Rethink Travel:
Drive More Bookings via Your Direct Channel

Tuesday, November 24, 2020
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Please post your questions via the Q&A box.
Questions will be addressed at the end of the session.

The on-demand video recording of today’s
presentation will be distributed within 48 hours of

the webinar. A copy of the presentation and any
support materials can be found in the Members' Only
portal.

This session is scheduled through
2:15PM ET (3:15PM AT).

CARIBBEAN
I HOTEL & TOURISM
ASSOCIATION

amapeus revevrmmmmm interval <& @D @ mRAVEZOO il

L o
A

:
|
I

E

B B G BE

&
i
]

f



CHTA Strategic Partners

dMaAaDEUS FIGMENT BESEN

marketplace mastercard

UNITED
STATES
VIRGIN

| ISLANDS

stCROIX st JOHN st THOMAS

#CHTALive

interval

................................................................................................

IIIIIIIIIIIII

AAAAAAAAAAA



Marketing Tools to Build Customer Trust

Register your Hospitality Facility for CARPHA's Tourism
Ste p |- & Health Information System (THiS)
http://this.carpha.org/

Hospitality Facility to report on THiS for at least 1 month.
Reporting also includes zero cases for each week

Step 2:

10% of all Hospitality Facility staff (including senior

Sqfel' Touriam s t ) management) to register, attend, and receive Certificate of
ep 3: Participation for 'COVID-19 Essential Health Guidelines for

Hospitality Sector' Training

CARPHA to review, approve, and provide the
Ste P 4 Hospitality Facility the Caribbean Travellers Health
Assurance Stamp & listing on Mobile App

Open to CHTA Members & Non-Members
. . —b (‘ CARIBBEAN
www.caribbeanhotelandtourism.com Y HOTEL & TOURISM

ASSOCIATION



Marketing Tools to Build Customer Trust

CARIBBEAN TOURISM HEALTH SAFETY TRAINING SERIES

COVID-19 Essential Health Guidelines
for Hospitality Sector

Wednesday Dec. 2 & Dec. 9
2:00 - 4:00PM EST (3:00 - 5:00PM AST)

*Same session for each date, please register for the date that works best for your schedule*
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Open to CHTA Members & Non-Members
www.caribbeanhotelandtourism.com




Marketing Tools to Build Customer Trust

% Step 5: Upon receipt of CARPHA’s Caribbean Travellers Health Assurance Stamp —
%Tm you can apply to receive:

CARIBBEAN
HOTEL & TOURISM
ASSOCIATION

e Insert Your Insert Your

il | 00 Here Logo Here
As a Safe Travels Ambassador, Exclusive to CHTA members,
CHTA is authorized to issue including listings in websites
this globally recognized stamp and resources to travel advisors

to Caribbean businesses
and consumers

*Non-members can apply for a
processing fee of $50.00

) CARIBBEAN
www.caribbeanhotelandtourism.com R/ ~N HOTEL & TOURISM



Member Exclusive Travel Protection
Plan Administered by Trip Mate

MEMBER EXCLUSIVE TRAVEL PROTECTION
PLAN ADMINISTERED BY TRIP MATE

O OO

SIGN UP PROTECT ENJOY
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Your partner in travel

www.caribbeanhotelandtourism.com




35
CHTA
CHTA Membership w

Your membership helps us continue our work
to safeguard the industry and build towards a
strong recovery.

Join the #MyCHTA community!
Membership@CaribbeanHotelandTourism.com
www.caribbeanhotelandtourism.com
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Prior to the pandemic, what percentage of your
business was generated from the following:

ANSWER CHOICES RESPONSES
Direct Bookings 19.30%
Online Tour Operators 18.42%
Tour Operators 16.67%
Membership Organizations(i.e. Interval Int'l, Travelzoo...) 11.40%
Affiliated Brand 8.77%
Travel Advisors (i.e.Virtuoso) 7.89%
Travel Agents 11.40%
Other 6.14%
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Looking ahead to 2021 and beyond, what percentage of your
business do you anticipate will be generated from the following:

ANSWER CHOICES RESPONSES
Direct Bookings 21.83%
Online Tour Operators 16.90%
Tour Operators 16.90%
Membership Organizations(i.e. Interval Int'l, Travelzoo...) 9.86%
Affiliated Brand 8.45%
Travel Advisors (i.e.Virtuoso) 9.15%
Travel Agents 11.27%
Other 5.63%
) CARIBBEAN
A 0 arras

Powered by A SurveyMonkey*
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Why do customers choose to partnerwith
us as their complete eCommerce provider?

