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THE CONSUMER CONUNDRU
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And connected to more
people and services
than ever before...
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SHARING EXPERIENCES
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TRAVELING TO MORE CITIES,
AROUND THE WORLD =~ ™"

With mobile connectivity
to keep them plugged in
to what’s happening
back @ the office
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AND MIXING BUSINESS WITH
PLEASURE

#ShouldBEaThing , right!?
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Only 5 % of Households
had broadband

WIFI was rare
Social Media didn’t exist

Only 50% of people had a
mobile phone

iPhones were still Three
years in the future
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“AND

. ey

"TODAYS. .

It’s hard to find places
without connectivity and
people are social in
radically different ways
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A GROWII J(“
DIV OGIRARIIE

44% of the world’s
population is under 24 -
all born in the digital age

Did not have to transition
to mobile
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A NEW GENERATION GROWING UR
WITH THISTECHNOLOGY.,
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GED RAVELERS LEAD MOE
L RAVIEISADORINOIN

Percent of travelers in each age group who owns and uses a smartphone

or tablet device
=—=Tablet “—=Smartphone

76% 50
m—— o 68%

18%

Ages 18-23 Ages 24-36 Ages 37-48 Ages 49-67 Ages 68+
(Gen 2) (GenY) (Gen X) (Baby Boomers) (Seniors)

Source: Hudson Crossing
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THEY EXPECT EASY.. AND
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AS Evidenced BY THE MOST Successtul
3? N PSS

Amazan com Online She

Amazon com Onfine for Apparei. C Bosks, DVOs & mere
« ) O P | wwwamazon.com v
\O C wWww arr.aZQ_,](Qm D
P )
| LLIES [T google_ ) amazon wory Caen | OF G 1oy
o) Home - The Cumert ® TrpCase s ' - — .
© TrCase Sharepoirs. I oo 1o o . e e B S Ve =
amaZOnCOm . o E taeshew.. @) weabee.com N, ) s e ’ ‘
o IMEndatons ¢ o SROM/ING v Product Piag - 4 bon et Pugwr -y ~— Nl — g e

| Lauren's Amazon om ” a . Sy (Ve — -
|

TSN e A BN & National Photo Month
Presrtat by RON Y
N g 1S4 Wish Lists  Gin a1ds k- dl - e

| e indle fire

Unlimited Instant Videos ' ’ )

MP3s & Cloyd Player
| \ klndle

Amazon Cloud Drive ; - \

' [ “’ .‘ | I

| | xindie Sellin )

Appstore lor Androw

Dgital Games & Software

B
e

Audible Audiobooks

+ X DRESS SHOP [

Books .
wall AT&T 3G 9:56 AM

e amazoncom

Electronics &

Home, Garde
Welcome.
Grocery, Hea
Toys, Kids &
Clothing, She

Ioorte 408 klndle. ire H
Lo

» Shop now

» See more recommendations

ign Out

R Hospitality

i il'é / Solutions.




WITH THOSE SAME NDS NOW
PROVIDING, IRAVEL SERVICES
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18 451 reviews 20 82 reviews 19 71 reviews 19 243 reviews 19 89 reviews 19 55 reviews 24 75 reviews 21 171 reviews 18 72 reviews 11 330 reviews 19 10 reviews 16 58 reviews 2
e o) 0 arg e e 0 e e 0 a 0 e ane ote 0 Po D e 0 ad ole e a gto e 0 ote o] (o) a 0 e e ote OIiCO
0 anhatta ote Do erato a 0 Do 0 quare Hote Pe
Ads related to hotels in new york @ S Lincoln Upper W
3 A (495) Square East Side Astoria __‘
New York Hotels - Expedia - Best Hotel Price Guaranteed A -
2 = 3 $ ‘eehawken Helr's
www.expedia.com/New_York_Hotels - 17,850 seller reviews < Kitchen Astoria
Book Now & Save on New York Hotels! & S,
> g, ortle Bay
~ ; . M Wood!
500 Hotels in New York - Half-Price Hotels - booking.com g m:w" Todor City i 7 N
P 5 e S5 o )
www.booking.com/New-York-Hotels - 2,545 seller reviews Hoboken a5, 1@bs Bay |5|and%m/ @ Sunnyside
Book your Hotel in New York online 8 -
Sponsored ® Newport
Hotels in New York, NY on Google I
Compare hotels based on reviews, prices, photos, Street View and more. o -
$128 Holiday Inn Express New York... 2-star e:21/30-15 P:::LS New Yor 21 /O Of traff’C nOW from
?
$200 The Jewel Facing Rockefeller C...  3.star Score: 22/ 30 - 21 Google reviews Obile deVices
$217 The New York Palace 4 star Zagat 30 - 281 Google reviews Map dats 2013 Google ~ S
$524 The Plaza 5.star Zagat 25/ 30 - 368 Google reviews Map for hotels in new y.

