VWhat travel brands
should do in the
COVID-19 crisis
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Today's webinar

-Market overview
-Search insights
-Competitor insights

-Actions
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The marketis a quiet place
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China's infections are declining

lotal Coronavirus Currently Infected

Currently Infected
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China's occupancy is climbing

42%
===Mainland China Beijing Chengdu ===Guangzhou =s==Sanya s==Shanghai s==Shenzhen ==Xian
36%

30%

24%

18% /J -

12% p

6%

3/1/2020 3/4/2020 3/7/2020 3/10/2020 3/13/2020 3/16/2020 3/19/2020 3/22/2020 3/25/2020 3/28/2
EQUATOR

Take on tomorrow

Occupancy statistics - Source: STR / CoStar Realty Information Inc




Preliminary estimated recovery

-Cases peak 1bth-20th April
-Upward trends of bookings from 11th May
-Lower-scale hotels predicted to recover first

-However there are lots of dependencies

EQUATOR

Take on tomorrow




Shifting search behaviours as expected
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Severe drop in location
searches
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London hotel searches - source: Wordstream Inc
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-Everyone’s out of PPC
-Only the OTAs left in Hotel ads
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Hotel Novotel Leeds
Centre

AG7 Map

Source: Google “hotels in leeds” > View 165 hotels




But there's optimism

-Recovery gambling on a 2021 bounce back /
-Trending above average YOY o~

-UK staycation market will be first to bounce
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Derived from source: sojern.com/blog




Mining for evidence with website
performance data
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't took a seismic shift to halt the
market

Pandemic Schools Lockdown Strict
declared closed announced lockdown

21 84

NAVAV AV,

Average of multiple anonymised sources: 16 — 29 March
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Stability setting in
-Performance broadly stabilising from 25 Mar
-Bookings occurring every single day

-Major cities disproportionately down

-A lot less mobile than we're used to
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Content consumption

-1/5 of all traffic reading COVID content
-Offer & funnel pages interest continues
-On-property leisure activities above average

-Detail matters
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Tentative optimism

-Bookings swelling for August through to October
-Longer stay periods also evident

-Some taking chances on May

-Unsurprisingly flexible rates are dominating

-Why are so many brands not ready or reacting to
this?
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Recommendation: Managing the
message

EQUATOR

Take on tomorrow



Some brands are rightly straight shut!

Hotel
duVin SIGNIN |REGISTER Q f W
& Bistro

n li ith héw UK Government guid: nee directives on all leisure and
sentiallbusiness, it 1s with regret that we have to announce that all

our hotels will be closed until 30th April 2020

READ MORE
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Marriott don't even give it a mention

@Engish  (DHelp @My Trips & Sign In or Join

MARRIOTT

BONVOY Find & Reserve Deals & Packages Meetings & Events Our Brands Our Credit Cards  About Marriott Bonvoy

Domes of Elounds, Autograph Colk

Destination 1NIGHT

Try "Moxy New Orleans’ Mon, Apr6 > Tue, Apr7 > FIND HOTELS

Best Rates Guaranteed at Marriott.com

EQUATOR

Best Rate Guarantee Free Wi-Fi Mobile Check-in Enjoy Free Nights
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SEE DETAILS >




Accor says “we are open”
Al :
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ibis, we'are open:’ "“
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Feedback
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Ryanair betting on Q3 recovery

< CE UPDATE MON 06 APR — LIMITED SCHEDULE EXTENDED UNTIL 16 APR Read more MESSAGE TO ALL RYANAIR G JduEdn >

SEPTEMBER BREAKS
FROM £39.99

Late summer breaks -
* i Book now
and massive savings.

g 2
0 7]
- =
m o
= =
=) m
m )
]

» -
> o
- =
m (v]
m

Dublin - London (STN) London (STN) - Dublin
LIMITED FLIGHT SCHEDULE Dublin - London (LGW) London (LGW) - Dublin
Dublin - Birmingham Birmingham - Dublin
Dublin - Edinburgh Edinburgh - Dublin EQUATOR
Dublin - Bristol Bristol - Dublin
UNTIL THURS 16 APRIL Sioii ~ G:;Ssguow Glasgow - Dublin Take on tomorrow
TO KEEP SKIES OPEN AND MAINTAIN VITAL LINKS Dublia - Manchastar Manchester - Dublin




TUI betting on red and black

FLY AWAY WITH US SOON... _ ~ E§ SUMMER 2021

1000s of September and October 2020 holidays under £349pp > ; . Free kids' places available »
E T&Cs apply. - Subject to limited availability. T&Cs apply.
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Easylet holds back to 2021

@

COVID-19: View our latest travel updates

Flights

Adults (16+)
Children (2-15)

