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Executive Summary
Re-engagement emails are a high-impact, low-cost lever for 
restaurants, hotels, resorts, and BnBs eager to boost repeat 
bookings. When combined with Mailchimp’s segmentation, 
personalization, and automation features, these campaigns 
deliver measurable ROI even for resource-constrained teams. 
The following pages unpack a proven, step-by-step  
framework you can apply today.

Key takeaways include:
• Re-engagement campaigns consistently lower acquisition 

costs by encouraging previous guests to book again—often 
spending more on their second stay or visit.

• Smart segmentation in Mailchimp lets you group past guests 
by booking frequency, spend, preferences, and engagement 
levels, ensuring every message feels personal and relevant.

• Dynamic personalization—ranging from tailored subject lines 
to location-based offers—can lift open rates by 26% or more, 
setting the stage for stronger conversions.

• Automated email flows save time, safeguard consistency, 
and drive revenue around the clock, freeing teams to focus 
on on-site guest experiences.

• A/B testing, compliance guardrails, and data-driven 
optimization transform guesswork into clear, repeatable 
wins—protecting deliverability while growing loyalty.

• Real-world hospitality case studies demonstrate how a 
structured re-engagement strategy can unlock double-digit 
increases in bookings within weeks.

By implementing the tactics outlined in this guide—actionable 
checklists, practical Mailchimp screenshots, and ready-to-use 
templates—you’ll turn dormant contacts into repeat guests, 
increase lifetime value, and position your brand as the 
guest-centric choice in a competitive market.
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Winning Back Guests: 
The Power of Re-Engagement Emails
Re-engagement campaigns act as a revenue catalyst for 
hospitality brands. These messages remind past diners,  
travellers, and holiday-makers why they loved your venue in the 
first place—then give them an irresistible reason to come back. 
Consistent re-engagement nurtures loyalty, stretches marketing 
budgets, and underscores a guest-first brand ethos.

The Value of Repeat Guests
Repeat guests cost far less to convert and typically spend more 
per visit than first-timers. Industry research indicates that 
nurturing an existing guest can be up to five times cheaper than 
acquiring a new one, while their lifetime value grows with every 
stay or booking. When a loyal traveller books the same resort 
each winter or a local couple returns to a favourite restaurant 
for anniversaries, revenue becomes predictably stable.

Strong advocates also fuel word-of-mouth. Satisfied regulars 
share photos, write glowing reviews, and recommend your 
venue to friends—free publicity that paid ads struggle to match. 
Industry studies show that repeat patrons generate higher net 
promoter scores and amplify brand reach via social channels. 
Maintaining this audience, therefore, becomes a dual win: 
immediate bookings and organic marketing momentum.

Data backs the opportunity. Open rates in hospitality average 
just over 20%, yet segmented re-engagement emails targeted at 
past guests often eclipse that benchmark by several percentage 
points, driving more traffic to booking engines and reservation 
lines, according to industry benchmarks from Mailchimp. With 
numbers like these, a well-timed “We miss you” campaign can 
translate into tangible profit within days.



If repeat bookings are so valuable, why do 
guests drift away? Common culprits include 
irrelevant offers, poorly timed messaging, or a 
perception that better options exist elsewhere. 
A guest who stayed last year might ignore 
generic newsletters that don’t reference their 
room preference or dietary requirements. Others 
simply forget—out of sight quickly becomes out 
of mind in a crowded inbox.

Pinpointing each lapse trigger starts with 
listening. Post-stay surveys, online reviews, and 
unsubscribe comments reveal hidden friction 
points that a property manager can fix before 
the next send. Analyzing dormant segments in 
Mailchimp also surfaces patterns: maybe 
brunch emails go unopened by weekday 
business travellers, or off-season resort deals 
miss families who travel only during school 
holidays. Armed with these insights, you can 
craft messages that address real objections 
rather than guessing.

Ignoring disengagement is costly. Research 
from the Cornell Hospitality Report shows that 
recovering just 5% of previously active guests 
can raise profits 25–95% through lower 
acquisition costs and higher repeat spend 
(hospitality profitability analysis). Recognizing 
the warning signs early—declining open rates, 
fewer clicks, longer gaps between stays—lets 
you act before contacts slip away for good.

