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Drawing on data from HiJiffy and
insights from Lub d, we explore
how guest experiences were

improved across multiple locations.

From simplifying operations to
making interactions with guests
smoother, Hidiffy’s smart tools
helped Lub d tackle common
communication issues head-on.

With real feedback from the Lub d
team, this study highlights how the
partnership boosted service quality
and efficiency, raising the bar for
guest satisfaction. It’s a practical
solution with clear benefits—for
the guests, the staff, and the
business as a whole.

HiJiffy is reshaping how
hotels connect with their
guests by integrating
conversational Al into its
Guest Communications
Hub. This case study takes
a closer look at how HiJiffy
partnered with Lub d to
solve guest communication
challenges and improve
engagement.

42k conversations
87% automation reached
17.9% more ROI




The Client:
Lub d

Lub d operates eight

hostels across Thailand,
Cambodia, the Philippines,
and Japan, redefining
modern hostel experiences
in Southeast Asia.

Known for its stylish accommodations
and vibrant social spaces, Lub d offers
travellers the perfect blend of comfort,
functionality, and community.



Success Story: Lub d

Lub d Smart Assistant

Each Lub d location is strategically
located near top attractions,
B -ocon. t3 making it the perfect base for

B PAYLATER

adventure. From vibrant social
hubs to beachfront bars and daily

Leap Into the Deal Zone Stay Longer & Save Book Now Pay Later N o . o ’ o
Let's start this epic year and snag 25% - Stay 3 nights get 10% off -No advance payment a. C t I V I t I e S ) t h e re S a I.W ayS e n e rgy I n
discount PLUS 10% off food & drinks! - Stay 5 nights get 20% off - Pay at the hotel

- Non Refundable - Card details are for guarantee only

RTINS e the air. Guests can join cultural
I R e S tours or bond over games and
events, creating unforgettable
moments with fellow travelers.

Write a reply... @ >

® Automated conversation | </> by Hijiffy



Success Story: Lub d

Lub d wanted to improve guest
communication and make booking
faster and easier while keeping
operations running smoothly
across their locations. As a brand
focused on creating personalised
guest experiences, they faced
challenges in meeting rising
demands for quick support and
simpler booking processes.

Black FriYAY

Alert! Book now for 30%
OFF your dream vacation
& awe-some

Hey @! It's your bunk bed
virtual friend Lub d. Let me
help you with booking your - E
next adventure. Or if you |
have any inquiries, ask
ahead!
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Managing repetitive &y Offering 24/7
questions support
Guests often ask the same questions, With operations
taking time from your reservations and spanning multiple time
front desk teams. This makes it harder zones, responding
to focus on bigger tasks and promptly to guest
meaningful guest interactions. A Inquiries outside regular
simple solution was needed to handle working hours was
FAQs without reducing service quality. challenging.

- / - /

The Challenges




Promoting
special deals

Driving more

= Staying consistent
direct bookings

across platforms

Guests reach out through Alongside managing Lub d also needed an
webchat, Facebook guest interactions, Lub efficient way to share
Messenger, Instagram, and d wanted to increase discounts and offers,
more. Keeping direct bookings by ensuring guests could
communication consistent engaging potential easily find and book
across all these channels guests and making their special deals during
wasn’t easy. online booking their stay.

experience quick and
hassle-free.

The Challenges



Success Story: Lub d

Black FriYAY

Lub d needed a smart,
hospitality-focused
solution to handle routine
guest communications,
streamline booking
processes, and give their
team more time to focus
on creating outstanding
guest experiences.
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L“b d Destinations - OFFERS Events Blog FAQs

Lub d Smart Assistant EC ooo X

Property selection 'AYARAYaVYa Al lal:

Lub d Cambodia Siem Reap

HiJiffy’s Guest e - O00G—UWIE !N
Communications Hub offered N 5T SPOT e

friend Lub d. Let me help you with
booking your next adventure. Or

Lub d a powerful suite of tools [EEEEEEEEN. SHOJOCESEE e
to address its operational Do T Oy O (R
challenges and enhance guest s T e R
communication. By integrating
conversational Al into their
workflow, Lub d could
streamline processes, improve
response times, and drive

more direct bookings.

