
C a s e  S t u d y

Digital Transformation Elevates Guest 
Experience for Leading UK Luxury Hotel Chain
A prominent UK-based luxury hotel group partnered with AbsoluteLabs to overhaul their 
customer data management systems. The four-month project delivered a comprehensive 
digital transformation, unifying disparate data sources and enabling sophisticated marketing 
automation. This strategic initiative resulted in a 30% increase in customer engagement while 
setting new standards for personalised guest experiences in the luxury hospitality sector.

T H E  C H A L L E N G E

The hotel group's expansion over recent years had led to an 
accumulation of disconnected systems and data silos. Guest 
information scattered across booking platforms, loyalty 
programs, and various customer touchpoints created significant 
operational inefficiencies. Marketing teams struggled to 
deliver cohesive campaigns, while guest services couldn't 
access complete customer profiles to provide the personalised 
experiences expected in luxury hospitality. The lack of data 
unification was directly impacting both operational efficiency 
and the ability to meet evolving guest expectations.

W h y  T h e y  C h o s e  A b s o l u t e L a b s

The selection of AbsoluteLabs followed a rigorous evaluation 
process by the hotel group's leadership team. AbsoluteLabs 
demonstrated a clear understanding of the hospitality industry's 
unique challenges and presented a comprehensive roadmap for 
digital transformation. Their expertise in Salesforce 
implementation, combined with a proven track record of 
successful deployments in the hospitality sector, made them 
the clear choice for this critical initiative. Also, AbsoluteLabs's 
ability to balance technical proficiency with a deep 
understanding of guest experience requirements particularly 
resonated with the hotel group's vision.
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R e s u l t s  &  B e n e f i t s

The transformation delivered measurable improvements across multiple areas of the hotel group's operations. Marketing 
teams now work with a unified customer view, enabling them to create and execute highly targeted campaigns that have 
driven a 30% increase in customer engagement. The consolidation of customer records has eliminated data redundancies, 
improved operational efficiency and reduced the resources required for data management.



Beyond the numbers, the solution has transformed how the hotel group interacts with its guests. Staff now have instant 
access to comprehensive guest profiles, enabling them to provide a more personalised service. The marketing team can 
create sophisticated, automated journeys that guide guests from initial booking through to post-stay engagement, ensuring 
consistent and relevant communication at every step.

L o o k i n g  A h e a d

This success story with our hospitality client is just the beginning. As we continue to push the boundaries of what's possible 
with data innovation, we're excited about the potential to revolutionise guest experiences across the entire hospitality industry

S o l u t i o n

AbsoluteLabs implemented a solution centered on 
Salesforce Marketing Cloud and Data Cloud, integrated 
through MuleSoft's Anypoint Platform. This technology stack 
formed the foundation for a complete overhaul of the hotel 
group's customer data management and marketing capabilities. 
The implementation team developed custom data models 
within Data Cloud, enabling the creation of unified guest 
profiles that captured all interactions across the customer 
journey.  

The solution's marketing automation component introduced 
sophisticated journey mapping, allowing for personalized 
communication at every guest touchpoint. From booking 
confirmations to post-stay surveys, each interaction was 
carefully crafted to enhance the guest experience while 
gathering valuable insights for future personalization efforts.

Want to reach your goals with Absolutelabs? Contact us
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