Acknowledging why guests left sets the stage 
for strategic segmentation and personalized 
content. The next section explores how to slice 
your database for laser-focused outreach and 
craft messages that make every past guest feel 
like the VIP they remember being.

Understanding 
Guest Lapse and 
Disengagement
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Segmentation is the engine that powers every 
successful re-engagement campaign. When 
you slice your list by booking history, spend, 
stay dates, or even favourite table locations, 
every message feels tailored—never generic. 
Guests notice the difference, and they reward 
you with higher open rates, clicks, and, 
ultimately, repeat bookings. In fact, 
segmented hospitality campaigns record 
open-rate lifts of more than 14% compared 
with untargeted sends, according to recent 
email marketing benchmarks.

Personalisation then turns those segments 
into revenue. By weaving a guest’s name, 
last-visited date, or preferred room type into 
subject lines and body copy, you make the 
email feel like it was written just for them. 
Research from Campaign Monitor found that 
revenue from segmented and personalised 
campaigns can be up to 760% higher than 
standard batch-and-blast emails, 
underscoring the profit upside of getting 
granular with your data (email revenue study).
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Building Your 
Foundation: 
Segmentation 
and Data-Driven 
Personalisation



Start inside your Audience dashboard and 
choose “Tags” or “Segments.” Tags are 
perfect for simple identifiers like “Summer 
2023 Brunch” or “Pet-Friendly Room.” 
Segments let you stack multiple 
rules—ideal for more nuanced targeting. 
For example:

1. Select “Create Segment” and set the 
first condition to “Email activity › has 
not opened › in the last 6 months.”

2. Add an “AND” condition for “Purchase 
activity › Total spent › is greater than › 
$300.”

3. Save the segment as “High-Value 
Lapsed Guests.”

This two-rule filter instantly isolates former 
VIPs who’ve gone silent. Next, widen the 
lens by creating segments for “One-Time 
Diners,” “Seasonal Holiday Travellers,” or 
“Cancelled Reservations.” Each group 
receives messaging that addresses its 
unique lapse reason.

Keep segments fresh by enabling 
“auto-update.” Mailchimp will automatically 
add or remove contacts based on the rules 
you set, eliminating manual list hygiene. 
Schedule a quarterly audit to archive 
dormant tags, merge duplicates, and refine 
filters based on new feedback or property 
upgrades. Healthy data today prevents 
deliverability headaches tomorrow and 
ensures every guest’s inbox experience 
stays relevant.

Creating 
Actionable 
Segments in 
Mailchimp
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With segments locked in, it’s time to personalise. 
Start small: merge tags such as |FNAME| in the 
subject line, or reference a guest’s last stay 
month—“Ready for another April seaside escape, 
Emma?” Dynamic content blocks in Mailchimp let 
you swap entire sections based on a contact’s 
preferences or lifetime spend. A returning spa 
guest might see discounted massage packages, 
while a business traveller sees an upgraded  
Wi-Fi voucher.

Go beyond text. Use conditional hero 
images—think snow-dusted chalet shots for 
winter skiers or rooftop cocktails for city 
weekenders. Pair visuals with tailored incentives: 
a complimentary dessert for diners, late checkout 
for hotel guests, or a guided reef tour for resort 
stays. Before hitting send, run an A/B test on 
subject lines: Option A highlights nostalgia 
(“Remember your sunset suite?”), Option B 
spotlights an exclusive perk (“Unlock 15% off your 
next stay”). Monitor which angle resonates, then 
roll the winner into future sends.

Finally, analyze. Check Mailchimp’s campaign 
reports 48 hours post-send. Are high-spend 
guests clicking but not converting? Perhaps the 
booking window is too narrow. Low opens from 
one segment? Re-write the subject line or adjust 
send time to match their time zone. Treat every 
data point as a clue, refine, and 
re-send—continuous iteration is how good 
campaigns become great revenue engines.

Segmentation and personalisation lay the 
groundwork for automation, ensuring your 
upcoming flows trigger the right message for  
the right guest at the perfect moment. The next 
section maps out those flows and shows how 
Mailchimp’s automation toolkit scales your 
re-engagement without stretching your team.
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Personalisation 
Tactics That 
Convert



Automation turns the segmentation and 
personalisation groundwork you’ve built into 
a self-sustaining revenue machine. Instead 
of manually crafting one-off “We miss you” 
blasts, you create a trigger-based flow that 
nudges each lapsed guest at the perfect 
moment—whether that’s 30 days after 
checkout, six months after a dinner 
reservation, or on the anniversary of a 
honeymoon stay. Automated campaigns 
don’t just save time; they out-perform 
manual sends. Research from Campaign 
Monitor shows that automated emails can 
drive more than three times the revenue  
of ad-hoc campaigns thanks to relevant 
timing and context (marketing automation 
revenue impact).

