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.




Success Story: Kabannas

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.



Success Story: Kabannas

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



Success Story: Kabannas

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:



@ Booking

° n 4 Open On hold Closed Spam All Search conversations ... E v
Answerin i : -
o »
Conversations @ Start new fw Claire Smith 1 High priority
° - . ..
@ Activity
re - O O I S _ Agent: Unassigned v v & v Markasclosed v g
I . ? AlL5/5 B v @ Y
, Claire Smith

QQ ? &Y WebChat 9:00 AM

Kabannas

Hidiffy’s conversational Al, ®

R KabannasWebChat

S p e C i a I,i S e d i n Ove r 2 O O KA BA N N AS Home Our Cities v~ Groups Business Travel Offers Blog Claire Smith

™ lorenzovargas@email.com

Q, +1888-482-7768

+ Add new contact

© Last viewed

hospitality-specific topics,
instantly replies to incoming

Kabannas.com

ies 24/7 i
queries 24/7 across various ABOUT KABANNAS

v [ Conversations (2)
Welcome to Kabannas, it's great to meet you. We're the new kids in

channels managed by the

town, currently in London St Pancras, Liverpool and Newcastle
with new locations coming along soon. v Q Requests (6)

brand, including webchat and

Why stay with us? We know it's a big decision when it comes to
. i : New Request 30/07/2023
resting your weary head after a hard day's city exploration, we

W h atSA p p ° =] [ - : ol s think we have come up with the right formula where you can rest, New Request 30/07/2023

recharge and connect with others in our awesome cities.

{12 Kabannas & . ; i
x Sl Book Direct and get 20% off food and drink, we will donate 10% of v [ Reservations (9 + new
the value of your booking to a local charity and enter youintoa Reservation number 30/07/2021
oday monthly prize draw to win a 2 night stay. Result! > )
Reservation number 30/07/2021

Welcome to Kabannas Liverpool,
please enjoy your stay with us.
Our chatbot can assist your with

RA
Kabannas el o00 X

any questions you might have S 1 2L 10 B ' S — Ql. c @ g
during your stay, just reply to this : Rates & bed availability
message.

We do have private rooms \
available, please click on the

button below to check availabilty

and book.

Kabannas London St Pancras Kabannas Liverpool Kabannas Newcastle

+ @ © \QJ ( Select Property ) ( Select Property ) ( Select Property )

Write a reply... @ >

@ Automated conversation | </> by Hijiffy
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“Hidiffy is the ultimate team member!
From answering basic guest questions
to facilitating high-value group leads
and enabling Oaky upgrades, HiJiffy
does the job of many and is there 24
hours a day.”

Louise Garner
Commercial Director at Kabannas
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99:2

Supporting direct
bookings

Thanks to seamless
integration with the
Cloudbeds booking engine,
conversational Al facilitates
bookings on the website and
guides users through the
booking process.

Facilitating group
bookings

A special custom flow is
triggered for bookings for
more than ten guests. It
collects all necessary
information and passes it on
to Group Reservations.

@ Booking

KA BA N N AS Home Our Cities v Groups Business Travel Offers Blog

m LRy oy A PR R

g Kabannas 8% o000 X

We do accept groups at
Kabannas, depending on your
group size please select one of
the options below.

If you are enquiring for a school
group and require any catering
during your stay, please note this
in the special requests section.

Group booking

< 9 people or less )

x ( 10 people or more )

Write a reply... @ }

® Automated conversation | </> by Hijiffy

M

——

Cloudbeds



Success Story: Kabannas

“Another key function is how easy
setting up chatbot flows is, especially
for group enquiries. The leads come in

with pre-filled key information, making
it easy for Group Reservations to reply
promptly after checking availability. In
today’s world, a guest enquiring about
a group demands a quick response,
and HiJiffy allows us to do this.”

