
CASE STUDY

Kampgrounds of America 
Doubles Down on 
Messaging to Enhance 
Guest Experience



Creating Operational Efficiencies 
Through Easy Integration & Automation

Harnessing new forms of digital technology is nothing 

new to Cole Reinhardt, Senior Director of Digital & 

Marketing Technology at KOA, who has been with the 

brand for a decade. 

Cole was looking to upgrade guest communications 

and was looking for a messaging solution. He wanted 

one with the ability to automate communications at 

scale, gather actionable guest data, and segment 

campers across multiple campgrounds -- all while 

meeting the cost thresholds of different KOA locations 

and their independent owners. 

Immediately after the Zingle team executed a custom 

integration with KOA’s property management system -- 

which included customizable templates for individual 

KOA locations -- campground owners began seeing 

significant benefits in terms of the reduction of 

unnecessary strain on staff and an enhanced 

guest experience.

About Kampgrounds
of America
As the world’s largest network of privately held 

family-friendly campgrounds, and with over 500 

campgrounds across North America, Kampgrounds 

of America is one of the most recognized brands on 

the continent, and has been so for decades. 

Since 1962, KOA has been delivering a range of 

camping options to all varieties of campers - from 

travelers looking for a convenient place to stay to 

families seeking a fun getaway in the outdoors. 

KOA offers RV sites, glamping tents, yurts, teepees, 

Airstreams, deluxe cabins, rustic cabins and plenty 

of room for tents across sprawling campgrounds 

that include resort pools and activity parks in some 

locations. Most of the campgrounds also offer 

restaurants and cafes, while others have huge 

event venues that host rodeos and other event-

themed weekends.

“After implementing Zingle, the 

guest no longer has to call, sit 

on the phone, and wait for an 

answer. We can message a quick 

answer from our computer or 

tablet, even if we’re on the 

phone with another guest.”

-Oscar Carranza of Twin Falls KOA



Soon after the Medallia Zingle integration, Covid-19 

hit. And while the vast majority of hotels were forced 

to shut down, campgrounds across the country 

remained open. As a result, KOA has been working 

through the challenges the crisis has presented far 

longer than much of the broader hospitality industry 

-- many of which find themselves just now preparing 

for the majority of Americans who say they plan to 

return to pre-pandemic travel rates. 

Rob Bruno, from Kankakee South KOA, shared that his 

team was able to send out a scheduled welcome and 

information message each morning for all guests 

coming into the park while also offering contactless 

check-in, which was especially instrumental in 

adhering to Covid-19 guidelines.

Other KOA teams were able to rely on messaging 

for an equally-seamless check out experience. To 

illustrate, John Downing, of Rock Island KOA, says his 

team uses Zingle to connect with guests checking out 

by thanking them and following up with a reminder to 

share their experience through a short survey. This 

type of proactive communication, John says, has even 

prompted guests to extend their stay.

Gwyn Wathen, Marketing Director and KOA 

franchisee, explains the benefits that Zingle provided 

KOA staff during the initial chaos and confusion of the 

crisis as call and email volume soared. Making matters 

even more challenging, Gwyn’s team was operating at 

two-thirds of their typical staffing. Still, Zingle was able 

to reduce the strain that the front desk experienced by 

diverting customers to text and enabling staff to 

automate and scale communications in a much 

more manageable way. 

“Zingle’s service helped relieve pressure off our front 

desks at an absolutely critical time.” - Gwyn Wathen

With an influx of urgent requests, employees were 

able to do things such as communicating 

cancellations more efficiently and therefore fill 

vacancies and increase occupancy of the 

campgrounds. With staff empowered to rise to the 

occasion, guests were able to receive real-time 

updates, information on evolving safety precautions 

and changes to the campgrounds and it’s operations.

Alleviating Camper Anxiety & Resource 
Strain During an Unprecedented Season 

“Zingle was extremely helpful 

once the crisis hit as it allowed 

our campgrounds to stay open 

through much of it. We were 

able to communicate 

restrictions and new processes 

in real time, and in turn, alleviate 

much of the anxiety that 

campers had.”