60pp deposit

nfants (< 2)
Book Holidays >

@' San Antonio, Santorini E Q UATOR
N ONON NO
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Recommendation: Remove promotional
contractions
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Zero promotions at Moxy

(AT & SIGNIN OR JOINUS BONVOY

HBTELS

o , e , mmsm mm..x:‘mu,‘ e e
HERE'S THE |i i )
DEAL

o>y

:wmom Wiliskey f (TAN00GA Witskey

1816 & 1816_

_ l % CASK
‘ T"'*Esszas TiLLKOVS

Dhessee syLLioust By
113

MOXY CHATTANOOGA DOWN

YOU’RE IN THE RIGHT PLACE, BUT AT THE WRONG TIME

Check back to catch special offers from Moxy Hotels
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Not guite zero promotions at Moxy

4* Moxy Merchant City stay - valid 7 ¥ crrm
days

210 High St, G4 0QW

from £ 6 9

usually save up to deals sold

£172.00 63% 9

Share with friends

[IOOPO

B
1 or 2 night stay for two including breakfast and a bottle of wine on arrival at 4 Moxy EQUATOR
Glasgow, Merchant City; expertly designed with a great atmosphere & valid 7 days until

September- save up to 63% Take on tomorrow




Destinations Companion Offers Meetings & events Smart Space Applause Our story BOOKNOW

Filter by Property: -Any- o

Free breakfast - special

offer

Get your morning off to a delicous start
with a complimentary breakfast when you
book a stay at a De Vere hotel in 2020.

=quaror
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Fairmont. Unchanged. Since 28.02

Unforgettable. Since 1907.

Discover Fairmont offers crafted to enhance your stay

YOL[;’ EXCZUSiUe —_ and create unforgettable moments.
Fai]f‘m on t Offe rs DISCOVER ALL OFFERS

Extend Your Stay Fairmont Suite Moment Suite Bookings with
FAIRMONT FUJAIRAH BEACH RESORT FAIRMONT DUBAI Comphmentary Transfer

FAIRMONT QUASAR ISTANBUL

Extend your stay 4 to & nights and get 20% Book a stay in one of our luxu

off the best available rates Why i

t crown your suite stay with a

FEEDBACK

privileged transf
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Lessons from small competitors
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Packaging experiences and offers

. . _ - —
Cheshire: Classic Room for Tw Belfast: 1-or 2-Night Stay for Twg Denbighshire: Standard/Deluxe | Sligo: 1 or 2 Nights for Two with Breakfast and Spa and Dining Credit at

Option for Afternoon Tea at W 4* Titanic Hotel Belfast Tea, Dinner and Spa at 4* Ruthin 4+ Radisson Blu Hotel & Spa
@@@@© 444 Reviews 46 141 ratings @@®®O 3,130 Reviews 2.8 4ratings 45 22 ratings

From

£79

VALUE DISCOUNT YOU SAVE
£151 47% £72

Give as a Gift

@©  Limited Availability!

@ 440+ Bought

Share This Deal

0 Radisson Blu Sligo
Getaways Report___Fine Print & Details Company Website
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otel-based restaurants playing hard

————————————
ssraings. Crowne Plaza Hotel, Nev ¥ Bo Vine «s

418 ratings

to Share with Glass of Pro: ‘or Two or Four at Bo'Vine (47% Off)

2 Fenkle Street. Ne

h

urse Lunch

Wi, |

@ For two: Chateaubriand steak meal to share
with a glass of Prosecco each

£76 £40
47% OFF

For four: two Chateaubriand steak meals to
share with a glass of Prosecco each

£152 £80
47% OFF

Reserve a Table Now or Later
A* TRENDING ‘

Check Availability ‘

’

aw. r @‘, gj@ f Highlights

| Two or four patrons can indulge in a sirloin steak served with H
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Airbnb hits a wall
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Airbnb’s loss...

-Bookings collapsed — none till end May
-Disgruntlement in hard to shift in T&Cs
-Many exiting Airbnb almost overnight
-Created a glut in traditional rentals

-Some cities up almost 80%

Property Solutions, EHE

Management Limited, EH1

£600 pcm (£138 pw)
E2i1 1
1 bed flat fo rent Just added

Available from 8th Apr 2020

Charming bright third floor one bedroom flat to rent in a qu
residential area close to Edinburgh City Centre, with acce:

free parking. Available now, furnished.
2= Edinburgh (1.1 miles) = Haymarket (2.0 miles)

. 01312680626 ** [AContact W Save @

£995 pcm (£230 pw) ‘
|‘=|2 SUTH
2 bed flat to rent Just added

Available from 6th May 2020

Beautifully presented third floor furnished property compri:
double bedrooms, epen plan kitchen / living room, ensuite

bathroom, separate shower room with WC.
== Edinburgh (1.1 miles) =X Haymarket (2.3 miles)

01312680104 E4Contact W Save [~

£660 pcm (£152 pw) h
1=y 1 :
1 bed flat to rent Just added

Lavely bright one bedroom unfurnished 2nd floor flat in po
Dalry area, minutes from city centre and next to excellent |

amenities.

