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The struggle is real … 



How hotels are navigating the crisis

The Great Labor 
Shortage of 2021

SCAN THE CODE TO 
VIEW THE REPORT



OF HOTELIERS ARE 

STRUGGLING TO KEEP 
STAFF

60.1%



OF HOTELIERS HAD A 

SIGNIFICANT INCREASE IN 
STAFF STRESS

52.6%



OF HOTELIERS WERE FORCED 
TO 

REDUCE OCCUPANCY

45.2%



“I’ve never seen it so bad, anywhere. 
And you can quote me on that”

David Brown
HPL Hotels



What does all this mean?

1. NEGATIVE IMPACT ON GUEST EXPERIENCE

2. NEGATIVE IMPACT ON STAFF EXPERIENCE

3. MISSED REVENUE OPPORTUNITIES



How CRM Marketing can help:

Automate and personalise guest communications 

across the guest journey 

to deliver valuable information  

to every individual



Pre-Arrival On-Property Post-StayInspiration

We Miss You 

Stay Anniversary

Birthdays

Qualification Campaigns

Drip Campaigns

Seasonal/Holidays

Flash Sales

Loyalty 

Staycations 

Newsletters

Confirmation (PMS dependent)

Cancellation (PMS dependent)

Modification (PMS dependent)

Pre-Arrival Letters

Pre-Arrival Upgrades

Welcome Note

On-property Promotions 

Ancillary Revenue

Updates/Announcements

Surveys (in-stay)

Automated One-Time Guest Feedback

AUTOMATE THE GUEST JOURNEY
DRIVE REVENUE AND INFORM GUESTS

AT EVERY STAGE OF THE JOURNEY

OTA Win-Back

Direct Win-Back 

Thank You Note

Loyalty (stays, nights, or spend)

Shopping Cart Abandonment

Surveys (post-stay)

• TripAdvisor

• Google



Confirmation Pre-arrival 1/2 OTA Winback

THE LANDMARK LONDON - GUEST JOURNEY

Loyalty



Travellers want contactless service

13

6 billion
messages per day in 

the US 

3min
time taken to read 90% 

of messages

9/10
travelers prefer messages 

over calls

98%
open rate for text 

messages



The complete guest experience
Ivy is your guests’ single point of contact

from booking to check out.

PRE-STAY CHECK IN IN STAY CHECK OUT



PRE-STAY CHECK IN IN STAY CHECK OUT

Pre Arrival Message

Pre Arrival Upgrade Message

Early Check-In Request

Welcome Message

Guest Check In

(Anything I can help with?) 

On-Property Promotions 

Mid-Stay Feedback Survey 

(Service recovery)

Group Messages (group code)

Amenity Upsell Message 

(Spa, restaurant, etc)

Unique QR Code  

Contactless Check-Out

Late Check-Out Request 

Post Stay Survey 

Hospitality’s only proactive messaging solution



I wanted a room with two 

beds. This one only has 1.

Welcome to The Theodore 

Hotel! I’m Ivy, your 

contactless concierge. Text 

me with anything you need. 

How was your check in 

experience?

Mr. Ortiz, I apologize. We 

have a room with two beds 

available and would be happy 

to make this change. Please 

come to the front desk for 

your new room keys.

10! I love it here!

Hi, Ivy again. Checking 

in to see how you are 

enjoying your stay. On a 

scale of 1-10, how likely 

are you to recommend 

us to your friends, 

families and colleagues?

We’re thrilled to hear that! When 

you have a moment, please 

consider 

sharing your review on TripAdvisor: 

tripadvisor.com/shortLink

If you’d like to inquire about 

extending your visit, we are happy 

to help.

Ms. Johnson, I see you 

are scheduled to check 

out tomorrow. Is there 

anything else you need 

during your stay? If 

you’re interested in a 

late check out or to 

extend your stay, let me 

know and I’ll check 

availability.

Can I extend for one more 

night?

We do have availability 

at your existing rate. I’ll 

extend that now. We 

now have you now 

checking out on October 

17th at the rate of $114 

per night plus taxes. 

Would you like to 

confirm?

Will there be coffee?

Coffee is available in your 

guest room as well as 

behind the front desk. 

Simply ask one of our staff 

members for a cup to go.

Thank goodness! 

Everything's better with 

coffee 😎

Ms. Smith, we look forward 

to welcoming you to The 

Theodore Hotel tomorrow! 

As a reminder, our 

breakfast will be grab and 

go bags only. Can we help 

with anything?

Can I have a suite 
upgrade?

Happy to assist! Our Suite 
upgrades start at $25 per 
night. Should we check 
availability?

Mr. Cho, we look forward 
to welcoming you to 
Hotel Evergreen 
tomorrow! Enjoy an 
experience like no other 
with our award-winning 
city adventure offerings. 
Do you have any 
questions I can assist 
with?