Solutions




Success Story: Lub d

®

Answering
pre-booking FAQs

Hidiffy’s conversational Al,
tailor-made for the hospitality o

industry, makes handling

common questions a breeze.

From check-in details to

discounts and room options,

Lub d now offers instant,

round-the-clock support across
all properties. Guests get the
information they need, exactly

when they need it.

On hold Closed Spam All

m > Open

® Start new

o
Conversations ?W Claire Smith 1 High priority
&

Agent: Unassigned v f‘;; v R v Mark as closed v

©® Y

@ All5/5 v 3 v v

. Claire Smith
? & WebChat ettt
Lubd

Destinations -

Lubd

I —- = J - - e — ':. S 1--...‘_ - o
':' _—_————-— » - W . #
i — = | __i D M | b, d smart Assistant K2 ooo X ==
Lub d Philippines Makati —

Check-out time is before 12:00
hrs (noon).

Late check-out is subject to
availability on the day of your
departure date with an
additional fee.

Kindly contact the Front Desk
directly before the last day of
your stay at the property.

Our check-in is from 14:00 hrs

H 7

Lub d Phuket Patong

o @~

Q Search conversations ...

»

?
Lubd

® Lub d WebChat
Claire Smith

™ Clairesmith@email.com
Q, +1888-482-7768

+ Add new contact

© Last viewed

Kabannas.com
v [ Conversations (2)

v [\ Requests (6)

New Request 30/07/2023

New Request 30/07/2023

v B Reservations (8) + Add new

Reservation number 30/07/2021

Reservation number 30/07/2021

Lub d Koh Samui

@ Booking

Boosting direct
bookings

HiJdiffy integrates directly with
Lub d’s booking system, guiding
potential guests step-by-step
through the booking process.
This straightforward approach
helps drive more direct
bookings while making the
experience smoother for guests.

onwards! Lub d Bangkok Siam
After check-out before noon, Early check-in is available based
the guests are allowed to leave on availability with an additional ( Select P . ) C
elect Proper
their luggage at the property fee. perty

Select Property

) C

Select Property

)

However, our guests are allowed
to store their luggage at the
property, use hotel's facilities
while waiting for the room.

and use hotel’s facilities while
waiting for departure time.

Please select the property you
are interested in.

Write a reply...

Your flight arrives late in the
evening? No worries, our staff is
here to welcome you 24/7. You
can check in anytime after 14:00

‘ hrs.

7 »

@® Automated conversation | </> by Hijiffy
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=

,C:QQ

Connecting with guests
across channels

With HiJiffy, all guest
conversations—from webchat
to Facebook Messenger and
Instagram—are managed in
one place. Guests get
consistent, reliable support
no matter how they reach out,
making communication more
accessible for everyone.

Giving teams the tools
to work smarter

Hidiffy’s user-friendly
dashboard gives Lub d’s team
a clear view of analytics and
performance data. This helps
them fine-tune chatbot flows
and alignh communication with
what guests expect.

Destinations -

LAy =—aan

Lub d Smart Assistant

Lub d Philippines Makati v

Pet Policy

Pets are not allowed on the
property.

For more details, please get in
touch with the front desk directly
or the reservation team; they will

‘ assist you with our pet policy.

Write a reply... >

@® Automated conversation | </> by Hiiffy

OFFERS Events

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
¢ 16% 3 -6%

CONVERSATIONS EVOLUTION

Week v Automated Conversations

. @ Requests To Chat With Staff

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.

85%
CHATBOT
CSAT SCORE

¢ 17%

USER ACTIVITY

99:1

21648

Conversations
closed by the team

¢ 150%

Channels from where the user initiated the conversation.

3 599

ACTIVE USERS

Webchat
F. Messenger
@ Whatsapp
@ Booking Messages
@ WeChat
@ Telegram
@ Line
Instagram
Email

Booking

R, © (9

Q Search conversations ...

OPEN CONVERSATIONS

9 conversations to solve!

@, John Smith
% }L © Messenger
= Lubd

Steve Doe
R Webchat
« Lubd

a= Joanna Silva
{%, © Instagram

Lub d

view more -

FAQS INSIGHTS

@ Booking

R &V

=

1day @
2days @

1week @

Learn how you can improve your FAQ topics with valuable

insights and feedback from users.