- Cole Reinhardt, KOA Corporate

KOA Uses Messaging For:

Pre-Arrival Information

Checkin & Check out

Sending Surveys to Guests

Communicating Saftey Protocols

Cancellation & Filling Vacancies

Answer Guest Questions



Streamlining Guest Communication 
Across Multiple Locations

Zingle enabled campers the ability to communicate with KOA staff for 

everything from pre-arrival texts with the week’s activity schedule to 

submitting orders for its famous pizza.

Pre-arrival message triggered


Hi Mike ! We are looking forward 
to seeing you at our resort today. If 
you have any questions or need 
assistance during your stay please 
message us at this number. 

Here’s a link to this week’s resort 
activities. We hope you join us for 
some fun.

koa.activites.march2021.com 

Safe travels & happy camping !

Gwyn is no stranger to juggling the multiple facets 

that come with running a business. Owning 14 

separate campgrounds, including one of the largest 

KOAs at Mount Rushmore, he recognizes that each 

location is a uniquely different property, and therefore 

has its own distinct set of needs. When Gwyn turned 

to Medallia Zingle, his goal was to both simplify and 

scale each of his campgrounds’ guest communication 

strategies so that they could deliver more personalized 

and thoughtful experiences to both new and 

returning campers. 

Almost immediately after implementing Medallia 

Zingle’s AI-powered, intelligent messaging technology 

across about half of his locations, Gwyn noticed 

positive changes in the speed and efficiency his staff 

was able to interact with campers -- from pre-arrival 

communications that sent out activity schedules to 

incoming guests, right through to post-check-out 

feedback pulses. KOA’s Des Moines, Iowa location 

even enabled campers to submit orders for its 

famously delicious pizza via text. Not only did this 

first-rate service surpass guests’ expectations for 

speed and convenience, but it made life for staff a 

whole lot easier during a particularly busy time—a 

busy crunch that can see up to 2,500-3,000 guests 

at a single location.

Gwyn was also able to streamline communication 

efforts with Medallia Zingle at a time when his 

campgrounds were receiving an influx of 

messages from guests. What would have required 

additional employees was instead easily simplified 

through the Zingle platform by using Zings, 

pre-built automations within Zingle that make 

it easy to handle frequently asked questions or 

send automated replies after hours.



Driving Additional Revenue 
Through Messaging
The ability to drive additional revenue is crucial for every 

hospitality brand, especially in today’s environment. 

After all, things like food and beverage typically drive 

about a quarter of an accommodation provider’s 

revenue, which is why upselling items such as food and 

firewood that are essential to the camping experience, 

is a vital component of KOA’s business strategy. And it’s 

something they’ve been able to scale using Zingle’s 

intelligent messaging technology. For example, some 

campsites are using Zingle’s contactless technology to 

take orders from campers and offer delivery options 

that eliminate the need for in-person interactions. 

In doing this, one KOA location saw a major increase in 

profits. Libby DeRosa, owner of the South Haven KOA in 

Covert, MI, was able to take advantage of contactless 

technology to streamline communication about 

products in stock within the campgrounds. This resulted 

in a 43.8% increase in firewood sales, a 38.1% increase 

in ice sales and a 30.6% increase in food sales. What’s 

more is that this was pure profit for Libby’s KOA - 

something especially welcomed at a time where she 

and her team were learning to navigate the real-time 

influx of guests. 

“Zingle allowed us to instruct guests at check-in to 

order food from the cafe, get ice, and firewood all  

through Zingle. We would charge it to their card then 

deliver it to their site, which meant less traffic in the 

office and a contactless service experience. Needless 

to say, we were amazed at the results,” says Libby.

Libby also explained that if her KOA staff knew that a 

campsite would be available for an additional night, they 

would send out a message to guests offering a discount 

on one or two additional night stays. This type of service 

has proven extremely valuable for not only KOA, but the 

wider communities in which they operate. If a camper 

wants to explore outside of the campsite, Zingle acts as 

a virtual concierge, Zingle enables campers to quickly 

text staff for recommendations to local restaurants and 

attractions providing a great guest experience and 

support for local businesses.