Louise Garner
Commercial Director at Kabannas




Improving guest
experience

An automated WhatsApp
message reminds incoming
guests about the key
information on the day of
their arrival. After the check-
in, a welcome message
introduces the chatbot and
establishes it as a channel for
24/7 assistance during the
stay.

In-house
communications

Al provides automated
instant replies to guests
asking questions about
facilities and services.

Kabannas &
< 12 x onli

A

9:41 all T @

Ine

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.

Welcome to Kabannas Liverpool,
please enjoy your stay with us.
Our chatbot can assist your with
any questions you might have
during your stay, just reply to this
message.

@ Arrival

==

“In-house communication is key. Today’s
guests expect to be able to use instant
messaging once they are checked in to

ask a question or report an issue. HiJiffy
facilitates all this. Quick replies from
team members reduce the chance of a
guest checking out with an unresolved
Issue and subsequent low rating once

they leave.”

Louise Garner
Commercial Director at Kabannas

@ n-stay



Success Story: Kabannas

P

Increasing revenue
from upselling

After the booking, the
brand sends automated
WhatsApp campaigns
offering guests
personalised upselling
options through Oaky,
integrated seamlessly
with their systems.

Kabannas

Purchase

( Breakfast )

Yes, breakfast at Kabannas
London St Pancras is available for
guests from 07:30 - 09:00 on
weekdays and 07:30 - 10:00 at
weekends. We offer continental
breakfast at £5.95 per person, per
day. You can purchase this by
clicking the link provided or when
you arrive. Breakfast is served in
x the Cafe next to the reception.

Write a reply... @ >

® Automated conversation | </> by Hijiffy

all ¥ @m)

{12 x Kabannas & Qs

online

Today

Only a few days now! :J

Kabannas Liverpool are getting
ready for you, please let us know if
there is anything you need before
your arrival. Need to book a towel?

&’See below? https://kabannas-
liverpool.getoaky.com/hotel/e:/

preview

©

@ n-stay

Guests can easily explore
and select additional
services to enhance their
stay. Not only does this
improve guest satisfaction,
but it also positively
impacts the bottom line. In
addition, upsell offers are
promoted in the webchat
when travellers and guests
ask about specific topics,
such as breakfast.


https://kabannas-liverpool.getoaky.com/hotel/e:/preview
https://kabannas-liverpool.getoaky.com/hotel/e:/preview
https://kabannas-liverpool.getoaky.com/hotel/e:/preview

Success Story: Kabannas

The Results



Success Story: Kabannas

This summary of the key
achievements related to using
HiJiffy’s Guest Communications
Hub refers directly to the
challenges indicated in the
earlier section. The results are

based on HiJiffy’s data (visible
to the client in the dashboards
and reports section of the

platform), as well as Kabannas’
insights and observations they
contributed to this case study.




92% of questions

Conversations O Automatically resolved
4 O k 9 2 /O with the Al chatbot answe red

t\ What time is the check-in?

Top FAQS Entire room, group bookings, managing bookings and check-in a u tO m ati C ally by
I r— conversational Al

From June 2023 to June 2024, the Al

14 M
. This demf)nstrates our gueStS can chatbot at Kabannas received over 40K
interact with an Al tool and get the conversations and automatically
information they need instantly with only resolved 92% of the queries. The most
. . . common questions regarded booking an
very few interactions requiring human . . .
. . . entire room, group bookings, managing
Interaction. bookings and check-in.

