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What drives modern customer experiences?

● Unreasonable Personalisation

Hyper-Relevance Seamlessness Emotional Resonance

The personalisation 
anticipates needs, desires, or 

preferences that the user 
hasn’t explicitly expressed but 

finds deeply useful or 
accurate.

It feels like the system 
understands the user at an 

almost human level, with no 
obvious input or effort 

required.

The experience elicits 
surprise, delight, or even 
emotional connection by 

showing deep empathy or 
understanding.



Hyper-relevance
Netflix - Tailored Thumbnails



Seamlessness
BMW/Tesla - Driver Profiles



Emotional Resonance
Spotify - Yearly Wrapped
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The website revolution

To a traditional hotel website,

all users are the same

With AI personalisation,

every user is different
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What should we do differently? 

Focus on people, not 
rooms; learn what 
travellers want and 
show it to them

本报告来源于三个皮匠报告站（www.sgpjbg.com）,由用户Id:1356655下载,文档Id:653394,下载日期:2026-03-04
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Artificial Intelligence

Our Direct AI Suite is 
deeply integrated in 
our platform, from 
predictive analytics to 
generative AI

Personalisation
Predictive Personalisation

Predictive Audiences

Cookieless Platform

AI Content Creation

BenchDirect
Dynamic Compsets

Automated Opportunities

KITT
AI Guest Service Agent
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Timing Search Travel 
Party

Visitor 
Profile

Visitor 
Behaviour

Data 
Variables

• Date range

• Days of the week

• Time of day

• Time zone

• Stay dates

• Stay days of the week

• Days until check-in

• Length of stay

• Availability / sold out

• Number of adults

• Number of children

• Number of rooms

• Geo-location

• Traffic source

• Device

• New / returning visitor

• Registered / non-

registered visitor

• Website interactions on 

previous visits

• URL parameters

• Campaign UTMs

• Data layer variables

• CRM targeting

An industry first: full personalisation capabilities, without cookies

Dynamic 
Rules

• Price disparity detected

• Market demand

Cutting-edge Targeting for Advanced Audience Creation



✔ Enhanced Guest Experience

✔ Increased Guest Loyalty

✔ Customised Marketing Messages

✔ Increased Revenue

✔ Competitive Advantage

✔ Data-Driven Decision Making

✔ Higher Conversion Rates

✔ Optimised Marketing Efforts 

Why Personalisation for Gough Hotels?
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Push users to book packages or events

Targeted to specific 
stay dates

Targeted to 1 night stays 
over the weekend

Targeted to searches 
containing children

Targeted to Sunday 
stays
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Push users to book packages or events

Targeted to 3+ nights

Targeted to specific 
stay dates
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Focus on key markets by offering them an exclusive perk

Targeted to US traffic
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Personalised strategy increases conversion
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Personalised strategy increases conversion
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Focus on key markets by offering them an exclusive perk

5% uplift
U.S. Conversion



Last Updated: May 2024

THN’s Presentation 
Template

Today, static websites 
are outdated

Same content for all 
visitors

Generic offers and incentives 

No personalisation

Standard hotel images for 
everyone 



Last Updated: May 2024

THN’s Presentation 
Template

Personalised content for 

each visitor 

Dynamic websites 
can be personalised 
for each visitor

Custom images and text 

based on who’s visiting

Couples

Families

Targeted offers, incentives 

and conversion tools 



What AI sees (that you don’t)

25%
percentile

Intent

70%
percentile

Spend

60%
percentile

Destination flexibility

40%
percentile

Date flexibility

+400 variables

GEO DATA

Location: Paris

TIMING

Sunday, 11.02.25

SEARCH

1 week in August

TRAVEL PARTY

2 adults, 0 children

REFERRAL

Source: Google

MARKET DATA

OTAs are 8% cheaper

DEVICE

Desktop

DISTANCE

2.500km from destination

4 Predictive Algorithms



Layer with 10% Promo code

0%-40% intent users

Campaign to incentivise low-
intent users to book 

Incentivising visitors with low intent
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Low Intent Campaign: Performance and Results

Low Intent 

Campaign

Number of Post-Click Bookings 
Post-Click Bookings 
396

Revenue from Post-Click Bookings
Revenue Post-Click Bookings
£141.326

Number of Bookings with Promo Code
Bookings with Promo Code
164

Post-View Conversion
Post-View Conversion
5%



Layer with 15% Promo code

70%-100% intent users

Campaign to incentivise high-
intent users to book a higher 
category room type

Incentivising visitors with high intent
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High Intent Campaign: Performance and Results

High Intent 

Campaign

Number of Post-Click Bookings 
Post-Click Bookings 
354

Revenue from Post-Click Bookings
Revenue Post-Click Bookings
£124.061

Number of Bookings with Promo Code
Bookings with Promo Code
107

Post-View Conversion
Post-View Conversion
13.9%



0% Missed calls

AI Receptionist -
KITT
AI-powered hotel receptionist that handles 

guest queries and reservations 24/7 on 

multiple channels: phone, webchat, WhatsApp 

and Email.



Completely hands-free for hotelier, KITT handles high 

volumes of queries seamlessly, drives efficiency and frees up 

your front desk team to focus on what matters most—

welcoming guests and creating unforgettable experiences.

Seamless integration 

30+ Languages

Available 24/7

Call transfers 

Fully customizable

The support your
front desk team needs

Satisfaction insights

Interactive dashboard
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Promotes personalized exclusive offers

Facilitates upselling and cross-selling

Gives insights and recommendations

With real-time access to your hotel's availability, amenities, and 

special offers, KITT proactively upsells to guests, increasing ADR 

and ancillary revenue.

Proactively upsell to 
increase ADR 
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See conversation 
insights at a glance
After each conversation with KITT, you will receive a 

summary with key topics discussed and the guest’s contact 

information for seamless follow-ups.

Gain valuable insights into what your future guests are asking, 

and fine-tune the information you provide to meet their 

needs.

TRANSLATED TO 
YOUR PREFERRED 

LANGUAGE
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Track key metrics in one 
interactive dashboard

KITT’s interactive dashboard provides real-time 

performance tracking, showcasing key metrics such as 

guest satisfaction and common questions.

Spot trends, understand guest needs, and ensure no 

revenue opportunities slip through the cracks.

31



13%
Conversion rate
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Questions?



www.thehotelsnetwork.com

www.thehotelsnetwork.com

Headquarters in Barcelona with a team around the world

Athens  ·   Bangkok  ·  Barcelona  ·   Frankfurt  ·  Istanbul

Mexico City  ·  Miami  ·  New York  ·  Paris  ·  San Francisco  ·  Singapore  ·  Vancouver 

https://www.thehotelsnetwork.com/de/
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