RAPP & Best Western Hotels

The power of insight-driven dynamic content



Top 5 reasons to unsubscribe from emaill

. 67% 7 Irrelevant content
. 64% 1 Receive too frequently
. 50% 1 Think their email address is being shared or sold

. 48% i Dondt recall signing up
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. 32% 1 Privacy concerns

MarketingSherpa Email Benchmark Report 2010



Best Western Hotels

A Worlds largest hotel chain
I Over 4,000 hotels in 95 countries

A Affiliate model
I Individual hotel characters and identities
I But also individual hotel booking systems

4,000+hoteIs Disparate

O5 countries Data



Contact us - Call me back « Ask us a question - Register for offers - Request a brochure - About us m
Hott('i Wit‘! Plﬁﬁh@htl' %, 08453300393 Search for a hotel

Hotels Breaks Offers Business, meetings & conferences Groups Destinations Blog

& Best Western Home > Rewards

Best Western Rewards®

Join Now

* Spend Points H&ﬁm Rewar'ds

* Earn Points

» Earn Airline Miles d’ ?N’S

» Tiers and Perks to st ﬁw

¥ Special Offers

* FAQs

Fast track to Diamond tier!

If you're an elite tier member of another
hotel group's loyalty programme, we'll
match it!

Status match

b Terms & Conditions
¥ Contact Us

» Best Business Join ourinternational loyalty programme and get even maore for your stays!
} ] Earn points for every £ you spend® in any of our 4,000 hotels worldwide to
swap for rewards that will tickle anyone’s fancy like lovely free nights in our
hotels, spendaholic shopping vouchers, racy or lazy experience days and

Contact Us many more! Or, if you want to spread your wings you can earn Airline Miles
instead.

‘ﬁ 08453 30 03 93 Ooh and we'll spoil you rotten along the way with room upgrades, early
check-ins and much more too, so it really does pay to stay! Why not join

' Ask a question [l today? | Offers just for you-hoo!

Discounts, offers and bonus points

waiting to be used!
X Call me back Join Best Western Rewards® Now See all special offers

EiLike 20 It's free and only takes a jiffy to sign up and enjoy the perks! _-T.‘

3 Follow Tj‘

Fa

Points for shopping

WWea can't haligvea it either!




Before Segmentation

A Best Western communicated with members based on elite
tier level

A Status was determined entirely by the number of nights the
member had clocked up

| £
: g _ GRPPGY
GOLD: PLATINUM: DIAMOND:
Stayed 0-15 nights Stayed 15-30 nights Stayed 30+ nights
Vast majority Minority of the base

of the base



B0 RewardSN @l BH Booki
RAPP & Best Western i SYS“"“S

A We took as many disparate data
sources as we could

A Then built a single view of the
customer



So we now had usable data

But

we didn’t really know

anything

about Rewards members

or their behaviour.



Segmentation Building Process

Data receipt and loading

Creation of derived variables

Data investigation and variable
reduction

Clustering algorithms applied

Segmentation

A Rewards tenure

A Time since last points earning transaction
A Nights stayed last year

A Average points in the last 3 years



The approach

* The brief: Drive activation, retention and upgrades

Join

Recruit the right people

Redeem

Reap the benefits of staying
with Best Western Help getthem on their way

Activate

Help them build up their point
balance

If you understand the scheme, you'll retain yourself



S0 how do we say

the right thing

to everybody?



Use segmentation to guide customer aims

Redemption

Urgan‘l: Action!

Not in Danger
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Problem 1: Activation

So how can we encourage
people to use Rewards?

Redeem
Reap the benefits of staying

Activate
Help get them on their wa




Build on what the customer Is already doing

12 Preview Message(s) =l=lx]

» || Last Alterian
Dynamic Messenger

=

Join now to earn 1194 points
on this stay!

Enjoy your stay!

» My dletails

st when Join our loyalty scheme
ally we to do today!

ol is enjoy your | Gold Crown Club International

Dear bir Annib

10845 337 6037

CrOWN CLUB
Best Western Princess on Portland Hotel b ot

Manchester
on Saturday 20th December, 2008

him - The Red Pian

-0




o what?

Industry Average:
27% Unique Open Rate
6% Unique Click Rate

Enjoy your stay!

> iy details Dr]gtlnal& Best stam

Join our loyalty scheme
today!

Gold Crown Club Internation:

Best Western Princess on Portland Hotel
Manchester
on Saturday 20th December, 2008

Tell us morel!

Do you enjoy the guist of the country or the hustle
of the city? Perhaps you're & keen golfer or just
want to relax and be pampered? Why not My
D ind update your personal information and
preferences. We can then send you offers and
news that interest you.

