
Most hotel chains still rely on static, rule-based upgrade logic that ignores guest
context. A Customer Data Platform unifies PMS, loyalty, web behavior, and

spend data into a single profile and predicts who will upgrade, at what price,
and through which channel, turning a blunt revenue lever into a precision-driven

system that improves over time.

From blunt rules to precision offers

3.5×
higher conversion vs. generic

upgrade emails

$28
avg. incremental RevPAR lift from

CDP upsell programs

67%
of guests would pay more for a

preference-matched room

Four inputs that power personalization

Past room types and spend
relative to peers indicate
price sensitivity and habitual
behavior.

Stay history

Pre-arrival digital
signals 

Tier, lifetime value, and F&B
spend signal willingness to
pay beyond the base rate.

Occasion, party
composition, and corporate
vs. leisure flag shift upgrade
propensity significantly.

Loyalty & spend profile 

Trip context 

Room-page views, in-app
interactions, and email
engagement reveal intent before
arrival.

By combining these signals, hotels can better predict upgrade likelihood and price sensitivity.
This enables more relevant offers that improve conversions and guest experience.



Four guest segments and their offers

Quiet-floor or
suite upgrade at
marginal
premium via
front desk

Corporate
warriors
(weekday stays,
corporate rate)

Complimentary or
discounted suite
upgrade via app
push

Loyal high-
spenders (Gold+
tier, high F&B
index)

Curated
celebration
package with room
upgrade and
amenity bundle via
email

Occasion
travelers
(anniversary or
couple booking)

Time-limited
offer at 20 to
30% off rack
rate via email
or SMS

Upgrade
browsers
(viewed higher-
tier rooms 2+
times)

The CDP scores each guest on upgrade propensity and willingness to pay, routing them to one of four
offer tracks re-evaluated on every booking.

When and where to deliver the offer

The right message at the wrong moment underperforms. Each channel has a distinct conversion
window tied to the guest's decision-making mode.

Pre-arrival
email SMS / app push Front desk /

kiosk

Best for high-
consideration

upgrades. Include
room photos,

personalized copy,
and A/B test subject

lines by segment.

Urgency-driven
nudge for opted-in
guests. Deep-link to
upgrade checkout,

one message per stay
window.

CDP pushes a
personalized offer
card to the agent's
screen for guests

not reached
digitally.

T-5 days before arrival T-24 hrs and morning of
arrival  At check-in

The CDP continuously evaluates guests against these segments using real-time behavioral,
transactional, and contextual signals. By matching each guest to the most relevant offer

track for every booking, hotels can increase upgrade conversion rates, maximize revenue per
stay, and deliver a more personalized guest experience.



The era of one-size-fits-all upsell emails is over. Leading hotel chains using CDPs for
personalized upgrade programs are seeing gains in RevPAR, loyalty engagement, and guest
satisfaction, while those relying on static rules are losing high-value revenue opportunities.

Lemnisk is a real-time CDP that helps hotel brands unify guest data, run AI-driven upsell
campaigns, and personalize every touchpoint across web, app, email, and front desk. 

Now let’s move from concept to execution and see how this works in practice.

 Get a Demo 

Personalization is no longer optional

Four Stages from Data to Revenue

Stage 1

Stage 02

Stage 04

Stage 03

Learn & Optimize

Capture acceptance and
rejection signals to

continuously refine models,
segments, and offers.

Score & Segment

 Trigger

Predict upgrade propensity
and willingness-to-pay, then

assign guests to the most
relevant offer track.

Deliver personalized
upgrade offers through
the optimal channel at
the right moment.

Unify
Stitch PMS, CRM,
loyalty, and behavioral
data into a single
guest profile.

Turning guest data into revenue requires a structured personalization workflow. A CDP
enables hotels to unify customer information, predict upgrade opportunities, deliver targeted

offers, and continuously improve outcomes through data-driven learning.

Together, these four stages create a continuous optimization cycle that converts guest
insights into measurable business value. As the system learns from guest responses over
time, personalization becomes more accurate, driving higher upgrade conversion rates,

increased ancillary revenue, and stronger guest satisfaction.

https://www.linkedin.com/company/lemnisk/
https://www.lemnisk.co/
https://www.instagram.com/lemnisk_official/
https://www.youtube.com/channel/UCm2TZCEeWNk8vY4OBUIq17g
mailto:marketing@lemnisk.co
https://www.facebook.com/LemniskCo/
https://twitter.com/LemniskCo
https://www.lemnisk.co/get-a-demo/
https://www.lemnisk.co/get-a-demo/
https://www.lemnisk.co/get-a-demo/
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