The only end-to-end
eCommerce experience
to maximize direct
conversion and revenue
per guest

Smooth and intuitive
journey from looking
to booking that is
personalized and
recognizes guests

Industry-leading
partnerships and strong
connections provide
unrivaled access to
programs that drive
demand

Centralized content,
data portal and

support team make
running your business
easy and efficient




We are the trusted eCommerce solution of choice
for premiere hotel partners worldwide
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Capital Group, LLC



Our integrated eCommerce Suite creates
end-to-end value across the complete guest booking

Entice to book with Login to loyalty Checkout with personalized
personalized offers program enhancement

Journey Begins Experiential Web Frictionless Booking Custom Add-Ons Loyalty & Upsell

Reward & Redeem Loyalty for repeat direct bookings



Do you have videos of your
hotel on your website?
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Our integrated eCommerce Suite creates
end-to-end value across the complete guest booking

Entice to book with Login to loyalty Checkout with personalized
personalized offers program enhancement

Journey Begins Experiential Web Frictionless Booking Custom Add-Ons Loyalty & Upsell

Reward & Redeem Loyalty for repeat direct bookings



Guests find your property through T Sl R o g
Amadeus’ comprehensive distribution
ecosystem

Brand.com  GDS @& Metasearch Consortia OTAs &

BRAND.COM

K

@9 BOOK NOW ON iHOTELIER




search engines




Meta sites compete on their ability to simplify the shopping
process and source the best price
TripAdvisor Google

Arenal Kioro Suites & Spa Hotel Arenal Kioro Suites & Spa

QOO ® 0 1928 reviews #14 of 62 Hotels in La Fortuna Website Directions Save
O Carretera Al Volcan de la Fortuna 10KM, Arenal Volcano Ng

4.7 523 Google reviews

COVID-19 update: See the added health and safety measur 5-star hotel

CHECK AVAILABILITY

& 2 people are viewing this hotel .
Address: 11 KM NW FROM LA FORTUNA DOWNTOWN, Alajuela

I o hock i I o Cheek Out Province, La Fortuna, 21007, Costa Rica
—/=1- —I=I= Phone: +506 2479 1700
0o Guests
5 1room, 2 adults, O children Ads - Compare prices

TTSAVE $20
$207 B Tue Nov24 B Wed, Nov 25 &2
~ ARENAL KIORO
O smreeer $207
+ Reserve now, pay at stay 17% less than usual

Tl'ip com $227 View Deal { Hotel Arenal Kioro Suites & Spa Official site
DEAL
J 5% off
™ |” Hotels.com $227 View Deal
& Orbitz.com $209 >
ebreams 7 _ . $227  Expediocom” .. $227 Free cancellation until Nov 21
Travelocity 7 %227  Viewall12 deals v
Prices are the average nightly price provided by our partn... “ Hotels.com $209 >

Free cancellation until Nov 21




Do you currently have a way to
get a direct booking for the
google listing section we just
reviewed?
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. .
Guests land on a high-converting ot

and beautiful web experience

Beautiful design, easy to navigate

News BACC Hotels Contact Us &, + 34 6262 3657

1 \N -
HOME SPECIAL OFFERS ROOMS & SUITES RESTAURANTS & BARS 'MEETIN¢ &-%
1 2=

Videography increases conversion by 13%

'v—v"

BACC HOTELS

M — Lead rates that link to Booking Engine

MOme to BA‘CC ote airrd

—— Special offers that are easy to book

Experience the ultimate in comfart and convenience

Decrease Increase
Bounce Rate* Time Spent

Rooms Adults Children

Best rates from 75,00 € Check In Check Out

25 A\p’l' -I B -| 2 —| N BOOK NOW

Family Adventure Package

Rates fi 201
Enjoy a day with the family including a guided bike tour of Madrid |~ "oes 1O g
and delicious picnic in El Retiro park 3 0 O/ O O/

Read more —

A

Spa package

i i j e Sa'yr‘om‘)h°”€f““'a"ef“ Balesfom Sisa *Performance Improvements after SWItChIng to
ay geta spa treatment, and access to the

pool, fitness cen d daily group fitness classes. Amadeus Web Solutions

BACK TO TOP m
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Quickly and easily
create promos
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2020 Calendar

September October
S|M|[T|W[T|F s s[M[T|W[T[F[s PROMO: 10% Off
12|35 1 [ 2] 3
67 8 9 10 n 4a|5|6|7 |8 | 4N
13 /14 15 16|17 |18 19 n 12 | 13
20 2 22 23 24 25 2 |18 19 20 PRI When: October 2"d and 37 Only

27 |28 29 | 30 | 26 | 26 | 27

Email Blast Flash Sale
* /

Must book today September 28t



Your guest at the center of
everything you do

Today’s guests expect personalized communications
and treatment just for them.
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Holistic 360 degree guest view
Rich Guest Profiles . 28
)