Aifeather information provided by Metche:

We are sanding you this email because you have previoushymade a booking with Bast Western Hotals and given us

5% nique Open
ate

19% Unique Click
ate

Ao% Immediate
ooking Rate

0%
Join
Rewards



Problem 2: Engagement

So wedOve got m
Jjoin the loyalty scheme, how

do we help them understand
it?

Redeem
Reap the benefits of staying

Activate
Halp get them on their wa




By building guidance into the newsletter

| BOOK A HOTEL '—' | ENJOY REWARDS

Lifestage-based headline content:

T T = a2 e

Best Western

Dear Seed 1

Congratulations on joining Best Western Rewards!
We'd like to welcome you to the benefits of

membership! View your statement '

As avalued Best'Western Rewards member you will earn 10 points for ewery 52p spent on your
entire bill* which you can then use to enjoy a great range of rewards! Your future stavs with us will
he even maore gratifying as BestWestern Rewards members benefit from exclusive in-hotel
services including a free room upgrade™. Click here to find out more about

Best Western Rewards and make the most of your membership

Welcome
szt sookoort | Nursery
— - Retention
SopCrom G Upsel

Churn prevention
Reactivation

{TCsSubtitle}{ all Print {TC=}

ANhere are our customers now?
ANhere do we want them to be?
ANhat do we say to help them get there?



Problem 3: Conversion

So we O thar atteotion,
how do we shorten the path to
conversion?

Redeem
Reap the benefits of st




By focussing attention

Doar Sood 14, welcome to your May Best Wastern Reware

tatomont

[ voosanorn  juml | anoviwas i | swemorms W |

o Best Western
\\{'\ jern

Dear Boed 11A

| ookavore. il | ewoveewsnos

Best Western

DearSeed 114

There isn't long before your points expire, but you do
have enough points to make a donation to Save the

Children** Click here for more details. View your statement

To ratain your points and continue to save, you must make a stay at a BestWestam hoty
than 12 months afteryour previous stay.* To avoid losing your points simply click here e
your next booking. Ensure

Sk o et e e i e A B S e Earn points

| wooxavorse femell | wovmwmos Bl |san o Mako your favourito brands work hardor for yout . e wmal o sk o

To retain your polnts and confinue to save, you must make vt a Bost Wostorn hotel no mote

To avoid losing your mnnl-. simply lick here to make

than 12 months after your previous stay
your noxt hooking,

4 n ldn Wny not get rewardad for mmna Ynumvnurnl e
Most Wontaen 0 a f0ryou.
Best Western E fantastio: l}y owii nynu ﬂnp onl n 0 With 88 | monowms W |
fo'. hundreds of rlmlm nnu earn Bost orh Rawards pointa nl the
9097 | same fime, 8o whethar you ne dhnnla or bin ling

, tra
. champagno or shampoo, olick through fo
Ooar Gond LA & Shon for Rewards 1o get more for your money!

i1
e
o o [ Svpspmcinn 9 Click here to collect more polnts B e
aroat tange of rowords. w

BostWostorn |

and find out how you
it Lol on you
m-mm e

looming you back 1o @ Bost Western hotal very soon, remember as a valuod
1 will narn 10 points for o 421 you spos

T AADAGAR Fhutih & A8 10T UparAde
ol

Enjoy exclusive member service

i total
Cligk hore

For more information about Best Western Rewards B k ‘ it K-out! whan staying at hotels in Oreat Britain, Dant AWArE
please call ook a Spend R — ) ESSLWERINM ReWAIS MCHEBrwhen MAKING YaUr Booking L ATMING 8tthe hote,
Earn points

or visit y Ff'r.mnlllnrarmnlembwthllw [ Book a hotel | ‘your favourite brands work harder for yout
Ghaoae ram & range of refallers InelUding Marks and Gper
ALtin Red., Babanarm s Gy 8 PG VYoNd, Ml o Lt . ) fen o e anbroeardad o by ou et
I uchiare o1 Traaire Tokwhs) Alarnatvelyou San $ava vour koI o S o Howars 1o 01 o1
RIS R D G D, TEreres e ‘\H" il gl Sl vy ofalowingou o s e in
Sreware orviilt hundrads of retailars and 1 Rewards points atthe
sarme fime awwhnhwvuum kalEHﬂHHMY Arainers or

e frave fickets, champagne or sharmpeo, olick ihrough o
Click here to spend your points | Shon for Rewards.
Mgz bteie: Lidelleih 1) p We look forward to seeing you soon. o gt more faryour money!