D) 2132

QUESTIONS ASKED THIS WEEK

ED 233
UNANSWERED OR NEGATIVELY SCORED

® 1
TOPICS TO IMPROVE ON

view more -



HiJiffy has helped Lub d streamline guest
communication while cutting down on
repetitive tasks. With less time spent on
routine questions, staff can focus on
creating meaningful, personalised guest
experiences.



Success Story: Lub d

Lub d turned to Hidiffy with a
clear goal: to simplify guest
communication and make daily
operations more efficient. After
struggling with a previous
chatbot provider that couldn’t
deliver the features they
needed, they looked for a more
reliable solution designed for
hospitality.

The Implementation
& Adoption




Success Story: Lub d

Why Lub d
chose HiJiffy?

Automation made
simple

Lub d wanted to save time
and improve guest
experiences by streamlining
their processes. HiJdiffy fits
the bill perfectly.

Easy to
get started

HiJiffy’s easy setup and
responsive support made
the switch simple and
stress-free.

Lub d Smart Assistant

Lub d Philippines Makati

Booking Form

Please insert the following data:
Check-in Check-out

25-12-2024 =i 29-12-2024

Adults (age +13) Children (age 0-12)

2 v 1

Lub d Smart Assistant

Lub d Philippines Makati

Please let me know how can |

Contact Staff

help you.

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.

Email




Success Story: Lub d

Thanks to Hidiffy’s
efficient onboarding,
Lub d was able to
quickly integrate Al-
powered tools into
their communication
channels. The result?
Instant improvements
with minimal
disruption to their
operations.

A better
alternative

HiJiffy addressed the
shortcomings of their previous
provider with a robust and
reliable solution.

A partner that
listens

The professional approach
and understanding of Lub
d’s needs made HiJiffy
stand out during the
decision-making process.

Open

Destinations -

THAILAND

Bangkok Chinatown

Lub d Smart Assistant

CAMBODIA

Siem Reap

[ Hey & It's your bunk bed virtual
friend Lub d. Let me help you with
booking your next adventure. Or if
you ha

ve any inquiries, ask ahead!

"' PHILIPPINES

Manila Makati

Please let me know how can | help

‘ you.

Room Types Location
Check-In Time Check-Out Time
i

ite a reply... >

Automated conversation | </> by HiJiffy

88888888888888

aaaaaaaaaaaa

versations (2)

eeeeeeee

eeeeeeeee

'servation number

'servation number

ddddd




The Results
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HidJiffy’s Guest
Communications Hub has
enabled Lub d to achieve
significant operational

efficiencies and improved
guest experiences across
Its properties In
Southeast Asia.




Success Story: Lub d

8 7 % Automatically resolved
with the Al chatbot .
& ... 87% automation
TOp FAQS Discounts, room types, and check-in rate aC h ieve d

, £10 people? :
book for a group O
e Canl ' Can | change rooms?>

This year, Lub d’s chatbot stepped up in a big
way, how handling 87% of guest queries
automatically. It tackles common questions like
discounts, room types, and check-in details with
ease. The result? Reservations and front office
teams have more time to focus on what matters
most—providing personalised and meaningful
interactions with guests. It's a win for both the
staff and the guests they serve.




Hidiffy’s conversational Al significantly
improved Lub d’s booking process,
driving a notable increase in direct
booking revenue and delivering an
impressive 7.9x return on investment
(ROI). By connecting directly to Lub d’s
booking system, the Al solution
streamlined the guest experience,
making it easier for travellers to search
and book their stays. This not only
enhanced customer satisfaction but
also drove a noticeable increase in Lub
d’s revenue, demonstrating how smart
technology can deliver real results for
the hospitality industry.

7.9x ROI through
Increased direct
booking revenue

79x

return on
investment




9:41 Wl T (@)

Lub d ]

Business Chat

o @

Lubd

Hotel Resort

Hey ! It's your bunk
bed virtual friend Lub
d. Let me help you
with booking your
next adventure. Or if
you have any
inquiries, ask ahead!

"~ Book a room

‘ $ Offers
e
® Book a room

Lubd &

@ Business Chat

<

Enquire View Profile

Lubd @
Lub d - Instagram

12:04

Pets are not allowed on the
property.

