Guest Digital Journey:

for Exceptional Experience &
Revenue Generation
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Guest Digital Journey

= part of a broader journey
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a journey like this ..
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or like this..
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..or this

: Quick App Experience Email
Invite Tweet Schedule Links Offer Rating Survey

- ® 6O

‘ Consider Engage Reserve Pre Stay Stay Post Stay

Journey Mapping for a Hotel Customer @ @

Arrival  In Room VIP
Experience Hotline
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..a journey that every hotel & brand
is trying to Define.. Budget and ACT

TORNGER LITOP M80 LUTE" WORKERS

GENERATION Y —

THE DETERNET ACCESSED MRROUGH MOBILE DEVICES
5 THE PREFERRED METHOD FOR PEOPLE IN MATIRE
MARKETS TO BOOK AND RESEARCS TRAYEL

Loty
OVER 605

OF TRAVEL PRODOCTS IN THE UK ARE
RESEARCHED OR PURCHASED OMUNE

MORE THAN HALF
OF THE WORLD'S
POPULATION
RESIDES IN
URSAN AREAS

SOCIAL
LIFECYCLE

@ Adwords
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ROOM selling efforts are Extensive
Acquisition Costs by Chain Scale

OTA (on line travel agency)

Online Travel Agency $2,750,000 $1,000,000 2.75:1
(OTA)

Search Engine $600,000 460,000

Marketing (PPC)

with Booking Widget
Fansde | gmow | om0 | 1
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ROOM selling — Indirect costs

Marketing and Reservation Fees by Channel

Labor na n'a nfa

Direct marketing n/a Included in Inccluded in
commission commission

Discount or commission Sometimes $25
10%

Loyalty program $1.50 n/a*
{on portion only)

Transaction channel fee $25 $5

Credit card fee $2
{(on portion only)

Total Cost $28.50 $30
Cost % 28.5%
NET $71.50
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Revenue split (FOCUS on ancillary services)

N -
Example from a typical upscale,
|
independent resort on
the East Coast of the US
Ancillary services account for..
N I  additional 80% revenue




Ancillary services

I Category
Food and drink

| Examples

breakfast

meals

beverages

fruit basket
wine/champagne
birthday cake
mini bar

Additional information

Breakfastoftenrepresentsover
50% of total ancillary revenues.

i Transportation

Business and
entertainment

airport transfer

limousine service

bike rental

mass transit ticket

Wi-Fi

use of business centre
meeting equipment (projector,
microphone, etc.)

on-demand films and games

More attractive to leisure
travellers than business
travellers.

Spa and
wellness

treatments
massage
pool

Often run by a third party. The
hotelreceives a commission.




Ancillary services
require an innovative approach

room category
package

access to in-house sports facilities
(tennis court, golf course)

classes
personaltrainer session

Opento the public.
Limited space.

Miscellaneous
services

flowers

extrabed/crib

connecting rooms

personal butlerservice

valet service

animals allowed in the rooms

Some packages are offered
subject to product availability
(e.g., the romanticgetaway
includes flowers and
champagne in the room).
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Ancillary services:
A Revenue Opportunity

Can your guests experience
MORE ?

How are you

promoting
this revenue stream ?
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Ancillary services:
Marketing a Revenue Opportunity

Traditionally: Centrally managed Visuals
Reception efforts

Banners InfoChannels

Leaflets

ELLe posts Welcome promo screens
Directory add-ins . Interactive Boards

Audio enhancements



it is now obvious & easier than ever...

50-page business plan
Capital Budgeting
3-month Requirements Analysis
6-month RFI

6-month RFP
9-month Development Cycle
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Visuals: Sometimes we touch them ™v

WEDZZ
win 1ot 2 S

Sometimes
we don’t



Omni-channel guest interactions...

Reception / Lobby

i

TV



Challenges e BB

war o Toesday 30 09 2014
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Reception / e SR

Lobby

JYApL KAl O1 OIKOYEVELEG TOUG
plotolv nou napafplokbéoacte
snpavtkn otypn g {whg Toug.

Discover a new way to make your Kaf oag Siackédaon.

breakfast your best moment of the day!

Now we also serve breakfast
on the roof garden!

Guidelines on the fly
Avoid repetitive Q&AS

ask Secret Service Director Julia Pierson to explain thi

mypaneltv.com
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Provide useful information

Show our best available and Up-Sell!



AmteAevBepwvovTtoc Touc avOpwIouc Lo
More time to listen and serve guests !

