Story

Kabannas surpasses
industry average

conversion rates 90x
with Hidiffy automation.
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KABANNAS

This case study explores the
journey of a UK hotel group,
Kabannas, implementing HiJiffy’s
conversational Al across its guest
journey. This has led to fantastic
results, especially when it comes
to automating answering incoming
queries and boosting the
conversation rate of upselling with
Oaky. This publication is based on
HiJiffy’s first-party data and
insights from Louise Garner, the
Commercial Director at Kabannas,
who is quoted throughout.

Kabannas is subscribed
to a Premium plan at
HiJiffy and benefits
from conversational Al
in communications
across the guest
journey, implementing
the chatbot on the
webchat on their

website, WhatsApp, and
email.

Conversational
Al across the

guest journey
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Kabannas is a group of three
hotels in the UK, with a total
of 135 rooms, located in
London St Pancras,
Newcastle, and Liverpool.
Formerly operated by the
Youth Hostel Association,
Kabannas acquired the
properties in 2023.

The brand stands for providing well-
located, quality, flexible accommodation

where travellers can rest, recharge, and
connect with others. Each hotel offers
buzzing social spaces that nurture a
community feel and food and beverage

H %
Newcastle services that fuel travellers’ energy.



Success Story: Kabannas

“Al is here and changing quickly,
resistance is futile, hospitality and
other service industries need to get on
board and embrace the change, your
guests, your customers, your

employees expect instant information
at their fingertips.”

Louise Garner
Commercial Director at Kabannas

KABANNAS

To differentiate on the market
and mark the arrival of the new
brand to the properties,
Kabannas aimed to put the guest
in charge of their digital journey
and interactions with the hotels.
They looked for a solution that
would allow their guests to chat
with them whenever they
needed, even outside of the
traditional 9 am to 5 pm
Reservations Department.
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In addition to the goals
above, the aim was also
to keep Reservations
staffing to a minimum. It
was important that
Reception team members
could quickly grasp a new
Al tool and be able to aid
a guest when necessary
while prioritising taking
care of the guest in front
of them.

Key pain points

Kabannas identified repetitive
questions guests would ask daily,
such as the check-in time, breakfast
cost, closest train station, and so on,
as the main pain points to be
addressed with an Al solution. All of
this information was readily available
on the Kabannas website or in
reservation confirmation emails, but
guests lead busy lives and want to
interact and get transactional details
instantly.




From a broader perspective, Kabannas was looking for a
specialised tech solution that would help them to:

Enhance guest
experience

Making communication channels,
including the website's webchat,
WhatsApp, and email, readily
available to engage with
(prospective) guests.

Automate guest
communications

Answering common questions to
boost bookings and processing in-
stay queries regarding amenities
and services to have a positive
impact on guest satisfaction.

Optimise
procedures

Further improving the guest
experience and reducing the
team's workload, Kabannas
looked to automate procedures,
including group bookings,
reservation modifications and
cancellations, refunds, and more.

It also mattered for the brand
to work with a solution

specifically designed for
hospitality and a company
that understands the industry
and is driven by innovation.
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The Implementation

Louise Garner reflects on
the adoption process:

“An advantage we had was launching

a new business with a set tech stack
rather than adding HiJiffy into

an existing tech stack and team where

| imagine you could get some resistance
as change can be hard. During our ‘go
live’, we held training calls with the three
property teams to show them how to
use HiJdiffy. We followed this up with a
Loom training video accessible on Teams
Channels for all users. We also created
written training resources that all
Reception Team members can access.”

& Adoption

“A few team members who had worked
for the previous owners of the
properties with a traditional
reservations department were a little
resistant and not used to answering
pre-arrival questions. This was quickly
resolved once they saw how easy HiJiffy
is to use. We also asked their feedback
on what information we could add to
the chatbot to help them. When they
sent in ideas, which were subsequently
loaded into the system, it was an
instant attitude change for some of the
team as they felt valued and could see
how the ‘tool’ was a great addition to
our guest experience.”

Louise Garner
Commercial Director at Kabannas
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KABANNAS

Our Cities v Business Travel

Hil I am a virtual assistant and |
can help you answer questions
about your reservation or
Kabannas.

You can ask me anything you
want (tip: type in your questions
one at a time and use short
sentences for better results).

Welcome to Kabannas!
Kabannas London St
Pancras are currently
taking reservations up to
1st September 2024, an
exciting renovation is

9:41

{12 X Kabannas

Today

Today is the day, yay! Check-in
any time from 16:00 where a
passport, driving license or ID card
are required. Perfectly fine to
arrive after the 16:00 check-in
time, reception is open 24 hours a
day. See you soon.

planned!

It's great to meet you.
We're the new kids in
town, currently in London
St Pancras, Liverpool and
Newcastle with new

locations coming along
About your reservation soon.

7 Rates & bed availability

About the property

Group Booking

-

Write a reply...

Automated conversation | </> by Hijiffy

The Solutions

The key applications of Hidiffy’s
conversational Al across the entire guest
journey at Kabannas properties include:
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