
Customer
Journey

Email
Marketing

DatabaseE-reputation



Product Manager

Clément Landès

Director of Operations

Aude Bachelot

Chairman and CEO

Pierre Volckman

Our Founders



For 13 years, the Experience co-founders have been helping hoteliers in their quest to book direct and lower commissions. They 
spent their days alongside hotel managers and owners and worked diligently on their marketing strategy. 
After many years in the field, one thing became clear: there was no comprehensive tool to effectively manage the customer journey 
from booking to retention. 
Many disparate tools existed on the hotel market, but no single solution could claim to be complete and provide uniform results. 
So we had to create one.

Our history

Some results
Results per establishment calculated on all of our 1300 clients in 2022 :

Pre-stay e-mails : 
2,087 automatically sent
139 additional products or services realized
12 000€ of turnover in upsell generated
374 customer email addresses recovered

In stay e-mails
1,478 automatically sent
164 bad reviews avoided

Post-stay e-mails
1,713 post-stay emails automatically sent
869 reviews collected on various platforms (TripAdvisor, Google, etc.)

E-mail marketing
41,975 automatically sent
46 bookings genrated
35 500 € of turnover 



2005 The Encounter

The Experience founders met and 
worked at the same company for a few 
years.

TIMELINE

2013 PROGRESS 9

The idea of helping hoteliers is there, and 
Progress 9 is born to bring them digital 
solutions (websites, applications, etc.).



2023 1 300 clients

Today, Experience helps more than 1,500 
hotels communicate with their guests 
and build loyalty.

2015 BETA Experience Version

It all started with a satisfaction survey. The 
idea of following the customer before, 
during and after his stay was born, the 
CRM followed.

2016 1st goal reached

Experience reaches its first 300 
customers, the 1st goal of a long series to 
come :)



 

 

▪ Automated management and segmentation of your customer database
▪ Centralization of data
▪ Automated pre-stay, in-stay and post-stay communication
▪ Improvement of customer satisfaction
▪ Management of your E-reputation
▪ Increase direct bookings and decrease OTA commissions
▪ Increase TRevPAR and upsells
▪ Cross-selling and up-selling
▪ Automate tasks and save operational time

On average, Experience generates:
 
➢ €8,492 in sales per month
➢ + 250% of additional reviews
➢ 247K customer emails collected
➢ 51,000 additional sales

The first all-in-one automated hotel marketing and customer relationship 
management solution, Experience allows you to get the most out of each customer



AGENDA

Follow your reviews and the evolution of your ranking on different online 
platforms to anticipate your future e-reputation

E-reputation

A cleaned, standardized and segment-ready customer database

Database

From their first reservation to their loyalty,
accompany your customers at every stage

Customer Experience

Personalize your emailing campaigns according to the profiles of your 
customers, automatically maintain contact with them

Email Marketing

Centralize your customer relationship management across all your hotels

Hotel Group

SUMMARY



Data base



Data base
Une base de données propre, unifiée et utilisable sur une interface unique

Connection to PMS and channel manager to extract 
data, clean it, unify it and deduplicate customer profiles.

Get a clean and usable database

Set up automations to retrieve the email addresses of 
all your customers, even those who booked via OTAs.

Retrieve email addresses from OTA 
customers

Segmentation of your customers according to their stay 
history, consumption habits and information collected 
before, during and after their stay.

Segment your customer base to 
personalize exchanges
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Create lists and segment your customer database 
according to their consumption habits, their stay 
history and all the information collected in pre-stay, 
in-stay and post-stay.
 

SEGMENTATION

Take advantage of each exchange with your 
customer to recover his email address. Take back 
control of your customer relationship, even if he 
booked via an OTA.

COLLECTION OF EMAILS



Customer Journey



CUSTOMER EXPERIENCE
Accompany your customer at each step of his journey

BEFORE THE STAY

Booking confirmation - Pre-stay email - 
Upselling - Pre-check-in...

 DURING THE STAY

Check-in on tablet - Concierge service - 
Quality control...

AFTER THE STAY

Satisfaction survey and analysis - 
Encouragement to leave a review - 

Loyalty program





E-Reputation

Monitoring

your

reputation

Centralization

&

management

of reviews

Semantic

analysis of

comments

Anticipating

your future e-

reputation



Your entire e-reputation in 
one place, at a glance.

Centralization

Take advantage of a semantic analysis 
of your reviews, so that you can 

identify in a few seconds the subjects 
at risk, and thus improve them.

Analyse

Analyze on a single screen the 
evolution of your e-reputation, 
your averages and the opinions 
collected on the various online 

opinion platforms.

Progress

Manage responses to your 
comments, across all 

platforms, in one place.

Management

E-Reputation

▪ Centralized Dashboard
▪ Evolution of your e-reputation
▪ Reviews management
▪ Semantic analysis





Email Marketing



General segments, related to 
your customer, to his stay history 

or to his activity

More than 50 pre-built 
scenarios are at your disposal, 

in the colors of your hotel

Thanks to our tracking system, 
reservations from your 

campaigns are correctly 
identified

A creation tool
accessible to all, to build your 
next campaign in a few clicks

Creation of mailing 
lists

EMAIL MARKETING
Personalized and automatic campaigns

Automation One-time shipments Analysis of the results





Hotel Group



Centralized View
Take advantage of Dashboards 
with group views and detailed 

lines by establishment:

KPIs

Manage the e-reputation of all your 
establishments from a single solution

Email acquisition

Retrieve the email addresses of all your 
customers

Customer Satisfaction

Analyze the journey of all your customers 
on the same platform

Email et formulaire

Manage the e-reputation of all your 
establishments from a single solution

E-reputation

Schedule mailings using the mailing lists of 
all your locations 



KPIs
Get a 
centralized 
view of your 
KPIs

Usable email addresses Number of sendings

Per establishment and for the 
group

Turnover

Per establishment and for the 
group

Per establishment and for the 
group



Email 
acquisition
Get a centralized view of your KPIs

% of emails in the database

Emails present vs. missing

Pms, channel manager, prestay, check 
in...

