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In the changing world of
hospitality, it is critical to
communicate effectively with
guests. Conversational artificial
intelligence has emerged as a
revolutionary tool for hotels to
do so.

This case study focuses on the
Hotel Gran Bilbao and the Hotel
Ciudad de Burgos and their quest

for excellence in guest
communications using HiJiffy's
cutting-edge technology.

Leading hotel chains in more
than 50 countries have
optimised communication with
guests thanks to the innovative
technology powering HiJiffy’s
solution. These hotels were no
exception - by integrating the
Guest Communications Hub into
every stage of the guest
experience, from pre-booking to
departure, they achieved
outstanding results.

This outcome was made possible
by combining their unwavering
commitment to the guest
experience and their proactive
attitude towards automation
backed up with conversational
artificial intelligence.
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This report breaks
down the challenges
faced by Hotel Gran
Bilbao and Hotel
Ciudad de Burgos,
highlights the
solutions they adopted
with Hidiffy's platform,
summarises the
benefits achieved and
presents additional
testimonials from the
hotels' teams.


https://www.hotelgranbilbao.com/es/
https://www.hotelciudaddeburgos.com/es/
https://www.hotelciudaddeburgos.com/es/
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Hi, I'm Judit, | work at the hotel
and I'm glad to meet you

Between "Judit Virtual" and me
we will try to solve all your
doubts!How can we help you?

Book with the code "CHAT"” and
enjoy up to 25% DISCOUNT and
FREE BREAKFAST in some dates

HOTELCIUDADDEBURGOS
* Kk %

The Clients:

Hotel Gran Bilbao
& Hotel Ciudad
e Burgos


https://www.hotelciudaddeburgos.com
https://www.hotelgranbilbao.com
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The Hotel Gran Bilbao, located
in Bilbao, Spain, stands out for
its contemporary design and
202 themed rooms that offer a
unique experience and a

differentiated lifestyle concept.

Its proximity to the historic
centre and easy access to the
main transport routes make it
an excellent option for getting
to know Bilbao and its
surroundings. It is ideal for
couples, families and
professionals and is renowned
for being the only hotel in the
city with its own conference
centre. The hotel’s focus on an
authentic human experience is
reflected in its commitment to
the well-being of guests and
employees.

Hotel Gran Bilbao

Hotel Ciudad de Burgos

Hotel Gran Bilbao
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we will try to solve all your
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The Hotel Ciudad de Burgos is
located at the entrance to the
city, just 10 minutes from the
city centre, on one of the main
European roads, the AP1 and Al.

Tradition meets modernity in
its 126 rooms that make you
feel at home, and you can enjoy
its excellent cuisine and
service, as well as the spacious
and comfortable facilities such
as conference rooms, gym, and
green outdoor areas.

A benchmark in the city for all
kinds of events, business
meetings, weddings, and
celebrations with family and
friends, the hotel has beautiful
gardens enhancing the
celebrations and making them
unforgettable.



The two hotels were looking for a
centralised, reliable and comprehensive
solution to automate communications with
guests and address several key challenges:

Web chat
automation

Need for a system to automate
responses to frequently asked
questions on the hotels’
websites, freeing staff from
repetitive tasks and improving
guest service. Achieving this
also required maintaining the
quality of customer service and
high customer satisfaction.

The Challenges

Increase direct
bookings

The hotels looked for a
platform to complement their
efforts to increase their
already significant 15% direct
web booking rate to avoid
high commission charges from
online travel agencies (OTAS).

Low online
check-in rate

With only 20% of check-ins
online (via e-mail) at the Hotel
Gran Bilbao, it sought to
automate this process and
increase its online check-in
rate, using WhatsApp messages
to reduce the workload at
reception and improve the
guest experience.

Online check-
outs for 2023

The hotels planned to
implement online check-outs
by summer 2023 to streamline
the process, including paying
outstanding bills online. As
with check-in, the aim was to
improve guest experience and
reduce reception queues
without sacrificing an excellent
experience of both.
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After analysing the
technological solutions
available for hotels, Hotel Gran
Bilbao and Hotel Ciudad de
Burgos chose HiJiffy's Guest
Communications Hub to
address their challenges and

achieve their goals. Since 2022,

conversational Al has been
enhancing the guest journey at
both properties.

Why did you choose HiJiffy?

“We did a little market research, but what
really convinced us were the excellent
references from other hoteliers and the
ability to promote a large-scale
communication strategy with our guests via
WhatsApp for online check-ins.”

-Raul Amestoy, Director of Sales &
Marketing at Hotel Gran Bilbao.



