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Success

Story
AI-powered chatbot 
automates 89% of enquiries 
and generates €733,000 in 
revenue for GHT Hotels
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GHT Hotels is a leading group with 
properties along the Costa Brava and 
Costa del Maresme, offering guests a mix 
of comfort, entertainment, and great 
seaside locations. As the group expanded, 
so did the challenges - particularly in 
managing customer service, staying on 
top of digital communication, and 
boosting direct bookings.



To tackle these challenges, GHT Hotels 
teamed up with HiJiffy in 2021 to adopt 
AI solutions. By integrating HiJiffy’s AI 
Booking Assistant, included in the Guest 
Communications Hub, they simplified 
customer service, streamlined team 
operations, and improved direct booking 
performance - all while easily integrating 
the new tools into their existing tech 
setup.

Fast forward to 2024, 
and the results speak 
for themselves. This 
case study explores 
the key challenges, 
the solutions GHT 
Hotels used, and the 
impact they’ve seen 
since making these 
changes.
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The Client: 

GHT Hotels

With several decades of 
experience, GHT Hotels has 
established itself as a 
prominent hotel group on 
the Costa Brava and the 
Costa del Maresme-
Barcelona. Their focus is on 
offering holiday experiences 
designed for families and 
travellers seeking comfort 
and entertainment by the 
coast.
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The group has a total of 12 
establishments, including hotels 
and aparthotels, catering to all 
tastes and types of holidays. 
Families can enjoy daily summer 
activities, evening shows, and 
themed events like Halloween, 
La Castanyada, and Catalan 
gastronomy nights. There are 
also options for those looking for 
a more relaxed atmosphere or 
those combining child-friendly 
facilities with exclusive adults-
only relaxation areas.


Establishments

Hotels and Aparthotels
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Please let me know how can I 
help you.

GHT Hotels

Write a reply...

Automated conversation |  by HiJiffy

Check-In Time

How can I help you today?

  Book a Room

 Other topics

We look forward to seeing 
you at Easter!


Book Now

Hi! I am a virtual assistant and I 
can help you book your 
upcoming stay.

Great! Would you like to check 
availability and prices or do you 
have some questions? Choose 
below:

GHT Hotels

Check Availability Have questions

Write a reply...

Automated conversation |  by HiJiffy

Do you need help booking 
your stay?

Yes

Noe

All Hotels
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Many of the hotels feature spas, gyms, 
and even pet-friendly options. Cyclists 
and sports enthusiasts will find cycling-
friendly facilities tailored to their needs. 
Most properties are just a short 10-
minute walk to the beach, with some 
offering incredible sea views - a perfect 
mix of fun, relaxation, and a prime 
location.



GHT Hotels is built on a commitment to 
blending tradition with innovation, 
ensuring every guest enjoys a 
memorable stay along the beautiful 
Catalan coast.


In GHT Hotels, we love to meet 
you, and hope you will return to 
spend your holidays with us every 
year.

If you also want to be part of our 
big family and be the first to know 
the latest GHT Hotels news, offers 
and promotions, sign up for the 
club and start accumulating points 
that you can transform into 
discounts for your holidays!

GHT Hotels

CLUB GHT

More information

All Hotels

Yes, free WiFi is available in all 
rooms.

Wi-fi

Check-out is until 11:00. Late 
check-out is subject to availability. 
If you decide to leave the hotel 
before the scheduled departure 
date, you can claim a refund of 
50% of the total of the services 
not provided, as long as you do so 
before leaving the hotel.

Check out
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The Challenges

The growth of GHT Hotels brought 
challenges in digital communication 
and customer service. The platform 
they were using was limited, making it 
difficult to efficiently assist guests or 
collect important data. They also 
needed a system that allowed 
reservations and digital marketing 
teams to work with tailored access 
permissions, while integrating smoothly 
with GNA Hotel Solutions, their booking 
engine, to streamline daily operations.


Here’s a 
breakdown of 
the key issues 
and how they 
impacted the 
hotel group’s 
operations:
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Inefficient 
customer 
service via chat
The old platform had clear limitations: 
queries could only be managed from 
one account during working hours, 
which slowed response times. On top 
of that, agents could only handle one 
conversation at a time, with no way to 
manage multiple requests 
simultaneously.


Consequences
Long wait times frustrating website 
visitors.



Unanswered requests leaving agents 
stuck, unable to handle other enquiries 
if a customer takes too long to reply.



Visitors leaving the page without getting 
the help they need, translating to the 
group losing valuable booking 
opportunities.



Overloaded agents struggling without 
the right tools to make customer 
support faster and easier. 
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Can I book for a group of 10 people?

What time is the check-in?

Can I change rooms?

John Smith
Messenger
GHT Hoteles

1 day

Steve Doe
Webchat
GHT Hoteles

2 days

Joanna Silva
Instagram
GHT Hoteles

1 week

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

9 conversations to solve!
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