Source of acquisition

Clients without emails, with OTA 
emails...

Real recovered emails



Emails & 
Forms
All mailings from the different 
establishments, at a glance

Emails sent, retrieved, services 
ordered, etc.

Pre-stay

Surveys sent, % of responses and 
average scores.

Post-stay

Emails sent, responses to quality 
controls and results.

In-stay

On TripAdvisor, Google, Booking, 
Expedia...

Redirection of reviews



Marketing 
Emails
All marketing mailings from 
different institutions at a glance

Sales and reservations generated 
per establishment and per specific 
marketing campaign

Campaigns one/off

Last campaigns sent, active 
campaigns, sales and bookings 
generated per establishment and 
per automated campaign

Automations



Customer 
Satisfaction
Customer satisfaction at each 
facility 

% of satisfaction and NPS score per 
establishment

Overall satisfaction

Questions / answers, promoter 
rates, passives and detractors.

Detail by establishment



E-reputation
Average ratings per establishment 
and per platform (Google, 
TripAdvisor, Booking...)

Rankings Overall satisfaction

And answers by establishment

Details of the reviews

By establishment By establishment 



E-reputation

Details of averages classified by 
city (view by hotel and by 
platform)

Comparison of average scores for 
each institution (by platform) over 
a given period



Case
Studies



E-Reputation

* * * *

How to collect 
positive reviews on 

TripAdvisor?



Introduction

Located in the 9th arrondissement of Paris, the establishment 
offers 23 apartments and studios for sale.
It is a 4-star hotel that only sells accommodation, but works 
with many of the surrounding businesses to develop its offers 
and services (restaurants, activities, parking, etc.)

Solution

Goals

▪ Collect more positive comments and reviews
▪ Improve overall average
▪ Climb the TripAdvisor ranking

Setting up an automatic post-stay satisfaction survey with 
redirection to the review platforms if the feedback is positive
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In 2022, the establishment 
collected a total of 886 reviews 
via its post-stay

Of these 886 reviews, only 34 
were negative. The average 
review in 2022 is 4.91 which 
allowed the hotel to go from an 
average rating of 4.3 to 4.5.

In the TripAdvisor ranking of 
Parisian hotels, it went from 
410th to 49th place (out of 1887) 
in 12 months



E-mail 
Marketing

* * * * *

How to generate 
revenue with a 

newsletter?



How to generate 65 000€ 
with 1 newsletter?

The 
Establishment

The hotel was originally small bungalows 
perched on top of a cliff in Guadeloupe.
In 2019, it is becomes a 5-star 
establishment, offering magnificent suites, 
bungalows and huge luxury villas for sale.
 
With a majority of regular customers, 
maintaining contact while keeping a 
human tone by personalizing exchanges 
was a major objective.

ABOUT THE CAMPAIGN
 
The campaigns are automated, everything has been set up 
at Experience's connection in 2017 (e-mail content and 
segmentation).
Sample e-mails have been set up for occasions such as a 
birthday, Mother's Day, Christmas, New Year, etc.
 
The New Year's emailing is very simple: it wishes all 
customers a happy new year, and offers them a 
promotional code to get 10% off their next stay.
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199 clicks to the 
establishment's 
website

35 direct bookings 
made after receiving the 
email

65 064 euros of turnover



Database

* * * *

How to collect 
customers' email 

addresses?



Retrieve email addresses of customers 
who booked via OTAs (Booking.com).
 

Issue

Introduction 
 

• Automation of pre-stay and 
pre check-in mailings

• Check-in on tablet
• Incentive on the collection of 

emails for the reception 
teams

Solution

4-star hotel in the 7th arrondissement 
of Paris, the establishment offers 
rooms and suites for sale, as well as a 
SPA.
Ideally located between the Eiffel 
Tower and the Invalides museum, in a 
pleasant pedestrian street, the hotel 
attracts a lot of tourists, especially 
Americans, who almost systematically 
go through the OTAs.

Through automated 
communication before, during 
and after the stay, the hotel has 
gone from 20% recovery of 
customer email addresses to 
60%.

Results
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60% recovery of email 
addresses vs. 20% 
previously

659 verified customer 
email addresses 
recovered in 6 months



Upsell

* * * *

How to increase 
additional sales?



The Objectives

Need a tool to help with 
the commercialization of 
the additional products in 
order to sell more than 
just rooms: services (free 
or additional), packages, 
etc.

The hotel

Located 10 minutes drive from the 
center of Marrakech, our client is a 5 
star hotel offering restaurants, bar 

and room service, a spa, beauty 
treatments and stables. 

Pre-stay set-up:
Sending a pre-stay email prior to the customer's arrival, 
offering services and products based on the customer's 
segmentation (needs and preferences).

The Solutions



R
es

u
lt

s

Sales of 432 free 
services in 2022

Sales of 207 paid 
services in 2022

For a turnover of 175 
450 MAD or 15 984 € 
generated



Any question ?

Do not hesitate to contact us if you need more information!

Thank you !
End



CONTACT
US !

Email

brice.bonbois@experience-hotel.com

Phone

+33 6 12 49 36 44

Demo request

www.experience-hotel.com/fr/demo



Our Prices
Monthly fees 

* Optional features 

https://experience-crm.fr/en/request-a-demo/