Beyond pure efficiency, automation 
guarantees consistency. Every guest 
receives the full, brand-approved 
experience—even when your front-of-house 
team is slammed or the marketing manager 
is on leave. A thoughtfully built flow can 
also react in real time: if a past diner clicks 
through but doesn’t complete a booking, a 
follow-up incentive can fire automatically, 
closing the gap without human intervention.

Automation 
in Action: 
Setting Up Your 
Re-Engagement 
Email Flow
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Start with a simple three-email framework and 
expand as results dictate:

1. “We Miss You” Reminder (Day 0) – A friendly 
touch-base that references the guest’s last 
visit, highlights a standout memory (e.g., 
“Your seaside breakfast view”), and offers 
subtle social proof.

2. Incentive Email (Day 3–5) – Add urgency 
with a limited-time perk. For hotels, consider 
a complimentary room upgrade; for 
restaurants, a free appetiser with booking.

3. Last-Chance or Feedback Request (Day 
7–10) – If there’s still no response, request a 
quick two-question survey. You either reignite 
interest or collect data to refine future offers.

Use Mailchimp’s visual journey builder to map 
this flow. Drag the “Time Delay” block between 
messages, set conditional splits (“Did the 
contact click?”), and enable goal tracking. Keep 
subject lines conversational—merge in the 
guest’s first name and a detail from their stay to 
bump open rates. Add a branching path for any 
guest who converts mid-sequence: switch them 
to a loyalty nurture instead of sending more 
win-back emails.

Crafting the 
Perfect Re-
Engagement
Sequence

1
2
3
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Mailchimp’s built-in tools simplify both 
optimisation and legal diligence. Enable A/B 
splits to test subject lines on the first email and 
automatically send the winner to the remaining 
audience. Turn on “Send Time Optimisation” so 
the platform releases each message when the 
recipient historically opens most often, lifting 
engagement without extra effort.

Compliance is equally important. Use 
Mailchimp’s GDPR Fields to collect explicit 
consent from EU guests and its Marketing 
Permissions checkboxes for Australian 
subscribers. Automating these checks ensures 
that only contacts with the right permissions 
enter your flow, safeguarding you against fines 
under the General Data Protection Regulation 
(GDPR) or the Australian Privacy Act (privacy 
compliance checklist).

Monitor deliverability within the Campaign 
Report tab. If bounce rates creep above 
industry benchmarks, prune invalid addresses 
or tighten engagement criteria before the next 
send. Make troubleshooting easy for your team: 
label each automation node clearly (e.g., 
“Incentive – High-Value Segment”) so you can 
pinpoint and fix a stalled email in seconds.

With an automated, compliant journey in place, 
you’ll convert dormant contacts around the 
clock—no extra staff required. The following 
section explains how to diagnose low 
engagement, learn from real-world hospitality 
examples, and measure exactly how each 
re-engagement flow boosts your bottom line.

Mailchimp Best 
Practices and 
Compliance
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Even the most thoughtfully designed 
re-engagement flow can hit roadblocks. Low 
open rates, inbox fatigue, and deliverability 
hiccups can all erode results if left unchecked. 
Each challenge has a clear, data-backed fix 
that keeps your campaigns converting.

A common hurdle is dwindling attention. 
Guests receive scores of promotional emails 
daily, so a lacklustre subject line quickly dooms 
your message. Lean on curiosity, relevance, 
and urgency. “Sarah, the chef’s saving your 
favourite table” out-performs generic headers 
because it taps into memory and exclusivity. 
Mailchimp’s analysis of millions of sends 
shows that hospitality subject lines containing 
a first name averaged higher opens than those 
without—solid proof that basic personalisation 
still moves the needle.

Another pitfall is deliverability. High bounce  
or spam-complaint rates signal outdated 
addresses or over-messaging. Maintain list 
hygiene by automatically removing contacts 
who haven’t opened in 12 months and by 
capping re-engagement attempts to three 
emails per lapse cycle. Mailchimp’s 
deliverability guides recommend a 2% 
bounce-rate ceiling; staying below that 
threshold protects sender reputation and 
keeps future messages out of the junk folder.