Are you listening to what

we're actually saying?
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HOTEL CHECK-IN

FO C u S O n th e m aJ O r __ The clock is running on guest satIlef:::t:;;
ones first ! A e

check-in wait times
Impact guest

Minutes until guest satisfaction index drops by 50 points
. . Americans ©©00®® 5
S a.t I SfaCtI O n Canadians ©000A®® 7

French 200C0RARARA® 15
Germans SOCORRARA® 15
Italians O0RRA®® 15

Britons OeCORRRR® 17
Japanese ©0000L0CCOCCCELORARRRRARARRRRRBRER® 30

Minutes until guest satisfaction index drops by 50 points



myHotel TV InfoChannel

Room or Apartment

Inform, Promote on the fly, change with a click
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myHotel TV InfoChannel

Room or
Apartment

o A relaxing moment to promote Hotel Services!
pool events, dinning specials, well-being packages..

o Our Men’s or Woman's “channels” with
sport or gossip news, TV guide & proposals, gym, spa

o Useful tips to save on Reception calls:
how to wifi, breakfast time, shuttle bus schedules...



Looking into popular amenity rankings

Target perceived value

Overall In Room

1. Complimentary breakfast 1. Internet/Free Wi-Fi
2. Restaurant 2. Bathroom shower
3. Internet/Free Wi-Fi 3. Room size

4. Parking 4. TV

5. 24-hour front desk service 5. Air conditioning

6. Smoke free hotel 6. Coffee/Tea

7. Swimming pool 7. Non-smoking rooms
8. Bar 8. Premium bedding
9. Air conditioning 9. Daily housekeeping
10. Coffee/tea in lobby 10. Mattress type

mypaneltv.com



Not to miss -

pE T0 AoydTuTio oag
Tévw otV 0B6vn...

12:30

Monday 23.2.2011

on events &

conference halls o »

EKTOKTEC “l.m

QVOKOIVWOELG,..
PO 1 10 ToOVpapa
Microsoft 16:00- 2000 Poseidon Twv EK&”,)‘UJOEUJV’
Panel TV 14:30- 19:45 Hermes TIAPOUCIACEWY,
Cosmote 11:00- 12:45 Zeus 6|q)\g'§£wv &
Minicom 09:00- 13:30 Athina, | u') 13 )\ElTOU ia
Onelan 12:00-15:00 Poseidon ! p c pY g

restaurant,

pool bar,

HE TTPOTAOEIG, kid cinema...

video & Qwroypagieg,

COMPANY NAME

Qwvtavég Petaddoelg,
TIOPOUCIAOEIG...

Apple 08:00-13:00 Hermes.
Microsoft 15:00 - 20:00 Poseidon
Panel Ty 14:30 - 19:45 Hermes
Cosmote 11:00 - 12:45 Zeus
Minicom 09:00-13:30 Athina
Onelan 12:00 - 15:00 Mars
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JE EIBATEIC,

UL A ESr——

TOTTIKG VEQ... mypaneltv.com
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further to guidance & superiority aesthetics..
..Introduce the hotel specialties!



synch your Menus

> Update on the fly
change prices
update your dishes
automate visuals

[Mpwra miata
Starters

NanoAedv ynuwv Aaxavikwy pe oaitoa ivoxovipou & viopatas
Roasted vegetables Napoleon with xinohontros' & tomato sauce

17.00€

Tunixtés apdPikes NitoUnes pe Yntd HaPIVAPICHEVO KOTonoudo
Arabian pita bread filled with marinated roast chicken

1650€

MacuxokePTéSes e QVAUIKTO Kpéas
Mastic flavored meatoalls

18,00€

Mnoukiés ynpévou Ywpioy pe kanviotd ZoAopd
Baked bread bites with smoked salmon

21,00€

2 ol
\
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make the obvious happen!



create audio zones

> eliminate the “noise” of TVs

TV
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Work for
“a greater perceived guest experience’

4

G - Great and
U- Unique

E - Experience leads to
S - satisfaction &

T - Trust
mypaneltv.com




Reasons for selecting a Hotel...

Reasons for selecting a hotel

Previous experience

Reputation

Fecommended by someons

Rewards program member

Comporate policy

Package dea

Environmentally friendhy

This table shows the percentage of guests from each country who select the reason listed when choosing a hotel. The number in parentheses

reflects the rank order of these percentages.

Pementzges do not add up io 1008 as guesis could selec multiple reasons.
heoth America Hofe Satieacion tng

Eurnpean Ho 5

mypaneltv.com



make your screens deliver !

with hands on expertise
content masters

comprehensive approach

your value adding partner




maore on..

my Panel TV .com

2.0G EUXOPICTOUME !
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