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THE CHALLENGE

A high profile luxury hotel and casino in Las Vegas 

was looking to better engage with on-premise 

guests to upsell and cross-sell the property’s 

offerings and entice return visits. But with guest 

data flooding in from multiple touch-points around 

the property like the front desk, the on-premise 

restaurant, the night club, and the casino, it took 

their homegrown technology nearly 72 hours to 

organize and unify the data into a single customer 

profile. 

The problem? Guests were only spending 

about 48 hours on-premise, resulting in a 

wildly disjointed on-site experience, and the 

property missing significant revenue generating 

opportunities to upsell, cross-sell and target offers 

to guests. 

SESSIONM SOLUTION

Instead of having to rip and replace legacy 

systems the organization built, SessionM 

seamlessly integrated into existing technology to 

unify data feeds from disparate systems, forming a 

single interface for a more efficient and faster data 

exchange. Customer data is ingested, filtered and 

associated with a single customer in milliseconds. 

SessionM modernized the core infrastructure to 

improve data integrity, stability, and redundancy 

and create more accurate and accessible profiles. 

As data is ingested into each profile, it is enriched 

with sophisticated recency, frequency, monetary 

spend and lifetime value metrics to provide further 

insight into guest activity. 

With an enriched single profile for each guest, 

segmented campaigns are set up and triggered 

HOSPITALITY 
SOLUTION 

BRIEF
Top Las Vegas Hotel 

Unifies Customer Data 
for Personalized Service 

True hospitality requires an 

understanding of how to meet and 

exceed guest expectations. But in 

an age where customers engage 

with brands at multiple touch-

points, it is difficult to decipher 

and stitch together customer 

data into meaningful insights to 

effectively market to hotel and 

casino guests. 
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RESULTS

 + The luxury hotel and casino dramatically decreased the amount of time it took to ingest customer data

and send targeted offers to their guests from 72 hours to real-time. The property now has the ability to 

understand their guests preferences and encourage high value behavior, maximize spend and create 

meaningful guest experiences while guests are still on-premise.  

“Our team has one of the most 
innovative engineering teams, 
which led us to building a custom-
built marketing and analytics 
stack ourselves, but over the last 
few years, we’ve really seen the 
advancements in the industry and 
need to gain access to real-time 
data. We realized that we could be 
better serving -- and selling -- to our 
guests if we could unlock our data.  
By plugging SessionM into our 
existing tech stack, we’ve been able 
to amplify our existing investments 
to uncover insights about our guests 
and take action on their behaviors 
while on-premise.” 

with personalized offers based on these metrics 

to drive additional revenue while guests are still 

on-premise, or entice them to come back to the 

property. For example, if a guest visits annually 

and usually spends a significant amount while 

on the property but has not visited yet this year, 

the system triggers an offer to the on-premise 

restaurant, or an upcoming show ticket to entice 

them back to the property. 

Employees around the hotel and casino have 

access to the database of operational profiles to 

better service guests. From customer service, to 

the concierge, to butlers, to the front desk check-

in, employees can immediately see a guest’s 

information including marketing campaigns, tier 

status and points, and recent stays or money 

spent within the property. With a snapshot of 

each guest, employees are able to provide quick 

and personalized service based on a customer’s 

actions to encourage loyalty.