Overcoming 
Challenges: 
Boosting 
Engagement 
and Measuring 
Success
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Numbers tell you which tweaks matter. Start 
every campaign by setting three core KPIs: 
open rate, click-through rate, and reconversion 
rate (bookings or covers). In Mailchimp, enable 
Conversions tracking to link clicks to 
confirmed reservations, giving you a clear 
revenue figure for each send.

After launch, review the Campaign Report 48 
hours in. If opens lag your baseline, adjust 
subject lines on the next send-time. When 
clicks are healthy but bookings aren’t, refine 
your call-to-action or simplify the reservation 
path. Hospitality-specific benchmarks note 
that reducing steps between email and 
checkout—from four clicks to two—can 
increase conversions by up to 30% without 
touching the offer itself.

Benchmarking matters as well. Compare your 
metrics to industry averages—hospitality open 
rates hover just above 20%, while healthy 
click-throughs sit near 2%. If you’re 
underperforming, diagnose: is the segment too 
broad, the offer too generic, or the send time 
off for guests’ time zones? Small split-tests on 
each variable keep improvements measurable 
and manageable.

Finally, build a post-campaign review checklist. 
Document the winning subject line, the 
segment that booked most, and any 
deliverability anomalies. Store these insights 
in a shared folder so future campaigns start 
smarter, not from scratch.

When you iterate methodically—testing one 
hypothesis at a time—you transform 
re-engagement from a reactive fix into a 
repeatable growth engine. Armed with clear 
metrics and real-world lessons, you’re ready 
for the final step: turning today’s wins into 
long-term loyalty and letting our team at 
Ninjachimps accelerate the journey.

Tracking, 
Reporting, 
and Optimising
for ROI
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You now have everything you need to re-ignite past 
relationships and keep your venue top of mind. The 
only thing standing between today’s knowledge 
and tomorrow’s bookings is action.

Start by downloading our free Mailchimp 
Re-Engagement Email Template. It’s pre-built  
with merge tags, dynamic content blocks, and 
automation triggers that match the flows you’ve 
just explored. Import the file, swap in your 
branding, and launch a pilot campaign in less than 
an hour. If you’d rather have expert eyes on your 
strategy first, book a free 30-minute session with 
our team at Ninjachimps. We’ll review your current 
lists, identify quick-win segments, and map a 
personalised ROI forecast—no strings attached.

Continuous learning keeps your edge sharp.  
Trends shift, inbox algorithms evolve, and guest 
preferences change with every season. Campaign 
Monitor’s new-rules guide reminds us that the 
highest-performing marketers test subject lines, 
send times, and offers on a rolling basis, then bank 
those insights for the next send. Treat each outing 
as an experiment: set a clear hypothesis, track the 
metrics that matter, and iterate quickly. Over time, 
these small tweaks compound into big  
revenue gains.

Your Next Step 
Toward More 
Bookings and 
Loyal Guests
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To embed experimentation into your routine, 
schedule a monthly “email retro.” Pull up Mailchimp 
reports, compare KPIs against your benchmarks, 
and ask three questions: What surprised us?  
What under-performed? What will we test next? 
Document answers in a shared playbook so new 
staff ramp up fast and returning guests experience 
ever-smarter messaging.

Remember, you’re not alone on this journey.  
As a Mailchimp-certified Pro Partner, we at 
Ninjachimps have launched hundreds of 
re-engagement campaigns for venues just   
like yours—restaurants craving more regulars, 
boutique hotels filling shoulder-season weekends, 
and resorts turning one-time honeymooners into 
lifelong advocates. Tap into our battle-tested 
frameworks, compliance know-how, and 
automation shortcuts to accelerate results   
without inflating headcount.

Ready to turn dormant contacts into loyal guests?

Your Next Step 
Toward More 
Bookings and 
Loyal Guests



Contact 
Ninjachimps 
today for a 
consultation at:

        +61 2 8528 4716

        jonin@ninjachimps.ai

        https://ninjachimps.com.au/

Our Location
Sydney, Australia:
Ninjachimps Limited
Address: Level 20
135 King Street
Sydney, NSW 2000
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