The hospitality
brand was able to
seamlessly
integrate HiJiffy’s
conversational Al

The hotel brand was able to
seamlessly integrate Hidiffy's
conversational Al with other hotel
technology systems already in
place, such as Mirai (booking
engine) and Class One (PMS).
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Booking
Engine



Supported by HiJiffy’s
Customer Success team, both
hotels redefined their guest
communhnications,
implementing conversational
Al to automate the following
tasks:

Answering
FAQS

®

Hidiffy’s Al, specialising in over
200 hospitality-specific topics,
responds to inbound queries
instantly, 24/7, across multiple
channels managed by the
hotel brand, including web
chat, WhatsApp and Google
Business, in over 130
languages.
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@© Last viewed
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v [ Conversations (2)

Great! Would you like to check availability and prices,
me questions?

request a quote or do you have so

- Webchat Conversation - Kora Green City Hotel
Choose bellow or chat with us.

Webchat Conversation - Kora Green City Support

v O Requests (6)
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Change Lightbulb

New Towel ~ 30/07/2023
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Type your message here..

v ﬁ Reservations (8)

1. BOOKWITH US AND
ENJOY THE BEST PRICE ON THE
INTERNET &
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Hi, I'm Judit, | work at the hotel
and I'm glad to meet youi.

Between "Judit Virtual" and me

we will try to solve all your
doubts!How can we help you?

Book with the code “CHAT” and
enjoy up to 25% DISCOUNT and
FREE BREAKFAST in some dates

How can we help you?

( %% Bookings )

( ® Breakfast >
< ii Restaurant >
C & Brunch )
Write a reply... >

® Automated conversation | </> by Hiliffy

@ Prre-stay

Booking
assistance

Conversational Al,
seamlessly integrated
with the booking
engine, guides guests
through the booking
process for a seamless
experience, vital for
easy conversion.



Sending check-in
campaigns

An automated message to
arriving guests with a link to the
online check-in form and a warm
welcome message encourages
them to complete the process
before arrival and avoid reception
queues.

Sending check-
out campaigns

An automated reminder
of the check-out time

and instructions for a
fully autonomous
procedure via a link, as an
alternative to completing
the process at the hotel
reception.
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Hotel Gran Bilbao £ 0
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Let’s examine the key achievements
related to the challenges outlined
above. To do so, we use both data
accessible in the dashboard and report
areas of the Guest Communications
Hub, and the information and
observations provided by the two
hotels, which enrich this case study.

The Results
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45,000
| 13,000
CSAT score 83%

of

conversations using

the chatbot

With over 45,000 conversations resolved at Hotel
Gran Bilbao and over 13,000 at Hotel Ciudad de
Burgos, 9 out of 10 guests have had automatic
responses without requiring a reception or
reservations team member to respond to
potential guests.

This result is even more
impressive taking in consideration
that the average customer
satisfaction score (CSAT)
between the two hotels is 83%.



5% of web bookings
In the chatbot and
even more directly
via the website

HGB CLUB ONLINE CHECK-IN BOOK

Hotel Gran Bilbao ocoo \/

Hi, I'm Judit, | work at the hotel
and I'm glad to meetyou .

Between "Judit Virtual" and me
we will try to solve all your
doubts!How can we help you?

In addition to achieving an impressive
1.BOOK WITH US AND

percentage of direct bookings with the ENJOY THE BEST PRICE ON THE

Book with the code “CHAT” and
enjoy up to 25% DISCOUNT and
FREE BREAKFAST in some dates

integration of the booking engine into the
chatbot (5% in both hotels), together with
other platforms, HiJiffy has positively

How can we help you?

( %% Bookings >

impacted increasing the hotels' direct online - (" sereakmst )
bOOkingS. il Restaurant >
It is important to highlight the increase of sunch )

Write a reply... @ >

@ Automated conversation | </> by HiJiffy

between 15% and 25% in the total number of

direct online bookings for Hotel Gran Bilbao.

15% 25%

Direct online bookings




20% of guests
a0 take advantage

More than
200% Increase < @

in online
check-ins

Prior to the implementation of HiJiffy, at
Hotel Gran Bilbao only 20% of check-ins
were done online. Today, this figure is more
than 60% thanks to a WhatsApp message
open rate of 81%, more than three times
higher than any email campaign. In addition,
queues at reception have been significantly
reduced, and the guest experience on
arrival is much smoother.

Surprisingly, despite having more senior
customers who prefer to book through the
offline channel, Hotel Ciudad de Burgos has
also achieved a 200% growth in online
check-ins, with an open rate of 84%.