Louise Garner
Commercial Director at Kabannas




1% open rate
of WhatsApp © ‘n

Wl T @m
o Q"> Open on hold Closed Spam All 0\ Seardh EMVETSERIES Q g v <12 x ﬁiannasa o
»
I I I I n Conversations ® Start new ‘.ﬂe Claire Smith /1 High priority \/ : N Today
C a p a g S @ e . - -~ agont: Mariana é};\/ o  Mark ac closed < § Activity
= ° Only a few days now!
R @ e o 7.00AM @ Kabannas Liverpool are getting
i fapannas ready for you, please let us know if
. [/ a Kabannas i i
Automated WhatsApp campaigns, © @ e e -~ e s ot
. . . . & ar ® whatsapp
including service and upselling messages, - e See below ? https:/Jkabannas-
Cp g éuv';iﬁ:h?toe ldy @ lcgn:;z;g_a:if;:com liverpool.getoaky.com/hotel/e:/
get an average 71% open rate at o e preview
L ¥
Kabannas. This is just short of double the /
</> ®© Last viewed
average performance of hospitality email 5
° ° Only a few days now!
campaigns for the EMEA region, as stated e « B conversations
in the 2024 Hospitality Benchmark Report arival Need tobook a towel © O Requests ©
¢%See belows*
published by Revfine (36.4%). Getting the e e
New Request 30/07/2023
message to the guests on their preferred € oo _ )
v Reservations (8) Add new
channel positively impacts guest e bes W + C ® ¢
All ™M {Qj ° @ ooo 241 30/07/2021

satisfaction - as they feel taken care of by —
the brand - and the revenue, as
illustrated in the next point.


https://kabannas-liverpool.getoaky.com/hotel/e:/preview
https://kabannas-liverpool.getoaky.com/hotel/e:/preview
https://kabannas-liverpool.getoaky.com/hotel/e:/preview

for upselling with Oaky
via webchat and
WhatsApp campaigns

In addition to using Oaky for upselling via
email, Kabannas is also using channels
automated by HiJiffy to promote offers
such as breakfast or towels. In May 2024,
upselling deals were presented in the
webchat and WhatsApp campaigns over
2.5K times, with 13.5% of guests following
the link to learn more. This resulted in a
36% conversion rate, translating to 125
sales via automated channels. For context,
the average performance of any hospitality
email campaign in EMEA is a 2.9% click-
through rate and 0.4% conversion rate. In
other words, the synergy between Oaky’s
upselling system and HiJiffy’s Al-powered
automation leads to 90x higher conversion
rates.

Automation leads

90X

Higher conversion

rates

0O

&

2.5X

Upselling deals

36%

Conversion rate

125

Sales via
automated
channels



Information
about the hotel
tech partners

Oaky

Oaky is an upselling software that helps
hotels increase revenue and enhance the
guest experience by offering relevant
upgrades and services throughout the
whole guest journey. With automation,
segmentation and dynamic pricing, it
maximises the average spend per guest
and removes manual work. Oaky has been
recognised as the Best Upselling Software
by Hotel Tech Report for 7 consecutive
years and is trusted by hotels, groups and
chains across the globe.



Testimonials

“Hidiffy delivers high levels of automation along our guest journey. HiJiffy allows our guests a
simple and effective way to engage with us from the initial research phase to post-booking, pre-
arrival, in-house and post-check-out. Over 90% of the time, they instantly get the answer they
need - a game changer in the hospitality industry. We can focus our team on face-to-face
interactions with our guests, and Hijiffy allows them to confidently step away from the screen
and engage with our guests.”

Louise Garner — Commercial Director at Kabannas KA AN NAS




“We’re excited about how the partnership between Oaky and HiJiffy leverages Al-powered
communication solutions for upselling. It enables hoteliers to impress guests by seamlessly
promoting relevant offers directly on their favourite messaging platforms. By delivering relevant
offers through the right channel, we ensure that guests can enhance their experience directly at
the property. This not only boosts guest satisfaction but also increases ancillary revenue for hotels,
creating a win-win situation for both guests and hoteliers.”

Clément Dénarié — Chief Revenue Officer at Oaky

“Collaborating with Kabannas, specifically with Louise Garner, has been an outstanding experience.
They leverage the latest technology, consistently adopting Al innovations to enhance operations and
elevate guest experiences. Kabannas stands out for their proactive and inventive use of our solution,
particularly in personalising guest interactions and optimising resource management. Their ability to
seamlessly modulate their tech stack ensures they stay at the forefront of the industry, adapting
swiftly to new technologies and integrating them effectively. Their enthusiasm for Al and cutting-edge
solutions makes them an exemplary partner. We proudly support their journey and look forward to
their continued success.”