=2=Haymarket (0.2 miles] == Edinburgh (1.4 miles)




..1S @ hotelier's gain

-No quick recovery for Airbnb market j
e

-Likely huge drop in properties post COVID

-Greater drop in shared accommodation

-Professional cleanliness messaging is key



Experiential set to rise

-This is Airbnb’s traditional territory
-Ahead of curve, good value, imaginative

-But it can be everyone’'s domain

Source: YouGov




/ things to do in the crisis (so far)
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1. Focus on your site

-Use data, analysis & predicted behaviour

-Focus on core user journeys, content, site
architecture, room descriptions, imagery,
new features and functionality.

-No better time to clean up your corpus

1lll Google Rankings
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2. Be open to 'reopening'

-Focus on what your brand has to offer
-Enhance experiential, on-premise content

-Enhance destination content




Your Booking

Can | amend / cancel my booking due to COVID-192

Has my bocking been made as | have not received a confirmation®
Can | make a group booking?

Heow can | amend my booking®

3. COVID content & SEO

How do | book?

-Got an FAQ page? Add top COVID queries Ho can s an o for my dey?

: Check-In/Ou
-Make your GMB accurate & content-rich r

What happens if | cannot arrive on the first day of my reservation®
1 Can | check-in during the night?
-Keep up SEO maintenance & crawls Conl checkinduring th right
What is the latest time | can check-out?
What is the earliest time | can check-in?
What is the latest time | can check-ing

Our Hotels

Is the hotel reception desk open 24 hours a day?




4. Keep talking

-Move past the CEO concern-fest which is
Nnow noise

-Keep it on-brand

-Maintain your standards and set new
heights

The COVID-19 situation has escalated into an unprecedented worldwide n
just a few weeks. It has grounded travel and tourism, and impacted everyone in
terms of b ess and in our persenal live:

At Shangri-La Group, we have always placed the health and safety of our guests
and employees as our top pr ince the onset of COVID-19 outbreak, we have
been closely menitoring the situation and are following guidelines from the World
Health Organisation and local authorities where we have operations. As part of our
efforts, we have proactively implemented a series of precautionary measures and
enhanced our safety and hygiene standards in all our properties to safeguard our
guests and colleagues from the risk of an infection. While some of our hotel
operations are affected, we will strive to service our guests where possible in
accordance with our Shangri-La standards of hospitality whil ictly complying
with local health requirements.

We understand your concems around fravel during this challenging time. We are
committed to support you and to offer our help in any way possible. We also
understand your need for flexibility and to be worry-free. Since the start of the
outbreak, we have been reqularly updating our cancellation waiver policy and
offered fre cellation for all guests travelling to any of our hotels globally before
30 April 2020. We value our customers' loyalty and have extended Golden Circle
tier status and related benefit schemes for Diamond and Jade members globally
until 31 December 2021.

During this time, we are also mindful of the impact of the COVID-19 outbreak on
the local communi Our hotels in China, Singapore and other markets have
ely engaging in various community support i

and/or other essential supplies to local hospitals, police stations or
under-privileged residents to help t in need. At the epicenter of Wuhan, our
hotel colleagues prepared meals for local medical workers, and also provided
accommodation for the medical teams who came from other parts of China to serve
on the frontl

monitoring ation as it develops. You can be assured that ill
be prepared to adjust our policies wherever necessary. We will remain vigilant and
not let our guard down. We are gearing ourselves to ensure that we can operate
optimally and are ready when the travel industry turns around. Meanwhile we are
making sure we continue to provide a safe environment and a comfortable stay
experience for our guests. We look forward to welcoming you back very soon.

Thank you for your confinued trust and support to Shangri-La. We wish you and

your family good health. For more information and member assistance, please




b. Get ready to get ahead now

-Read, research, review data
-Watch for signals and test.
-Exploit low PPC and display costs
-Get ahead of the bloodbath




o. Transform now, capitalise
tomorrow

-Digital transformation is achievable right now
-No drop in demand for digital development
-Resource is available, distractions minimised

-Come out of this stronger
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/. Join our next webinar

-Tuesday b May @ 11am

- Travel revisited — the journey back out

-Updated statistics from search, sites and beyond
-Completely new content

-Action focused recommendations
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Any guestions?
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