~Average open rate

thanks to a WhatsApp
message

growth online check-ins

~Average open rate

of online
check-out

Despite only having implemented
online check-out at the Hotel Gran
Bilbao at the beginning of the summer,
the hotel is already seeing that it is
having a very positive impact on the
guest experience at check-out as well.
Letting guests check out via a link sent
by WhatsApp has helped somewhat
reduce queues at reception and the
team's workload.



“Hidiffy has enabled us to digitise and automate different processes in our hotels, allowing our
teams to focus on what adds value to the customer experience and letting HiJiffy manage those
automated processes that do not add value.

Thanks to the chatbot, we can automatically attend to user queries on our website, with a
degree of automation and satisfaction of 90%, helping to reduce the number of telephone calls
we receive.

And communication via WhatsApp, together with the integration with our PMS, has allowed us to
reach online check-in rates of 60%, allowing us to eliminate queues at reception.

HiJiffy stands out for its ability to integrate seamlessly with other systems, such as booking
engines or PMS, which is fundamental for automation to not only be guest-facing but also to

impact our internal processes positively.

And finally, its extranet allows for detailed control of performance at both the hotel chain and
group level, as well as at the independent property level.”

Raul Amestoy — Director of Sales & Marketing at Hotel Gran Bilbao



“Hidiffy has been the boost that we needed for both Hotel Gran Bilbao and Hotel
Ciudad de Burgos to help us achieve our online check-in and process automation
targets.

Thanks to its In-Stay module, we can communicate with our customers via WhatsApp
in the least intrusive and most convenient way possible, making their stay a positive
online experience too.

The chatbot on the website has also helped us free up the reception areas of both
establishments: when it comes to booking, most customers always have the same
doubts, which a bot can solve at an extremely high rate.

This way, hotel staff have to spend less time on the phone or answering emails and can
spend more time with their guests.”

Judit Segura — Communication at the Hotel Gran Bilbao and the Hotel Ciudad de Burgos



“Working with Hotel Gran Bilbao and Hotel Ciudad de Burgos is a pleasure. As an
Account Manager, | took over these properties in 2022 and since then, we have
implemented various solutions to improve the usability of our platform. The
communication and collaboration with the hotel team are exceptionally effective and
highly valued. We have seen a significant increase in direct bookings made through the
chatbot and more personal automation with the implementation of GPT-4 in the
chatbot responses. Campaigns sent via WhatsApp get guests to check in online, adding
value to how the tool is used and how the hotel allocates its time with guests before,
during and after their stay. | can't wait to see how our new developments can take this
solution even further with both hotels and continue to bring value by working
together.”

Ana Correia — Customer Success Manager at HiJiffy



Information about the hotel tech partners:

miral L5,
We believe in your hotel . CLASS ONE |

Mirai Booking Engine PMS Class One

Class One and its Seven Stars system revolutionise hotel management
by simplifying front desk operations with efficient data entry using a
reliable tool. This system goes beyond being a simple PMS; it stands
out as a Smart Hotel Management System, versatile and adaptable to

A modern and functional design, combined with a simple and user-
centric interface to optimise conversion rates and customer
satisfaction. Robust and efficient, Mirai's booking engine is the best
in its class. Enjoy the power of 25 years of experience in your hands:

Easy, intuitive and practical: a process with the minimum number

of steps to avoid losing bookings due to unnecessary hurdles.
Secure and consolidated: a professional and stable platform.
Compatible with multiple devices: desktop, tablet or mobile.
Payment methods: possibility to set up different payment
methods, either at the hotel, in advance, or according to the day
and the offer.

Constant updates: Mirai's booking engine develops according to
your needs, regularly adding new features and improvements at
no extra cost.

Customisable styles: Mirai's booking engine adapts to the overall

style of your website, ensuring a natural projection of your image.

different types and locations of hotels, standing out for its unique
features.

Class One's modular structure allows for exceptional customisation,
offering detailed reporting, secure data management, and seamless
integration with other hospitality technologies. It is the ideal solution
for hoteliers aiming to optimise their operations and enrich their
guests' experience. Modules include advanced PMS systems, KPI
analysis, Live Rate, Housekeeping Management, Maintenance
Management, Accounting Tools and much more, all designed to boost
efficiency and success in hotel management.
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Pre-stay

@ 4 December 2024 >

Booking details
2 nights at Hotel Central

5 29/12/2024 - 31/12/2024

oo HotelCentral Find&Book Best Deals Events Contact R 2adults
HHHHHH SR 1 children

C Change details )

S,
24

Hotel Central

Transferring to a human agent

Please leave your contact details to make
sure we can get back to you even if you
close the website.

SRR

Email

><
Ed b n.
-\

Al agent for FAQs
and direct bookings

Guiding users through the
booking process and
providing answers to queries,
saving time and reducing
workload.