For our COVID-19 related 
precautions text SAFETY. 
Text STOP to quit or 
TERMS for terms.

Where could I grab a 
bite nearby?

Welcome to the Hotel 
Evergreen! I’m Ivy, your 
virtual concierge. Text me 
with anything you need, 
including area 
recommendations or 
information about our 
amenities. 

Is there anything I can help 
answer now?

Ms. Downs, we offer 
amazing cuisine right 
here on property! Here is 
a link to our dining 
options: Restaurants. 
Where and what time 
should we hold a 
reservation for you at?

Ms. Ivey, we hope you 
had an amazing time 
with us at Hotel 
Evergreen! When you’re 
ready to leave, simply 
text GOODBYE and we’ll 
complete your checkout 
remotely

If you’d like to enjoy the 
hotel longer, text me 
with LATE for today’s late 
checkout rate. Please let 
us know if you have any 
questions in the 
meantime!

LATE__

Great, we can extend 
your stay until 3pm for 
$30. Text CONFIRM if 
you’d like to .

10! I love it here!

Hi, Ivy again. Checking 
in to see how you are 
enjoying your stay. On a 
scale of 1-5, how 
satisfied are you with 
Hotel Evergreen and 
your experience with 
our team?

Great, we are glad 
you’re enjoying your 
time with us! Please do 
not hesitate to reach 
out if we can make 
your experience any 
more enjoyable. When 
you have a moment, 
leave us a review on 
TripAdvisor!

PRE-ARRIVAL WELCOME IN STAY CHECK OUT

16



HOSPITALITY’S 
LEAKY BUCKET SYNDROME

RESEARCH 
& PLANNING 85%

ABANDON THE BOOKING 
ENGINE

100
Enter Your Site

42
Consider Booking

16
Begin Booking

2.4
Book

Source: https://blog.recart.com/9-frightening-cart-abandonment-facts-can-learn/ 



AUTOMATE WEBSITE AND CART ABANDONMENT TRIGGER CAMPAIGNS

RESERVATION
BOOKED!

SITE VISIT

CART 
ABANDONED

SITE 
ABANDONED

GUEST DATA
CAPTURED & SYNTHESIZED

TRIGGER
CAMPAIGNS

EMPOWER
OUTBOUND 

SALES

RICH GUEST PROFILE

15-30% 
CONVERSION RATES

3X THE VALUE 
OF A DIGITAL BOOKING



WEBSITE & CART ABANDONMENT 
RETURN

Abandonment campaigns convert at 15-30%
Making this your highest converting investment.

Save 20-25% On OTA Commission
At £190/ADR and 2 night stay, that’s £37-£45 saved per booking. 

Save On The Cost To Acquire New Leads
Industry average is £40-£55 per lead. Automating this equals the cost of only 7-9 leads.

10K Contacts = Over 100K In New Revenue Per Year
Using $250/ADR and 2 night stay, you’re looking at a 16X ROI or higher



TRIGGER CAMPAIGNS | CUSTOMER EXAMPLE



PROMOTIONAL OFFER | THE STAFFORD LONDON

AVG OPEN RATE

36.4%
AVG CTR

3.3%
Campaign Start

Jan 2022
Revenue

£150k

CAMPAIGN

One-time promotional offer 

SUBJECT LINE

Luxury Escape at The Stafford London!

SEGMENT

Including F&B, corporate and travel agents contact lists



OTA WINBACK | DANIEL THWAITES 

AVG OPEN RATE

37%
AVG CTR

2.6%
Reservation

39
Revenue

£7.5k

CAMPAIGN

OTA WINBACK

SUBJECT LINE

Save 10% on your next stay...
PREVIEW TEXT

And the great news is there are 20 fantastic properties to choose 
from.



PRE ARRIVAL WITH UPSELLS | GRAND HOTEL EASTBOURNE - ELITE HOTELS 

AVG OPEN RATE

76%
AVG CTR

48%
Upsells Revenue

£13.k

CAMPAIGN

PRE ARRIVAL + UPSELL

SUBJECT LINE

Ms Jenny Pearce, Upgrade Your Stay...



WEBSITE SIGN-UP AUTOMATED DRIP | HILL OF OAKS

Subject Line: Welcome to the family, Steven! OR:     78.8%
CTR:   16.3%
£:         5,146.00



0.20% Conversion rate in the UKI
0.15% Average global conversion rate

Email Conversion Rates



41.5% Open Rate & 7% CTR in the UKI
33.8% Open Rate & 6% CTR Average global conversion rate

Automated Campaign



2021 Hotel Marketing 
Benchmark Report

SCAN THE CODE TO 
VIEW THE REPORT



● Give guests a personalised, intimate experience

● Inform and over-deliver

● Drive ancillary revenue without human involvement

● Find new revenue streams

● Keep staff happy with new technology and fewer menial tasks

Even with limited staff, it’s possible to … 



revinate.com

https://www.revinate.com/

