
 

WHITEPAPER 

 

While many platforms claim to have the functionality to help you clean and sort your guest data, the reality 

is that their backend processes are both basic and flawed. This is because producing a true single view of 

each guest is a complex science that takes intelligent machine learning to master. At Revinate, we’ve been 

heads down developing our Advanced Profile Synthesis solution so that hoteliers can finally have the tools 

they need to easily and effectively sort guest data into an accurate view of each guest’s experience across 

all of your hotels.  

 

This whitepaper walks you through why we created the solution and how to leverage it to increase direct 

bookings. You will also find a detailed look at the backend of our technology and the aspects that set it apart 

from other platforms on the market.  
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The Problem: Hoteliers lack a true view of each guest because their data lives in disparate 

systems across various properties. As a result, teams like yours are sacrificing the ability to 

create meaningful personalized experiences that lead to loyal, repeat visitors.  

 

For most hoteliers, information on where guests have stayed, what they enjoy and where they spend their money 

exists in different forms across multiple properties and PMSs.  This is due to the fact that unique guest profiles are 

often created each time a guest visits a property or an OTA  booking is received with a masked guest email address. It 

also occurs when human error comes into play — a typo in an email address, a marriage resulting in a last name change 

or a booking made with a nickname instead of the full name used during a previous stay.   

 

Example: Guest Profile Duplicates  

  First Name  Last Name  Address  Phone  Email Address 

Property 1  C.  brettell    415-555-1212  cb@amazon.com 

Property 2   Unknown  Brettel  Did not share at 
check-in 

4155551212  c.brettell@gmail.com 

Property 2 
(repeat visit) 

Caroline  Brettell  San Francisco  (415)555-1212  34u4p5@m.expediapartnercentral.com 

Property 3  Caroline  Richards  San Francisco. CA  +1415.555.1212  c.brettell@gmail.com 

 
 

Unfortunately, the creation of duplicate profiles is almost unavoidable. While we may have to accept that fact, what 

we also know is that advanced technology can properly cleanse duplicate profiles to help you truly know your guests 

and act on their behavior.  The task may seem daunting but the right tool will seamlessly automate the process and 

combat faulty and incomplete guest data on your behalf. 
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Flawed Solutions 

 

Many companies promise to handle the job for you, but their technology extends only as far as evaluating 

similar names and emails. While this approach begins to address the problem, it accounts for a small percent of 

your duplicate profiles and ignores the majority, which are impacted by OTA-masked emails and real-life issues 

(as described above).  As you’ll learn throughout this whitepaper, Revinate’s machine learning algorithm is 

designed to account for more complex nuances that can make data difficult to cleanse and is proven to deliver 

more clean profiles than the competition.  

 

In fact, a test we ran to compare the traditional synthesis process to Revinate’s new advanced machine learning 

process produced the following results:  

 

1. Hotel group database: Revinate delivered 174.9% more merged profiles  

2. Single property database: Revinate delivered 120.6% more merged profiles  

 

 

Why Clean Guest Data is Key to Driving Demand:  

Direct bookings are your most profitable path to revenue, so it's important that the campaigns you send to your 

database deliver consistent results. That said, sending a single marketing message to your audience or offering 

universal on-property experiences will appeal to a portion of your guests, but lacks significance with many (potentially 

even your top spenders). When you blast guests with broad marketing messages you are making assumptions about 

the interests of your guests and, unfortunately, the likelihood that you will miss the mark is high. With this approach, 

your ability to drive bookings from your database remains low and your campaigns may produce disappointing results. 

 

The key is to personalize your guest engagement based on the signals each guest is giving you via their booking activity 

and their on-property activity. This type of segmentation allows you to know your guest and offer the right thing at the 

right time — ultimately increasing your conversion rates and ROI so you don’t have to turn to OTAs and sacrifice 

margins.   
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Guest Segmentation Analysis 

 

To demonstrate the importance of segmentation, we 

analyzed one-time promotional emails sent from 

Revinate customers to their guests. The results show 

that targeted campaigns sent to fewer than 5,000 

recipients get opened 2x more than campaigns with 

broad messaging sent to 50,000 recipients. Even more 

impressive is the fact that segmented audiences have 

5x the conversion rate of those sent to larger 

audiences.   

 

The bottom line: it’s easier to personalize offers when 

you send to a discernible audience and personalization 

is proven to improve your results.  

 

 

Proper segmentation leads to higher open rates and, ultimately, better conversions. However, segmentation is 

impossible when your data is faulty. Even if your intentions are to run a proactive, personalized approach to guest 

engagement and promotions, without clean data, you remain in the dark and the guessing game persists.  

 

 

Uncertain Times  

 

When industry disruptions like the Coronavirus occur and the market is rocky (demand is unpredictable and 

cancelations increase), having the power to seamlessly personalize your guest engagement is especially vital. 

