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Dubai Holding Entertainment (DHE) runs some of
the UAE’s most popular entertainment platforms
and iconic attractions, including Global Village and
the world’s tallest observation wheel, Ain Dubai.
To unlock the full potential of its portfolio,

DHE set out to become a truly customer-first,
data-driven organization.

The ask

Unify previously siloed customer and asset data
into a single ecosystem

- Align processes and team structures across guest
experience and support functions

- Create a singular view of the customer and enable
visibility of their interactions across all assets

- Create a scalable, repeatable framework for
onboarding new assets and brands
Enable journey-based marketing and cross-asset
sales from one centralized system

The situation The response

Having established the high-level
business aims, our team
architected a new platform, with
Data Cloud at its heart. This
combines information from
disparate sources, including
spreadsheets and legacy
applications, and is underpinned
by governance controls to
safeguard personal data.

Each business unit at DHE
operated independently, with
separate systems, customer
records, and processes. This
fragmentation limited visibility
across teams and hindered
efficiency. DHE asked Horizontal
Digital to unify data, processes,
and teams - across service,
marketing, and central sales -
creating a scalable foundation
where new business units could
be seamlessly onboarded and
managed through one
connected platform.

Horizontal Digital implemented
Salesforce Service Cloud, Data
Cloud, Sales Cloud, and Marketing
Cloud. This empowered DHE’s
sales, service, and marketing teams
to deliver connected, data-driven
customer journeys—both online
and offline—with consistency

and confidence.

I Intellectual property of Horizontal Digital

The result

- One group-wide contact center
serving all DHE business units
and assets

- A unified data foundation
integrating multiple legacy
systems and sources, enabling
real-time personalization across
every channel

- Centralized sales and marketing
systems that adapt messaging
and offers to the unique needs
of each asset

- A scalable, repeatable
platform model that allows new
business units to be onboarded
quickly and efficiently, setting
a regional benchmark for
multi-entity digital transformation
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