Erik Karlsson .
karlsson@gm.tc.com
< Outawa, Canada () Opted In 1 5 $49 38.18 475

ClerreliEnt sl UPCOMING PAST STAYS TOTAL RFM SCORE
§ 261 Friends STAYS REVENUE

Profile Strength: 100% Complete

GMS consolidates all data sources into ©) @ ) ®
unique guest profiles. In our Address Book,

yo u Ca n : Qverview Details Surveys Timeline Reservations Loyalty Messenger
®,; Preferences & Feedback
® B p Preferences Feedback
. . . a0 27 E—
Merge similar profiles e S — po—— ovsasons [ e

View numerous profile statistics such as:

. RFM score B BT

karlsson@gm.travelclick.com Hotel Moderna
HOUSE MEMBERSHIP NUMBER MOST VISITED PROPERTY

 Total revenue

[~ leq
% Link Click Rate @ a0 y
T l

e Subscribed tags, emails & workflows

RECENT G55 SENTIMENT RECENT G55 SCORE

* Present & future value - King Bed

Guest Satisfaction Entries .
¢ O pe n & CI IC k rate Q Shout 5 R SHHes co-Fri | prefer that my bed linens and towels are changed only

. . ervi when requested

* Upcoming, past stays & room nights Survey ~|Dme G sore

Hotel Moderna Guest Satisfaction Survey 2018-12-07 a0 o View £y broim Eledzrar
° Cu Sto m b u I It fl e I d s Hotel Moderna Guest Satisfaction Survey 2018-12-07 20 o« View

Showing 1 to 2 of 2 entries

Previous Next



Guests receive personalized
messaging based on guest data

The countdown for
vour hirthday has begun!

X



Personaliz J)st’ fnaE. N
profiles with clickstream
data
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We have the only eCommerce experience

Custom

that can personalize offers based on profile

data

Highest value
customers (RFM)

l

New loyalty
sign-ups

l

O o o
- () ﬁl
) U
10t stay: get a free Search for 2 adults
0 kids

walking tour

l l

Welcome back valued guest!
Exclusive offer: 10% off premier
suites just for you

Slgn up now want get 15%
during your 1st week of Fa
Friends program membership

Special offer: couple’s getaway!
flowers & champagne,
complimentary appetizer at

rooftop restaurant

| kWéIcome back for ydﬁr 10th
stay! Enjoy our beautiful city via
a free walking tour
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Customer proflles
across all platforms




Unlock revenue generating opportunities

Collecting Click-Stream Data

Cart Abandonment

BETA RESULTS: EMAIL SEND TIME OPTIMIZER

11-property group in North America used the email
send time optimizer and saw better results in 6 of 7
campaigns from the prior year®:

t 28% Increase in Bookings per campaign
Increase in
%
Revenue
121%

per email

*Yeor over year comparwble email sends 2017 vs. 2018

You're Almost Here... Complete your booking
Hello Larry, you need a break

Reward & Redeem Loyalty
on BE4 S e e

Website Special Rate

Premier King Room
Frasenie [iT:

ned fabrics and warm lmbe:

The Originals Club

Points Balance: 21000
UPGRADE YOUR STAY IN A PREMIUM SUITE WITH A minimum of 8000 points must be applied to
BALC ONY & CITY VIEWS redeem points for this reservation

SINT OC AT CUPIDATAT
3 ) ; . und PAY 26,25 € WITH POINTS

Enter custom points amount

Stay Total: $948 64

BOOK NOW

UPGRADE NOW




Upsells and enhancements increase cart
value and maximize lifetime value of the guest

Maximize RevPAR with room upsells

during and after guests complete a reservation

1

Improve guest satisfaction & revenue with
experiential enhancements and personalized

upsells
make relevant offers to guests based on their behavior or guest profile data

Increase ADR by presenting upsells at the right

time
by offering guests the opportunity to book upsells and enhancements
during booking, at reservation confirmation, or pre-stay

2

f//_ ] 5 \

Enhance Your Stay
QR

SKIP & CHECKOUT

Bottle of Wine
From USD 85,73 per Resereation

Choose a bottle from ow ristve list 1o be

ADD ENHAMCEMENT

5,
5
=
'
]
-

ADD ROOM & CHECKOUT

f/-\

\ e

Loyalty &
Upsell

2

Increase for Waikiki Resort
Hotel after implementing
Room Upsell. Their highest
tier room is now also their
most popular.

35)

\ i
Increase in YoY direct
conversion rate after

implementing packages for
SEPAQ hotels.