You need the flexibility to quickly send campaigns to your existing database in which you can offer flexible 

cancelations or geo-specific messages and avoid turning to OTAs and discounting as a reaction to market 

conditions. Your existing database is a goldmine...if you have the tools to properly leverage it.   

 

For more examples of campaigns you can run to combat uncertain times, read our advice on how to leverage your guest 

data to keep Coronavirus from impacting your revenue. 
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The Revinate Approach: The machine learning algorithm powering Revinate’s Advanced 

Profile Synthesis is built from the ground up to support data complexities that exist across 

hotel portfolios and is designed to be the most context-aware identity resolution on the 

market.   

 

While data scientists agree that the most grueling part of machine learning is data preparation, Revinate has designed 

a three-step process to attack the challenge of connecting disparate platforms and data variations no matter how 

many systems, properties or typos are involved. Within that process, we are able to leverage machine learning to solve 

for a laundry list of challenges that have traditionally blocked our competitors from effectively matching profiles 

including:  

1. Email addresses that are masked by OTAs (34u234p5@m.expediapartnercentral.com) 

2. Typos (most commonly found in email addresses) 

3. Name changes (from maiden to married and sometimes back again)  

4. Misaligned fields (the right text in the wrong field - Last Name text in the First Name field)  

5. Faulty text (abnormal text that is not applicable to its field - “Blank” in a First Name field)  

 

The result: smart, single view profiles that tell comprehensive stories you can leverage to make real decisions. Read 

on for a detailed rundown of each step we use to overcome the complexities of data synthesis and automate the 

process on your behalf. 

 

Revinate’s Unique Three-Step Process  
 

Step 1: Standardization 

The first step to making data useful is standardizing it. Before we can do anything with your data, we have to make sure 

it is the same across each of your data sources. Using Natural Language Processing (NLP) techniques, our technology 

cleans, normalizes and tags the data, making it possible to compare profiles effectively.  

For example, the address “123 W. Elm St.” is normalized to “123 WEST ELM STREET” across all profiles which allows 

us to match it to a similar profile where “West” was originally spelled out. Similarly, the phone number “001-(333)— 

444-5678 is trimmed to “3334445678” so that our algorithm doesn’t get caught up on unique characters in phone 

formatting and can focus solely on matching the numbers themselves.  

 

As part of this data cleanup, we identify and label common faulty values like “Not Available” “Null” “Declined” ‘Blank” and 

more specific spam values like the phone number “555-555-5555” or the email address “noreply@abc.com” while also 
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using machine learning to understand whether the value given is accurate. Our tech can accurately identify these 

common faulty values and remove them to improve the quality of the data.  

 

Once the normalization process is complete, each record is standardized and thus able to be compared to one another 

accurately.  

 

While Revinate’s algorithm looks at home address, phone number, gender, customer type, company, title and other 

fields, most platforms traditionally use merge logic as black and white as matching names and emails, which is incredibly 

limiting. In the visual below, you can see that none of these profiles would be merged with this technique, although to the 

human eye, it's clear that 4 or 5 of them are, in fact, the same person.  

 

 

To avoid this mistake, Revinate’s technology tags each field after normalizing the data in order to produce more logical 

conclusions and effectively match profiles.  
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Step 2: Clustering (Unsupervised Learning Algorithm) 

Now that we have standardized data, we’re able to compare guest records. While we can compare records to one 

another, this is a laborious process (both in terms of computational power and time) and thus grossly inefficient. 

Instead, we use a process that puts similar records, based on the now-standardized characteristics, into clusters of 

similar profiles. This way, when we compare records, we compare them to smaller subsets of similar records.  

 

 

 

We compare these record subsets using various distance algorithms and auxiliary techniques, such as our nick-name 

database and phonetics library, to find pairwise columnar distance between two records. Pairwise columnar distance 

compares each characteristic (letter or numeral) of each field based on the difference between each string. With these 

comparisons, text order is not a limiting factor, which means that records where the last name is entered first (Smith, 

John) can easily be compared to those records with first name first (John Smith).  

 

Each field is measured in this way, producing a number of distance measures that can be used to compare records and 

decide whether they are close (in other words, related) or not. The collection of these measures of distance becomes a 

vector, which is sent to our final matching algorithm in the third and final step. 

 

 

String Comparison 

 

Comparing strings is the process of analyzing and outputting the differences or similarities between two 

strings, or linear sequences of characters, words, or other data. Revinate compares these distances using 

multiple measures including Affine Gap distance, Jaccard Distance and Phonetics distance. 
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For example, you might compare the names on two different guest records to see how closely they match. John 

and Johnny are close. John and Matt are not.  

