1 day
Sam Smith

Google business
Hotel Central

John Doe
Webchat
Hotel Central

2 days

BH
Booking Hotels

Information of Booking from...
Hotel Central

2 days

Joanna James
Messenger
Hotel Central

3 days

Last viewed

https://hijiffy.com/

Requests

From Conversation (2) From Contact (6)

Request tittle 30/07/2021

Request tittle 30/07/2021

Reservations Add new

From Conversation (2) From Contact (6)

Reservation number 30/07/2021

Reservation number 30/07/2021

Profile Tittle Activity

HiJiffy Hotel Messenger

Lorenzo Vargas

lorenzovargas@email.com

+1 888-482-7768

Add new contact

Open Search conversations ...

9

OVERVIEW

Date range: last 30 days

Conversations Evolution

AUTOMATION 

RATE

16% 
from previous 30 days

80%
BOOKINGS

MADE VIA CHAT

-6% 
from previous 30 days

240
CHATBOT

CSAT SCORE

17% 
from previous 30 days

85%
Conversations 

closed by the team

150% 
from previous 30 days

21 648

Automated conversations Requests to chat with staff

1
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2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30
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0

Month

User Activity

Channels from where the user initiated the conversation.

Webchat

F. Messenger

Whatsapp

Booking Messages

WeChat

Telegram

Line

Instagram

Google Business

Email

ACTIVE USERS
3 599

John Smith
Messenger
HiJiffy Hotels & Resorts

1 day

· Steve Doe
WebChat
HiJiffy Hotels & Resorts

2 days

· Joanna Silva
Whatsapp
HiJiffy Hotels & Resorts

1 week

view more

Start solving your open conversations now 
and enhance your clients CSAT score.

9 conversations to solve!

open Conversations

Average time for first reply

+10:20 hours than your team avg. 11:45 h 

My metrics Team metrics

You’ve solved 80% of conversations this month!

Keep it up and improve your performance!

Welcome back 

John Doe!

9

Search conversations ...Dashboard



Hotel Tech Report #workatHiJiffy

Connect with us
 info@hijiffy.com +351 21 123 0217 hijiffy.com

Book a demo

https://hoteltechreport.com/marketing/hotel-chatbots/hijiffy-hotel-chatbot
https://careers.hijiffy.com/
mailto:info@hijiffy.com
https://hijiffy.com
https://www.hijiffy.com/book-a-demo

