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Nk Affinia Hospitality Fast Facts

* A Distinctive Collection of Luxury and
Business Suite Hotels

 New York’s largest all-suite hotel group

» Family owned and operated since 1962

* Emphasis on personal and friendly service
 Fully equipped kitchen

» Restaurants, Spas & banquet facilities
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RS Affinia Hospitality
Properties
« Affinia Dumont 248
* Beekman Tower 172
* FEastgate Tower 188
* Lyden Gardens 131
« Plaza Fifty 211
« Shelburne Murray Hill 272
* Southgate Tower 522
* Surrey Hotel 130
* The Benjamin 209

Total Suites 2,163
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~>  The Hospitality Industry

CRM is Not...

» A software program
* New hardware

« Mailing lists

CRM is...
“People (Culture)

Processes
And Technology

In that order!!!!”
AFFINIA




@
I\

| Why a Guest Data Warehouse?

» Capitalize on consumer trends
* Gain control of data

* Improve guest service delivery
* Enhance target marketing

* Enhance brand loyalty
 Increase stay frequency
* Build incremental revenue

* Enhance brand equity




Building a data warehouse

e In-house vs. Outsource

e Open vs. Closed (Proprietary) System Architecture
* Internal Resources

* Financial Resources: Budget

e Third-Party Data

* Billing Systems Information and Other Source Data
» Centralized vs. Decentralized Structure

* What products and transactions will be analyzed?

« Update Frequency

 Timing
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Top Ten Reason CRM Fails

*  Dictated by I'T Department

Not Fueled by Real, Documented Marketing Strategies
« Using a Legacy System

The Monster Project

Company, Not Customer Focused

 Bad Data

*  No Corporate Continuity

*  No Follow-through

No Tracking or Testing

*  Lack of Flexibility
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~ Ingredients of Success

* Overall Company long term goal
* Medium term strategies
* Functional Department plans

* Technology Steering Committee

» Three year Technology Plan

* Three year Capital plan
* One year operating plan
* Total Management support

* Line level support
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What generally exists?

Business plan
Marketing plan

Frequent stay member

information

Guest history in the property

management system

Sales account information in
the sales and catering system

Membership information

Partner lists

Past marketing lists
Direct mail responses
Fulfilment information
Guest survey results
Consortia member lists
Guest surveys

Guest complaints and follow-up

AFFINIA




Business Process Flow
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Affimia Hospitality Technology Blueprint
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> (CRM Sources of Data

GUESTS

Guest history

Folio History

Reservations

Frequent stay programs

Guest surveys

Membership information
Guest complaints and follow-up

Direct mail responses

Corporate Accounts and TA

Sales Production Information
Contracts

Commission Payments
Surveys

Logos

Group Details
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Data Extraction
« Off the shelf database « Database Read
connectivity — SQL
— Cognos — Oracle
— DB2
* Report Extraction
— Monarch  Custom ETL Tools
— Data Junction — Text Files
— Screen Scrapping — Primative OBDC
— Custom Code
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Make a Reservation

~ :
k”Zy L(;Z%ccouni Hatel Callection

Meetings & Events

Welcome MERRILL LYMCH & O Trawel Plannerl Restaurant= & Spas
Special Offers
Ahout Affinia
Resenrations In Houze Guest= | Search Stavs | SalessContract Info. Aocounts Payable WTO Production Cortact Us
Reservations Make a Reservation Search
Belowy is & list of vour employees with reservations on file, starting with the most recernt I GO
arrival.
Arrival Departure . Send a
Change | Cancel Guest Haitel Dite Diste Details Confirmation
SOUTHGATE Zend &
Change | Cancel SHAH, RUTLL TCWER 0702003 | 083002003 Detail =
Confirmation
HOTEL E—
SOUTHGATE Zend &
Change | Cancel WERDOMN, JEMNIFER TOWER O7F0E2003 | 08162003 Detail Er——
Confirmation
HOTEL
SOUTHGATE Zend &
Change | Cancel BECHER, GABRIEL TOWER OFOE20035 | 052202003 Detail r——
Confirmation
HOTEL —
SOUTHGATE Send &
Change | Cancel MURSIMULL, RISHI TOWWER OF 020035  05M 72003 Detail e
Confirmation
HOTEL
SOUTHGATE Zend &
Change | Cancel ARMSTRONG, BRIAN TEWWER OF0E/2003  08M 72003 Detail =
HOTEL Confirmation
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ffinia - Microsoft Internet Explorer