 

 

But not all fields are created equal, so in order to enhance our machine learning with more human-like observations, we 

create rules that assign specific weights to each field and adjust those weights under known circumstances. This dynamic 

valuation allows us to be more precise in our matching by cutting down on the weight of values that may produce 

erroneous results.  

 

Two direct examples are names and OTA emails. Names are strong indicators of a profile match, but not every name 

should carry equal weight. Consider the following: Because the name Michael appears frequently in guest databases, it 

will receive a lower value than a more unique name, such as Eustace. Ultimately, this reduces the amount of noise going 

into the learning algorithm and prevents any issues with merging everyone with the name of John Smith in the database 

into a single profile.  

 

Similarly, we are able to dynamically value email addresses. For example, many OTAs provide masked email addresses to 

you, resulting in temporary email addresses that are not the user's true email address. In Revinate, these masked or junk 

email addresses are given a lower value, ensuring that the email in the merged profile is the correct one. 

 

In more unique scenarios, our algorithm observes patterns in your database specifically and leverages them to improve 

its field weighting. For example, if bookings taken via phone often include the hotel’s address in place of a unique guest 

address due to employees who take the reservations entering false data for the sake of completing a form, our system 

recognizes that pattern and puts less weight on that specific address as we don’t think it legitimately belongs in the 

guest’s profile.  

 

We also take into consideration complex real-world scenarios like name changes. For situations like this, we adjust field 

weighting around things like the fact that women are more likely to change their last names when they get married. As a 

result, our algorithm considers the following rule:  

 

IF contact is female, THEN decrease weight of last name  

 

Other rules include:  

 

IF address is common in the dataset, THEN decrease weight of address 

IF phone number is faulty, THEN decrease weight of phone number 

IF name is common, THEN decrease weight of name 

 

 

 

   8 revinate.com 

 

 

 

 



 

WHITEPAPER: REVINATE ADVANCED PROFILE SYNTHESIS  

 

Step 3: Supervised Nonlinear Learning Algorithm 

The final step of the process, and the core of our engine, includes a non-linear classifier which determines whether a 

pair of profiles are unique. What makes our method of profile matching truly effective is that it both continually learns 

and heavily considers confidence levels ahead of completing a merge. As covered throughout this whitepaper, there 

are a number of stopgaps in place to ensure only merges with a high degree of confidence occur, but the icing on the 

cake is that, as our algorithm studies the unique patterns across all of the data that runs through our system, it 

improves those stopgaps over time. It then leverages those observations to enhance our confidence matrix for your 

account such that it becomes custom to your data and its unique trends.  

 

Rich Guest Profiles 
The outcome of this three-step process is a better view of all of your guests. In the example below,  we see three 

separate profiles for Charlie Brown. In two of the three, his email has been masked by OTAs. This would stop the 

average merge technology from matching his profiles, but by leveraging a combination of other fields, our process is 

smart enough to understand that this is one person. As a result, we learn that Charlie has stayed at the hotel four times 

for eleven nights and is significantly more loyal than the three disparate profiles would imply. With this information, 

the front desk can greet Charlie as a regular and identify other information that can be used to improve his stay. 
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Summary 

Revinate’s approach to delivering Advanced Profile Synthesis is built to ensure you can both trust and action your 

data. Our team remains obsessed with helping you create stronger relationships with your guests and solving all of the 

challenges that stand in the way. We have built a solution that is designed to address 3x the number of variables of 

other profile matching technologies on the market, which means more complete data and more guests your team can 

greet with unique, personalized experiences.  

It’s our mission to derive the insights you need to create loyal, repeat visitors out of every contact in your system, and 

our robust data matching system is set to deliver:  

1. Accuracy:  We can’t say it enough: our sophisticated approach to profile matching rivals existing 

technology on the market. We’ve observed the successes and challenges of competitive platforms  and 

created a version that reaches further into the solution space to produce more accurate and clean data. 

2. Efficiency: We don’t put the heavy lift on our customers. Instead, we automate the process by having our 

platform automatically collect your data, process it and return clean, smart profiles. 

3. Reliability: Our deep investment in dynamic, machine learning algorithms leads to powerful and robust 

identity resolution capabilities that evolve and improve as data sources change and grow. 

 

About Revinate  

Revinate, hospitality’s first Guest Data Platform, is revolutionizing guest data unification and management for hotels and hotel groups of all 

sizes. Our one-of-a-kind platform combines data, guest feedback and marketing solutions to get smarter and more powerful over time as 

richer data is added, synthesized and analyzed. Whether you run an independent hotel, small group, or large brand with hundreds of 

properties worldwide, Revinate will help you achieve a significant lift in revenue, loyalty and guest satisfaction. 

 

Learn more about Revinate’s Guest Data Platform here: https://www.revinate.com/guest-data-platform/ 
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