setime ot 6 o r . . -
: : = Click here to collect more points

Earn points !
Make your favourite brands work harder for yout viskt . ‘”“ “;" oo mm‘ . wu”\‘ H‘h“ ”‘. t . o e o SF)O[‘] C‘ f)ol [11_,
Hera's an IHEE Why not get rewarded for buv\nuynuv(ﬁvnuvha

Intarchiary rands online’? Woll, Shop for Rowards s for yau. Its
on Way, {anae1cally s1mpl e way of allowing you ta shop onling wih
hundreds of retailers and eam Best i Rewards points atthe - i L aran
£ame lim e, S0 Whelh & you need books or bin liners, trainers or : | LA IgR cLanchelng Youshars, anlaratng sxparians

T o it days and donations to ave tha Children, All this In addition to our
Shop for Reweards

oxisting rawards such as freo nights around the world,
mazon co.uk vauchors, Best Wastarn Travel Cards and luriou
fine wine

( Click here to spand your points 3

Enjoy exclusive member services

Enjoy exclusive member services

1 Plati 1 10% disc ‘estaurant bills!, a free daily newspaper |, 1
t when staying at hotals in Great Britain. D

Rawards mermber whan making your booking

s valtiod ot Westarn Rowards mombor you can anjoy fron reom uparadas !, marly chock-in!

d ato kot when sayingatholos n Oraat rfan,DonYforgatto mate us aware thatyou
torn Rowards mermbar whan making your booking and arriving at the hotol

For more information about Bast Wastern Rewards -
please call | e :l‘:‘v.rrzlllnlmmmlmunvh orn Rewards [ BaGW s hotel ]

or visit
or visit

We look forward to seeing you soon. We look forward to seeing you soon.



Spesinl offers @ Musccowt [

.
6006637309780286
Dear Ryan Wir Do

Welcome to your statement

Win a 2-night break*
And we'll throw in dinner too!

To enter, campletethis sentence from our v ad
Ve serve over types of whisky' and email

rewardscompi@hestwestern.co.uk with the angwer by
30th June. Good luck!

Daontfarget, youll ear points* when you stay in any of our

personality-packed hotels, Choose from over 270 in

Great Britain alane!

Spend your points

You've got the pick of the bunch!
With your hefty points total you can choose just about any
of our great Rewards! From free nights away, shopping

vouchers, exhilarating experience days of even
donationg to Save the Children the choice is yours!

Or hald onto them and ton up vour tally even mare. Its
©asy- just make a stav or shop online.

spend your peints -

Take a peak at your perks!

Being a member doesnt stop at eating paints, af 1o, you get extra special treats and
perks along the way.

A3 a Gold member™ by flashing your card youte entitled o a free room uparade, early
checkein and late check-outwhenever we can. Nice!

Hotels with Ptﬂom‘if\,

Book, earn or spend! iPhone Acp
bestwesternrewards.co.uk
Rewards Team 0845 337 6037
Rewards Booking 0800 75 75 75

“Tarms & Conditions | Unsubseribe | Privacy | Help

BestWester is the intemational kiading name of Interchangs and Cansert Hotels Limited,
Riegistared office: Consart Heuze, Amy Jehnzon Way, Clifton Mecr, Yok Y030 4GP,
Registerad No: 1002192 England.

@BDDkaRnnm @ oendPoints (@) Soecial Ofiers (@) eAccount L{]

Dear Seed 25

Welcome to your statement

Earn more points
With 25%* off stays until 30th June!
For aweekend break that's bursting atthe seams with

persanality, overlowing with characters who care and a
cheeky 26% off, 100k no furiher.

Ghoose from over 270 independently owned hotels in

every location you could want, offering evendhing you could
need. Onoh- and eam Rewards points ool

Take a peak at your perks!

Being member doesnt stop at eaming points, oh no, you get exira special treats and
perks along the way

#s a Diamond member*you're entitled & free room upgrade, early check-in and late

chack-outwhenevar we can. PLUS 16% honus points®, 156% discount on your testaurant
bl a free dally newspaper and your partner can stay fo free” Nice!

Hatels with personality

iPhane App Follow us an-

Book, earn or spend!
bestwesternrewards.co.uk
Rewards Team 0845 337 6037
Rewards Booking 0800 75 75 75

*Terms & Conditions | Unsubseribe | Privacy | Help

Best WWestem is dhs intemational hading name of Interchangs and Cansert Hotels Limited,
Registared offics: Consam Heuze, Amy Johnon Way, Cliften Mocr, York Y030 4GP.