For more details, please
get in touch with the front
desk directly or the
reservation team; they will
assist you with our pet

policy.

Message

©

all T @)

Pet Policy

KO

Streamlined
communication
across channels

Lub d streamlined guest communication
across webchat, Facebook Messenger, and
Instagram with the help of Hidiffy, making it
easier to manage conversations. Guests
enjoyed quick responses on their preferred
channels, improving their experience. At the
same time, the team used a single, organised
console to handle everything, ensuring
consistent and efficient support.



v [} Requests (6)

New Towel 30/07/2024

Change Key 30/07/2024

— — LIFE"S TOO SHONRT JUST GRAB & GO WHEN IN DOUBT, S6 Blac k FriYAY

Alert! Book now for 30% OFF your dream
vacation & awe-venture!

(View Black FriYAY)
<Chat Black FriYAY)

Lub d Smart Assistant EC ooo X

Lub d Philippines Makati

"’!h

- i t"
I‘Ian]| e

.yl %—

Lub d Koh Samui

( Select Property >

Lub d Bangkok Siam

( Select Property >

Lub d Phuket Patong

( Select Property )

Please select the property you
‘ are interested in.

Write a reply... @ >

@ Automated conversation | </> by Hijiffy

Optimised team
efficiency

By automating routine guest enquiries, Lub d’s
team can focus on what truly matters—handling
complex, personalised interactions that boost
guest satisfaction. The setup ensures the team
is always ready to step in when needed, offering
timely support and maintaining excellent service.
This smart balance between automation and
human availability means staff can concentrate
on delivering standout guest experiences
without being slowed down by repetitive tasks.
It’s all about working smarter to keep guests
happy and the team productive.



Testimonials

Partnering with Hijiffy has been a positive experience for us at Lub d. Their technology integrated
smoothly into our operations, enhancing efficiency and improving guest engagement. The team’s
dedication to understanding our specific needs and providing ongoing support has been
invaluable. It’s been a pleasure collaborating with them to enhance our direct bookings and guest
interactions via our multiple channels.

I
{ |
|II ||
"]

[ ih

Dionis Kole — Group Director of Content and Digital Marketing, Narai Hospitality

Group at Lub d & Marasca L“b d

i “U{h I]. .I .i: . i ] Hi 1h:

Wi l




"Being in hospitality, we are primarily a people-focused business, providing unique experiences.
Many of the messages we receive can be automated, which allows us to concentrate more on the
remaining 20% and provide a personalised human touch to our guests. Having the chatbot doesn’t
remove the human element from the equation; on the contrary, it enables us to be more effective
in addressing the guest interactions that do require human intervention."

Aline Massart — Group Director of Commercial,
Narai Hospitality Group at Lub d & Marasca

"Working with K. Kay and the team at Lub d has been a truly enriching experience. Together, we have
built a genuine partnership, continuously pushing the boundaries of what our product can achieve.
Through our collaborative discussions about the group’s needs, we’ve not only developed tailored
solutions to support their teams and enhance their reporting but also improved our product in ways
that benefit all our clients globally. This partnership exemplifies the power of open dialogue and
shared goals in driving innovation and delivering meaningful results."

Elodie Soares — Customer Success Manager at HiJiffy - \UJ




Guest communications
managed in one place.

Dashboard

Q Search conversations ...

D&~

e

Date range: last 30 days OPEN CONVERSATIONS

o e~

Q Search conversations ...

Welcome back
John Doe!

Open On hold Closed Span] @

Conversations ® Start new

= Show filters v Ql

AVERAGE TIME FOR FIRST REPLY 9 conversations to solve! ‘a
@ 11:45 h +10:20 hours than your team avg.