Elodie Soares — Senior Customer Success Manager, HiJiffy .
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Dashboard

Date range: last 30 days

Welcome back
John Doe!

You’ve solved 80% of conversations this month!
Keep it up and improve your performance!

OVERVIEW
80% 240
AUTOMATION BOOKINGS
RATE MADE VIA CHAT
0 16% S -6%

from previous 30 days from previous 30 days

CONVERSATIONS EVOLUTION

@ Automated Conversations
@ Requests To Chat With Staff

Week v

100

75

50

25

0
31 Oct 1 Nov 2 Nov 3 Nov 4 Nov 5 Nov 7 Nov

AVERAGE TIME FOR FIRST REPLY

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

. My metrics Team metrics

85% 21648
CHATBOT Conversations
CSAT SCORE closed by the team
¢ 17% ¢ 150%

from previous 30 days from previous 30 days

USER ACTIVITY

Channels from where the user initiated the conversation.

Webchat
@® F. Messenger
Whatsapp

Booking Messages

WeChat

3 599

ACTIVE USERS

Telegram

Line

Instagram
Google Business

Email

Q Search conversations ...

OPEN CONVERSATIONS

9 conversations to solve!

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

John Smith
& @ Channel name
Messenger

1day @

R Channel name 2days @
El Webchat

@ Joanna Silva
S ® Channel name
Whatsapp

10 Steve Doe

1week @

view more -

FAQS INSIGHTS

Learn how you can improve your FAQ topics with valuable
insights and feedback from users.

@ 2132
QUESTIONS ASKED THIS WEEK

E@ 233
UNANSWERED OR NEGATIVELY SCORED

® 1
TOPICS TO IMPROVE ON

view full report -

o &

Centralise, automate and measure customer care and

communications in a single powerful platform.

hrk as closed v

lected children: 0

r your reservation?

to have a king-

ur email address?

onfirm your info?
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1 as possible @
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Q Search conversations ...

»

© Hi)iffy Hotel Messenger
Lorenzo Vargas

™ lorenzovargas@email.com

Q, +1888-482-7768

-+ Add new contact

v (© Last viewed

https://hijiffy.com/

v [\ Requests
Change Lightbulb

Change Towels

v B Reservations
#950

#590

v > Tags

@ Language: English

0 @~

31/07/2023

30/07/2023

+ Add new
30/07/2023

30/07/2023

+ Add new



Booking

Booking

> Answering FAQs
> Chat-based booking
> Webchat pop-up campaigns

> Lead generation (RFP)

Integrations
~ Booking Engine
- Digital Marketing

» CRM

Channels l@l \QJ

“ 754 452€ <

S M

Booking details
2 nights at Hotel Central

O 59 29/12/2024 - 31/12/2024
Q 2 adults

GO Hotel Central Find&Book Best Deals Events Cont:

HOTELS

SR 1 children

December 2024 >

T w T F S

< Change details

Hotel central &
==/ Business Chat

QO

O U
HOTELS .

Hotel Central

Hotel Resort

Hi! I am a virtual
assistance and |
can help you book
your upcoming
stay

% Whatsapp

@ “ Book a room
B Book a room

When you join our loyalty

Destination Destination
programme you get one
Portugal Spain free head massage
United States South Afric treatment on every stay at
our Kinoji Spa &
The Netherlands Italy

Hil Can | do late chet

Yes, the hotel offers the option for
a late check-out for an additional
fee of 20 EUR per hour, up to a
maximum of 3 hours, subject to
availability. Please contact the
hotel in advance to arrange for a
late check-out.