Behavioural
marketing campaigns

Push personalised messages
according to specific pages on
the website or interactions in
the user journey.

Al specialised in
hospitality

Over 200 hospitality-
specific FAQ topics
available for hotels to
train the chatbot.

Request a quote

Travellers can request a
personalised quote for
their stay.

A




Pre-stay

To talk with our reception, please
click the following contact:

+99999999
If you want to be contacted by our @ < December 2024 >
team, please provide us your contact e w ot w1 s .
S - - Email to chatbot Joo) Smooth handover
Booking details M
2 nights at Hotel Central automatlon to h u man age ntS
e 9 29/12/2024 - 31/12/2024
oo HotelCentral Find&Book Best Deals Events Contact R 2 adults

HHHHHH SR 1 children

C Change details )

A seamless transfer of the

Q-0 Send canned responses
directing users to the

conversation to staff if

chatbot to resolve user requested by the user or if

queries instantly. the chatbot cannot resolve

the query automatically.
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Widget

< .
& Click to call @ personalisation

Provide an option to call a .
human agent directly from Customise the chatbot
the chat if a guest’s

request cannot be solved
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your hotel’s brand
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Type your message here..
< I T~ I

Hello, Jenna!

We genuinely hope that your stay
was pleasant and that our service
met your best expectations.

Your feedback is important to us.
We invite you to leave your
opinion on TripAdvisor here:
http://tripadvisor.com/hotelcentral

We hope to welcome you in our
hotel in the future.

All the best,
Hotel Central team

Do you have any special request for your reservation?

You have selected request: | would like to have a king-

You have selected children: 0

Do you confirm your info?

I'd like to reserve a table Q

for 8pm

I'd like to book

a spa for two. g
How can | cancel the 3

massage appointment?

Q  Search conversations ... O g v

»

v Mark as closed Vv

Hi)iffy Hotels & Resorts

® Hi)iffy Hotel Whatsapp

Lorenzo Vargas

™ lorenzovargas@email.com
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+ Add new contact

O Last viewed
What is your email address?
https://hijiffy.com/

v El Conversations (2)
Webchat Conversation - Hijiffy Hotel

Webchat Conversation - Hijiffy Support

Thank you! A team member will evaluate your v Q Requests (6)
request and get back to you as soon as possible @ g
Change Lightbulb 300772023

17

New Towel 30/07/2023

me »

v ﬁ Reservations (8) + Add new

Hi James Smith!
Is everything okay with your
stay? Is there anything else

we can do to make your stay
memorable?

Y4 Book a table

® Book a spa treatment

@ Qs Call the reception

INn-stay

Al-powered
concierge agent

An artificially intelligent
virtual concierge
assists guests with
their requests.

Upsell and
cross-sell campaigns

Send automated messages to
communicate personalised
upselling and cross-selling
campaigns.

Digital check-in

Integrate your PMS to
offer pre-check-in forms
to your upcoming guests
and minimise time spent
at the reception.

Automated
WhatsApp messages

Automate and trigger
messages throughout your
guests’ journey, such as
check-in/check-out
campaigns, feedback
campaigns, and more.
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The air conditioning in my room is

not working, can you fix it asap?

Open On hold Close
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® start new
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All
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Agent: Unassigned Vv

How can | make

a reservation?

I'd like to book

a spa for two.

v

You have selected children: 0

Do you have any special request for your reservation?

I would like to have a king-

size bed please

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

lorenzovargas@email.com

Type your message here..

85%
Al AGENT
CSAT SCORE

T 17%

from previous 30 days

Thank you! A team member will evaluate your

request and get back to you as soon as possible @ @

me »

How can | cancel the
massage appointment?

Hi)iffy Hotels & Resorts

® Hi)iffy Hotel Whatsa
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™ lorenzovar: gas@email.com
Q, +1888-482-7768

+ Add new contact

®© Last viewed
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Webchat Conversation - Hijiffy Hotel

Webchat Conversation - Hijiffy Support

v Q Requests (6)
Change Lightbulb
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In-stay
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Customised campaigns re
for a target audience

Trigger campaigns for guests
matching specific rate plans or
profile (e.g. families, couples),
subject to availability.

Guest reviews and @
satisfaction surveys

Send guest satisfaction
surveys during and at the end
of the stay and get reviews
for internal monitoring or
external platforms like
TripAdvisor or Google.

Custom team
notifications

Set rules for notifying the
right teams for specific
requests.

CSAT score
metrics

Collect and access guests’
feedback to evaluate the
performance of the
chatbot and individual
human agents.
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