File Edit ‘“iew Fawvoribes Tools  Help

S Back « = - @ ol | @Search [G] Favorites @Media ®| %v = - ),'% e

Address I".Gj http:f fune, affinia. comfmember fSkayvHistory SearchResulks_CP.cfm j @GD Lirks @Custnmize Lirks @Windnws

AFFINIA

Make a Reservation

(my @ccounf Hotel Collection

eetings & Everts
Restaurants & Spas
Special Offers

Reserations | In Houze Guests [EECEUCWEN Sales/Contract Info. | fccourts Payable | ¥ TD Preduction Aot ANz
_ Contact Us
Stay History
Search

I—Gﬂb

Falia Arrival Departure Reguest . hake &
Guest Mame Murmber Diate Date Flatel & Falio betal Reservation
SHELBURME f
Falio . ake a
JACOBS, MICHOLAS 1000% 01434937 020343937 MURRAN —— . Detail —
! HILL REeguest Reservation
SlEEE S Falio : Make a

JACOBS, MICHOLAS 1000 010191997 02091397 | MURRAY

Cretail
HILL Eeguest

Eeservation

LDER Falio : Make a
WEBSTER, ROBERT  S005Y O206M997 09004993 HOLISE S —— Dretail Rezareation
BEEHMAN Folic Make a
ZIPF, J S0M7FR 02444997 0251997 TOWER Dretail

HOTEL Reguest Reservation

PLAZA Folic Dretail Make a
FIFTY Reguest = Reserwvation

CARBOMME, JUAMN SO02L6 0202108997 0202601997
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ffinia M™icrosoft Internct Explorcr

File  EJiL  View  Favuoriles  Touls  Help

= Back ~ = - @ at | @Search [3e] Favarites @Media Qﬁ“%v = %sﬁef% - oA g

Address I’-G:l btk e, afFinia , com/rernber fCommissionsQuery , cfm J Pan | Links @Custumize Links @Windows

e, AEFINIA

L |LAMDesk Management Suite Web Componer

3 LogOut

Make a Reservation

(my ﬁccounf Hotel Caollection

Meetinas & Events
Restaurants & Spas

Special Differs
m Cunmnniz=ivn Queny TR Froduclion About Affinis

Contact U=

Commisstons

Below is your agency's commizsion status, starting with the most recent departure date. Search
I G

Folic Arrival Departure Room Check
CuestiHotel Chack Dt A rit
e = Mumber Date Date Type == = Mo. e

TRAYLOR, IDRIS

Crumont Moza

WWAOOD DEMISE

SG2LY 05M902003 0572172003 TH 0502372003 45601 $17.50

SFECO 050772003 |05/102003 | 1@a 0502372003 45601 F42.00

Dumort Plaza
ARCAI, JANETH SE2RM 054 652003 0518520035 el 054252003 45602  F31.50
Dumort Plaza
BLU, OCTAVIA SGPRP NASMRMANNS NSMAMnn= 100 NSF2220N3 A5RN2 R 31 &0
Lumant Hlaza

CANT, LOMINIEUE
Cumont Plaza

SGZRE (0SME/2003 |05M902003 | 1@ 0502302003 45602 $31.50

6-10 of 2045

. Floe et S b See Previous S
Rezervations — —
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Data Transformation

Convert to usable format
Standardize Data 1f Necessary
Format Data

Combine Data Sets

AFFINIA



N\
2

A

™~

Loading to Database

 Move Data to Accessable Location
* Import Data

« Move Data

* Backup Data

e Delete Data
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