Abandonment recapture tools boost guest

conversion rates

Enter your ei
special offers and promotions.

Not ready to book?

mail and we'll keep you informed of

4 7 o/c Joan.Smith@gmail.com
consent to receiving special offers &

Conversion lift on
Personalized
Remarketing

romotional messages from the property via

Loyalty &

Serve up what the guest is most likely to purchase with
content, rates, and availability pulled directly from your CRS.

Recover potential lost revenue

Personalized abandonment emails recapture guests and hold their
place in the booking process, removing barriers to booking

Allow guests to pick up where they left off
Room hold functionality enables guests to book at a more
convenient time

Display enticing options to guests
Leverage behavioral guest data to display targeted and personalized
offers and remarketing advertisements

=



Loyalty &

Loyalty program

Just like the big brands but without the tech build — customized for you and your guests.

2®£ Recognition with Guest Portal @ Reward and Redeem Loyalty

Welcome, Henry!
READY FOR YOUR NEXT ADVENTURE?

hhhhhhhhh s TOTAL
i 383,04 €
Member Sign-In

Welcome Back, Traveler!
Add More Rooms

X HOTFI & SPA SONNENPARANIEG *A*%

b HannsBala The next tier is Preferred Member Restart Together
Smart Traveler Dashboard ) .
Your Reservation Guest Information Voucher
Welcome to your Smart Traveler Dashboard — an easy way to manage your reservations and preferences, while discovering more ways Been here before? Click here
to enha r stay at our hidden gems across the Midwest! Book your next adventure today at StoneyCreekHotels.com o enjoy
member-exclusive benefits and special offers. Half Board Rate Plus Summer @ Incert Voucher
555555 ~ Comfort Room - 1room 383.04 € .
2 nights & 2 adults Salutation/Title v
F ssword? Fri, Jul17, 2020 19152 €
Sat, Jul 18, 2020 10152 € Sarah
Subtotal 448-66-€ 38304 € -
Spirit Club
Forger

~ Guests can login to access special offers, update _ Customize earn and burn programs with points or cash
preferences, and manage upcoming stays _ Surprise and delight with a points-less program




‘Booking using
points







2021 and beyond

%

)
o

Increased personalization

Guest data will be used across more aspects of the
booking journey including digital media and logged out
experiences to provide custom flows and offers

Integrated shopping experience

Website and booking engine unite to bring guests a
completely frictionless booking path and a shopping
experience that guests can tailor their way

The only end to end eCommerce

conversion analytics dashboard

Centralized analytics across the entire web, booking and
guest engagement journey allow you to track
performance like never before




Our integrated eCommerce Suite creates value for you and your
customers throughout their journey, driving repeat direct bookings

Entice to book with Login to loyalty Checkout with personalized
personalized offers program enhancement

Journey Begins Experiential Web Frictionless Booking Custom Add-Ons Loyalty & Upsell
_ Retarget abandonment _ High-performing video _Arrive with web data intact _ Loyalty login _ Reward & redeem with
_ Marketing emails _ Personalized offers _ Top performing booking _ Personalized CTAs points, tiers, value

v _ Loyalty member CTAs and messaging engine _ Targeted enhancements _ Surprise & delight

* _ Personalized upsells

Reward & Redeem Loyalty for repeat direct bookings
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Thank Youl
aMaDEUS

Presenter:

Manny Melendez

Director of Sales, LATAM & the Caribbean, Amadeus Integrated Booking Suit
Manny.Melendez@amadeus.com

Please feel free to contact Robin Herrebrugh or Yesenia Mora - They will be happy to connect
with you for any information on Amadeus' hospitality solutions and services.

Contact Details Below:
* Yesenia Mora, Director of Sales of Southern Caribbean: yesenia.mora@amadeus.com
* Robin Herrebrugh, Director of Sales of Eastern Caribbean: robin.herrebrugh@amadeus.com

) (‘ CARIBBEAN
HOTEL & TOURISM
ASSOCIATION

www.amadeus-hospitality.com



CARIBBEAN TOURISM HEALTH SAFETY TRAINING SERIES

COVID-19 Essential Health Guidelines
for Hospitality Sector

Wednesday Dec. 2 & Dec. 9
2:00 - 4:00PM EST (3:00 - 5:00PM AST)

*Same session for each date, please register for the date that works best for your schedule*
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Open to CHTA Members & Non-Members
www.caribbeanhotelandtourism.com
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Thank You for Attending!

Get in Touch!

membership@caribbeanhotelandtourism.com

@CHTAFeeds

YW acHTAFeeds

@CaribbeanHotelandTourismAssociation

Caribbean Hotel and Tourism Association
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