(7% tablets & 14% mobile phones)

Source: Google March 2013
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AND EXTENDING THEIR PRESENCE

FHROUGH DEVICIE:

mPC Only = PC+Mobile = Mobile Only Ml}luht:)ilfe

Only

TripAdvisor Inc. 279
Expedia Inc 259,
Priceline.com Incorporated 30%
Southwest Airlines Co. 300,
Orbitz Worldwide 17%
Kayak.com Network 299
Yahoo! Travel 14%
Travelocity 21%

Delta Airlines 15%
Fareportal Media Group 16%

! !
0 10,000 20,000 30,000

Unique Visitors (000) by Platform

Source: comScore Media Metrix Multi-Platform,
March 2013
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DEVICES CHANGE THROUGHOU T

Y
EIEDA
Share of Device Page Traffic on a Typical Work Day
Source: comScore Device Essentials, UK, Mon 21*Jan 2013
Tablets popular
at night

PCs dominate
working ID A

i Mobiles brighten
i the commute




43% of people now
go between devices
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HOTEL SEARCHES ON PCS ARE
FALLING in 20134

In 2013, hotel \\
related travel \
inquiries will fall by /
4% on desktop PCs,
but rise on tablets by
180% and rise on
mobile by 68% \
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43% of people booking
hotels on their mobile
devices using Priceline are
now doing so in their cars
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VIAIN /U UbILE
FORLIONIGH:

70% of Expedia mobile
bookings were for hotel
stays within 24 hours
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MANY MOBILE BOOKINGS ARE
~OR TONIGHT

« 91% have never stayed

@ the property
Y2 wouldn’t have stayed

Hotel Tonight ) :
in a hotel
e 40% business travelers

: - 28 cities now included
Last-minute deals on great hotels

instantly from your phone

Source: Sam Shank, via Internet Retailer
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BOOKS ONLINE > <. CHECKS IN VIA MOBILE {2\
/ I

Y HAS EXTENSIVE
USESROOM SERVICE ; <~ KNOWLEDGE OF THE AREA @
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USING SOCIAL: 1O PLAN

1IN4

TRAVELLERS

HAVE USED SOCIAL
NETWORKING SITES TO
PLAN THEIR TRAVEL




USING CIAL: 1O SHARIE

SOCIAL MEDIA HAS CHANGED HOW WE SHARE OUR
HOLIDAY EXPERIENCES NOW IT°S ALL ON SHOW
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Social | Local | Mobile

mobile was the catalyst for digital convergence
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Planning a journey can take longer than the
actual trip
EXperiencing

Researching k_/
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Lead the traveler back to your site when they're
ready to book

* QOrganic Search

e Remarketing

* Paid Search Advertising
e Social Media

* Local Directories

* OTAs

e Meta Search

All available on Mobile




Mobile: Channel or Platform?

-l ATT

4:00 PM ==

GALLEERYHOTEL

Book Now

Main Menu

Gallery ~ Promotions  Rooms

[==
Stay

Hotels

Sort: Distance

Narita Airport Rest House
f 22 hotels in Narita

Special Offer: Free parking

Narita Tobu Hotel Air Port

#8 of 22 hotels in Narita

0000 views
=

$69 - $150 per nig

arroad International Hotel
Narita Airport
#12 of 22 hotels

0000,

HAVE A TRAVELOCITY ACCOUNT?

FLIGHTS HOTELS

m &

MY TRIPS DEALS
TONIGHT

Login

o=

J

CALL US

P

Nearby Hotels

Narita Tobuhotel Airport

gie $139

3 of 5 User Rating

Crowne Plaza ANA Narita
e s107

4.2 of 5 User Rating

Hilton Tokyo Narita Airport
hotel

s116

4.2 of 5 User Rating

Eabre
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http://testiphone.com/?address=off&url=http://hardrockhotelchicago.mobilehotelier.com/smartphone/
http://testiphone.com/?address=off&url=http://hardrockhotelchicago.mobilehotelier.com/smartphone/
http://testiphone.com/?address=off&url=http://hardrockhotelchicago.mobilehotelier.com/smartphone/
http://testiphone.com/?address=off&url=http://hardrockhotelchicago.mobilehotelier.com/smartphone/

Google

Travel device experiences still underperform

E Speed E Design ‘p

“I'd say speed is key. | “I wish the websites “I would use [my tablet]
want the sites | use on would change their look for everything if it was
my phone to be fast” or formats to be more more compatible with
suited to tablet and sites | frequent”
phone use”

Google commissioned Ipsos MediaCT travel study Aug 2013
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Device Responsive vs. Device Specific

Finder _fie_Ldn Wew Co Wndow Mg

D« matiin Q

Adina  Ciedia O

MOTEL LOCATOAR SONLISANDG.  OIRS  PORCS S MPOCRAMS  CONTRINGES 3 IVINTS - AOUT 306 N

Welcome to Toga Hoteld

REET OVUNE RAPLS CHAMNTERD LS5 whare peopie want (o stay

».
r wa.uuu'.

