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Creating state-of-the-art
digital guest experiences for

an iconic hotel brand

Jumeirah’s global portfolio of 30+ properties
is renowned for its luxury, purposeful guest

experiences. However, the hospitality giant
recognised that its digital interactions needed
modernization to meet the same levels of
excellence and exceptional experience the
brand is known for worldwide.

The ask

- Create a centralised view of all guests
across the portfolio including all transactions

and interactions

Build consistent, end-to-end digital

guest experiences

Unlock cross- and upsell opportunities

The situation

Horizontal Digital was asked to
design and build a
state-of-the-art unified guest
experience (GX) platform. To
achieve this, we first needed to
create a central data system to
bring together all customer
information in one place.

The response

We helped Jumeirah reimagine
what ‘customer’ meant across the
business and designed seamless,
end-to-end digital guest journeys.
The new guest experience engine
provides a unified view of each
customer, with data disseminated
in meaningful ways for individual
teams from central reservations to
F&B—empowering them to deliver
truly personalised experiences.

The GX platform, built using
Salesforce cloud products, means
all Jumeirah teams can follow the
same GX approach. As well as
internal efficiencies, this means
customers benefit from consistent
digital experiences across the
Jumeirah portfolio.
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The result

- Single guest view across
Jumeirah properties

- Consistent, high-quality digital
experiences for guests

+ Unified approach to GX
delivery across Jumeirah

- New revenue opportunities
through targeted cross-
and upsell
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