Extended stay message triggered


Hey Camper! We’d love to have 
you for an extra night. Would you 
like to extend your stay for 30% 
off? If so, reply YES to this 
message and we’ll confirm the 
details. Happy Camping 

38%
increase in ice sales

30%
increase in food sales

43%
increase in firewood sales



Getting a Husband and Wife
Team Through a Night of Darkness

Libby DeRosa and her husband have owned the 

South Haven KOA in Southwest Michigan for 15 years.    

Packed with 164 separate campsites, Libby’s 

campground utilized Zingle for the first time in 

2020. Like Gwyn, Libby’s team implemented Zingle 

primarily to establish contactless communication 

during the pandemic in order to connect with 

campers and simplify interactions that alleviate call 

volume strain. And if having to adapt during a 

pandemic wasn’t enough, Libby recalls a particularly 

stressful night where storms caused chaos 

throughout her campground.

During the night, a stretch of straight line winds came 

through the area that took out over a dozen trees and 

several power lines. Soon the entire campground was 

without electricity. However, despite the chaos, Libby 

was able to maintain communication with campers 

using Zingle and disseminate important updates 

about the storm in real-time including the fact that 

the campgrounds’ generators were up and running. 

She attributes the responsiveness that Zingle 

provided as the reason why campers didn’t leave 

during the storm. 

And since she had utilized Zingle to send messages 

about available firewood, campers could rely on 

making a fire after the rain and wind stopped. 

Travelers were especially thankful for the coffee that 

she brewed and messaged them about, and she was 

grateful to have been able to communicate with 

them during a night that could have induced panic. 

With this in mind, it’s not surprising that Libby 

attributes her KOA’s record-high NPS scores to 

the use of Zingle.

A True
 Story

create peace
of mind

for guests

Increase NPSIncrease NPS
ScoresScores

84%



Creating Unrivaled Camping Experiences 
with Real-Time Communication 
While the steady rollout of COVID vaccines is 

creating a sense of enthusiasm around a return to 

travel, Kampgrounds of America serves as a shining 

example of how organizations can deliver superior 

guest experiences from a distance. Yes, the travel 

industry looks far different today than it did a year 

ago. But its success is still driven by top-notch 

service, and for the foreseeable future, that means 

contactless experiences and streamlined 

communications strategies.  

Optimizing the opportunity that lies ahead is a 

challenge for any organization, but especially so 

for those that run multiple properties. However, as 

KOA has shown, messaging can empower even the 

largest enterprises to create impactful operational 

efficiencies and scale communications strategies 

in a way that elevates the experience -- for both 

guests and staff -- one text at a time. 

To learn more, schedule some time with a Medallia 
Zingle Hospitality expert today.

Check-in and check-out 
was very easy and quick, 
particularly with the on-line 
and text messaging 
communications.

- Kankakee South KOA Guest

The people are super 
accommodating, your ice 
or wood is just a text away. 
They bring it right out to 
your spot.

- Kankakee South KOA Guest

Friendly staff, nice park. 
Sending a welcome text 
before and after check in 
was a welcome surprise!

- Twin Falls KOA Guest

Impact of Messaging on Reviews Impact of Messaging on Reviews 

Talk to an Expert

https://info.zingle.me/medallia-zingle-text-messaging-for-hospitality
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Medallia Zingle empowers businesses to engage, support and respond to customers in more 

meaningful and impactful ways. Zingle’s customer engagement platform combines artificial 

intelligence and machine learning with workflow automation and mobile messaging, allowing 

brands to easily deliver exceptional customer experiences in real time. Leading brands across 

different verticals, including hospitality, food & beverage, retail, and more, use Zingle to increase 

efficiency, improve operations and delight their customers. Zingle is a division of Medallia, the 

pioneer and market leader in experience management. Find out more at zingle.com.
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