Adina Hedina

FIND A HOTEL Q

T0 SAVE 10¢ Q FIND A TOGA HOTEL

NTS WITH BENEFITS
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Tablets popular
at night

PCs dominate
working hours

i Mobiles brighten
i the commute

[ @ i <
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Mobile must
have

Easy to Call

Easy to Book

Prominent Imagery

Promotions
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If you can: Mobile First & Fully Responsive

DESIGNING

MOBILE
FIRST

WITH

llllllll

Start

Sanjay Jacob
AL Let's G saw & movie ths weshend!
Sounds Whe 8 good plan to me. | don .

Hospitality
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What about
ApPps?

Dining

9174367.85 feet

Spa & Shopping

9174285.00 feet

Guestrooms

91

73397 33 feet
73397.33 feet

Meeting Space

9174526.71 feet

Pools

9173940.59 feet

Recreational Space
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Ezbre / Solutions.



Mobile website strategy considerations

1. Content
2. Budget
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Marketing ROI remains elusive

Clear RO Unclear RO
SEO
SEM
Displ don’t know which channel
ISpidy delivers the best leads
Social
Email . .
33%
. . don’t know which channel
Webmarketing 123 survey of 500 digital marketers 2014 plans and challenges generates the most revenue
Hospitali
Ezbre soluions.




Mobile accounting for 30% of hotel website visitors

50%

40%

30%

30%

19%

20%

10% 7%

>
0% .

Q1 2010 Q12011 Q1 2012 Q12013

Hospitality
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How about conversion ratios?

Mobile Tablet Desktop

Hospitality

2013 Sabre Hospitality Hotel Website Benchmark Analysis Eabre [ solutions.



Easy to track mobile activity and establish benchmarks

ReZTraCk8 E Version 3.0.1 CURRENCY: USD ¥ TOSHI ROGERS ¥

¥ ADMINISTRATION

s Traffic Type: All Traffic Types May 1, 2013 - 0ct 30,2013 ~
g5y DASHBOARD

@& LOOKTO BOOK = Export

g TRAFFIC TYPE
Looks Bookings Room Nights Revenue (USD)

[C] BoOKING WINDOW

% Of Bookings For May 1, 2013 — Oct 30, 2013 AN Traffic~ Device: Mobile~

v RESERVATIONS
<¥ PROMOTIONS
@R SOCIAL BREAKDOWN

¢ DEVICES

Looks Bookings LB% Room Nights Revenue (USD) ADR (USD)

37,964 60 0.2% 102 57,061 534

All Traffic Graph




Easy to track mobile activity and establish benchmarks

ReZTraCk8 :  Version 3.0.1

CURRENCY.-USD ¥

TOSHIROGERS ¥

T ADMINISTRATION

gizy DASHBOARD

& 100K TO BOOK

Bt‘ TRAFFIC TYPE

O Booking Window: All Traffic Types

= Export

# Of Bookings

% Of Bookings

@® % Of Bookings For May 1, 2013 — Oct 30, 2013

v RESERVATIONS

< PROMOTIONS

@R SOCIAL BREAKDOWN

£ DEVICES

Same
Day

18

1To 7 Days 8 To 15 Days 16 To 30 Days
Out Out Out
9 1 6

g 16

All Traffic =

May 1, 2013 - Oct 30,2013 ~

Device: Mobile v

31 To 60 Days 61 To 90 Days
Out Out

10 5

91+ Days
Out




HSMAI Digital Marketing Benchmark Study

[ Benchmarking - HSMAI %

 Launched in October 2013 | & & € (B wwwhsmaiorg/content.cimtemNumber~10821&RDioken=112858useriD-1: 77| 8 =
based on 26 benchmarking | e
questions h ‘I' ) o

* Provide insight into how you Smal
compare to similar hotels by: M
— Location
— Size
— ADR
— Marketing Spend
— Organizational Structure

Together we can unleash the power of benchmarking in our quest to understand the performance of our digital marketing,
our gaps, and our positions within the industry.

Please commit 20 minutes of your time {or ID the best person at your property) to complete a 26-question survey about

semtre dinibol mochobion 2othddas Al d-bs collactad will he kant ctrictu coanfidantal with all ranarts heing an asersaatinon
www.hsmai.org/home.cfm | [l 3

Hospitality
Solutions.

53 Eabre




Providing some interesting insights

 What is your Segment?
« What % of your Website Bookings come from mobile?

Under 10% of Website Bookings from Mobile

100% -
7504 - 100%
50% -
25% -
O% 7 T T T
Economy/ Midscale Upscale Luxury
Limited Svcs

Hospitality
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Summary
. R > I~
* Traveler behavior is changing

rapidly, driven by
connectivity, social & mobile |

* Think about mobility and
mobile as a platform not just
- achannel

e
yyyyy

e Benchmark and measure ; Y

(e i
(it i
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