5,
O @ ¢ A ® b @ Write a reply... & }

@ Automated conversation | ¢ by Hififfy



Arrival

Arrival

> Welcome message
~> Digital check-in

~> Loyalty programme promotion

Integrations

PMS Upselling
Check-in Maintenance
CRM Check-out
Hotel App Reviews

Channels

=& §

9:41 -ll' ? L]

{12 B9 Hotelcentral &

online

Hi James Smith,
Your escapade is getting closer!

As we eagerly anticipate your stay
with us, we want to share a few
hidden gems so that you can
experience the charm of our city.

We've prepared an article with our
top local recommendations and
travel tips you might need:

Ed https://hotelcentral/tips

See you soon!
Hotel Central team

Thanks!

9:41 ll'l ? -

{12 £3 Hotelcentral &

uuuuuu online

Hi, James Smith!

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 go to: hotelcentral.com/

checkin

Thank you!
Hotel Central team

Looking forward!

+ C © ¢

9:41 -ll' ? (]

{12 3 Hotelcentral &

nnnn 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. {J 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.
https://www.hotelcentral.com/pre-
check-in

Hotel Central Team

I Check Room Upgrades
® Book a spa treatment

Q, Call the reception

I P ©



In-stay

In-stay

> |n-house assistance

> Upsell and cross-sell campaigns

-> Satisfaction surveys

Integrations

PMS
Check-in
CRM
Hotel App

Channels

Upselling
Maintenance
Check-out

Reviews

=& §

9:41 llll ? -

< 12 B Hotel central

online

Hello! Could you clean my room
today, please?

Could you tell me your room number,
please?

What is your name?

324

James Smith

May | inquire as to what time would
be most convenient for us to service
your room?

Between 11 am and 3 pm, please.

+ @ ©

g

9:41 lll' ? -

< 12 B3 Hotel central

online

Good Morning, James Smith!+

Kickstart your day in the cosiest way
possible with our exclusive Breakfast
in Bed offer!

For just €19/person/day, enjoy a
delicious breakfast spread, all
brought directly to your room.

& Freshly Baked Pastries
= Premium Coffee

©. Made-to-Order Eggs
@ Fresh Fruits

4. Local Cheeses

To treat yourself to this delightful
experience, simply click here to book
it - https://hotelcentral/special-
breakfast - and we'll arrange
everything for you.

See you at your doorstep with
breakfast bliss! & i

+ G ©® ¢

9:41 lll' ? -

< 12 B3 Hotel central

online

Hi, James Smith,

Your stay with us might have come to
an end, but we're not saying goodbye
just yet!

.. Your feedback is our North Star,
leading us to create more appealing
experiences. ..

Can you, please, quickly reply to our
feedback survey?

https://hotelcentral/feedback.

Let's make Hotel Central even better,
together!

Thank you!

Sure do!

+ C © 34



Departure

9:41 llll ? L

{12 £9 Hotelcentral 9

ssssss online

9:41 l"l ? -

Departure

> Check-out campaigns

We truly appreciate you choosing to
. . stay with us!
> Quest reviews campalgns
For us to maintain this high standard,
we depend on reviews you, our
treasured guests, leave us.

If you are a loyalty programme Thank you, James Smith!

member, send us a screenshot of

your review, and you'll automatically From all of us at Hotel Central, a
receive a 20% restaurant discount on heartfelt thank you for choosing us.
your next stay! A @

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

Give us a review

| ntegratio ns Book for next time you back to our haven.
Loyalty Club sign-up We'd be grateful if you could share
PMS U pse lll ng your experience on TripAdvisor:
Give Us a review https://bitly/review
Check-in Maintenance . . |
Until we meet again, au revoir!
CRM Check-out -+ Q0 © \Q} Hotel Central
Hotel App Reviews

Of course, Thank you!
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Success
Story

. Book a demo
CO n n e Ct W I t h u S +351 21123 0217 info@hijiffy.com -


mailto:info@hijiffy.com
https://www.hijiffy.com/book-a-demo