Start solving your open conversations now »

and enhance your clients CSAT score.

ooo

You’ve solved 80% of conversations this month! brk as closed v

Keep it up and improve your performance! John Smith M
@ My metrics Team metrics ‘ ' !9 @ Messenger lday @
Lorenzo Vargas ; a < Hotel Central
® Whatsapp 9:00 AM
- Eh Hiliffy Hotels & Resorts .
OVERVIEW s Steve Doe 2days @
] ; Webchat \ i . ii
@ > carmen Rodrigues  5o0av @ E\El H:tecl Caentral lected children: 0 @ Hi)iffy Hotel Messenger
‘ © Instagram Lorenzo Vargas
Bl Hotel Central anr r—h p Q
@ © 308 : - 4
Joanna Silva )r your reservation? ™ lorenzovargas@email.com
Junior Doe ° [ b 80% 240 85% 21648 © Whatsapp Lweek @ Q, +1888-482-7768
1d TR T,
O wescna ay@ N AUTOMATION BOOKINGS CHATBOT Conversations Hotel Central
Ea Hotel Central RATE MADE VIA CHAT CSAT SCORE closed by the team
% ¢ 16% 3 -6% O 7% 0 150% view more -

to have a king-

Robert Redford
@ © Messenger

Bl Hotel Central

1 day

from previous 30 days

from previous 30 days

from previous 30 days

from previous 30 days

v O Last viewed

https://hijiffy.com/
ur email address?

Sam Smith CONVERSATIONS EVOLUTION USER ACTIVITY FAQS INSIGHTS
“' G Google business 1day
- [ Hotel Central v O Requests
Week v @ Automated Conversations Channels from where the user initiated the conversation. Learn how you can improve your FAQ topics with valuable Change Lightbulb .
@ > John Doe 2 days 100 @ Requests To Chat With Staff insights and feedback from users.
@ webchat onfirm your info?
Ehl Hotel Central anr ¢+* Webchat Y Change Towels 30/07/2023
@ F. Messenger @ 2132
Booking Hotels 75 QUESTIONS ASKED THIS WEEK v B Reservations + Add new
© Information of Booking from... 2days @ @ ‘ Whatsapp
Ea Hotel Central iluate your
@ Booking Messages 1 as possible @ #950 30/07/2023
50 2
@ > Joanna James 65 3599 @ WecChat ED 33 #590 30/07/2023
UNANSWERED OR NEGATIVELY SCORED
© Messenger ACTIVE USERS
Bl Hotel Central anr . Telegram
. Tags + Add new
25 @ Line 13 me » v O e
MR OO © e | & Language: English
—_— @ Instagram TOPICS TO IMPROVE ON | ® Language: English
Email
0
31 Oct 1 Nov 2 Nov 3 Nov 4 Nov 5 Nov 7 Nov Booking .
: view more —>

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



Booking

Booking

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

> Lead generation (RFP)

Integrations

~ Booking Engine
- Digital Marketing
- CRM

© 9 @ O

Channels \QJ

W 754 A4592€ < December 2024 >

Booking details
2 nights at Hotel Central

0O . 59 29/12/2024 - 31/12/2024
Hotel Central Find&Book Best Deals Events Cont:
:{JT: Q 2 adults

SR 1 children

< Change details )

9:41

< @ Hotel central &

Business Chat AR : - 000 x

=

HOTELS .
O’ Hotel Central
Hotel Resort

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

Hil Can | do late che

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

[ a8
i Select property availability. Please contact the

re *. Book a room hotel in advance to arrange for a
o late check-out.

When you join our loyalt

Destination Destination you| yaity
programme you get one

Portugal Spain free head massage
United States South Afric treatment on every stay at

our Kinoji Spa &

The Netherlands Italy

@,
s

Write a reply...

o @ ¢ ® & QI

@ Automated conversation | ¢» by Hijiffy




Arrival

Arrival

> Welcome message
~> Digital check-in

~> Loyalty programme promotion

Integrations

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

Channels

=& J

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:

&3 https://hotelcentral/tips

See you soon!
Hotel Central team

Thanks!

9:41 ll'l ? -

{12 £ 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!

+ P ©

)

9:41 -lll ? -

{12 5 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. TJ 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

A 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

=& J

9:41 llll ? -

< 12 B Hotel central

online

Hello! Could you clean my room
today, please?

Could you tell me your room number,
please?

324

What is your name?

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.

+ C ©® 3§

9:41 lll' ? L

< 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

#% 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!

+ Z © 34



Departure

9:41 llll ? -

{12 £9 Hotel central 9

ssssss online

Departure

> Check-out campaigns

9:41 l"l ? L]

{12 8 Hotel central £

oras online

We truly appreciate you choosing to
. . stay with us!
> Quest reviews campaligns
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!

+ C ©® ¢

Channels E\ E \Q/



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

