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Introduction



The purpose of this assessment is to consider
best practices that can be applied to the

experiences of creating, activating, or authenticating
Hyatt Gold Passport member accounts.



INTRODUCTION : APPROACH

We looked at several competitors in the hospitality industry and two other
travel sites to compare loyalty account experiences and identify trends and

best practices.

) starwood
Aﬂ"’lﬂtt :*{2;3'3 - () ca/mo/z

HOTELS - RESORTS - SUITES

@ J KIMPTON'

INTERCONTINENTAL. hotels & restaurants

Hilton s o

WUNITED AmericanAirlines’
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Competitive
Assessment



HYATT : ENTRY POINTS

English W [&] Hyatt Gold Passport Sign In or Join +

» Header module provides persistent
: L y
direct access authentication and e waRM 0P O AA MNBERS

tate/Province, or Countr

WINTER SAVINGS save 10%
access to enrollment cweccmoe _ cuescowroure _ WiTm asas
mm/dd/yyyy i mm/dd/yyyy = X - complimentary

ROOMS ADULTS CHILDREN (@ BREAKFAST

* Global navigation provides persistent e i e

(@ Bost Avalable Rate () Government

access to Hyatt Gold Passport OAWCMMer St ten

SPECIAL OFFER CODE CORPORATE/GROUP #

information
Advanced Search Options.
Our Guaranteed Best Rates
EALEUCEON o Booking Fees.

EGISTRY EARN FREE NIGHTS FASTER JOIN HYATT GOLD PASSPORT
ries, birthdays  Enjoy two nights for using your Hyatt  Enjoy free n

» Header module provides persistent hv [ Hyatt Gold Passport Sign In or Join v [swweee G T,
access to brief articulation of benefits o R R

a Fan of Hyatt Question or special request? yoa  View videos from Hyatt on our
fssport. Tweet us at @HyattConcierge. official YouTube channel.
YA 59
WA HYAT . HYALT HYATT

» Header module provides persistent PASSWORD

access to alternate flows: forgot - R
. . . Remember Me =~/ s Room Gift Registry Hyatt Hawaii Resorts Modify Reservations
h I B H H Pure S Book FI - &C:
paSSWO rd , e p S I g n I ng In nH::‘s — Hyatt at Home th,“w::‘e pas k Flight, Hotel & Car
m Weddings
Forgot Password  Help Signing In oy - Your Privacy Righis - | Torms & Condtons | Securly & Safety | Sto Map

NOT A MEMBER? JOIN TODAY
» Account activation is not available + Enjoy free nights with no blackout dates
” « Receive special recognition
« Enjoy exclusive privileges

Join Hyatt Gold Passport

$SapientNitro“ ©2011 | CONFIDENTIAL .



HYATT : ACCOUNT FLOWS

HYALT

-

JOIN HYATT GOLD PASSPORT

» Account flow pages are structurally
and visually consistent with one
another as well as with other pages
throughout Hyatt.com

» Account flows do not give adequate
indication of number of pages or
steps: the enrollment flow has a call to
action to continue — without context

SIGN-IN

Already a Membar?

 Page structure is not used effectively:
the authentication page has a lot of
unused space

» There are few calls-to-action within )
account flows to benefit information | —

LflcRS

$SapientNitro’” ©2011 | CONFIDENTIAL 8



HYATT : BOOKING

» Users are able to authenticate from
within the booking flow

 Step navigation does not give
adequate indication of the number of
pages or steps users will take along
the booking path

« Information is not well grouped or
prioritized

SapientNitro ©2011 | CONFIDENTIAL

Guest Information )

GUEST INFORMATION

Hyatt Regency Chicago

151 East Wacker Drive

Chicago, llinois, USA

60601

Tel: +1 312 565 1234

Fax: +1312 239 4414
rections

HYALT

Hatt Home > Sgnin
SIGN-IN

Already a Member?

Hyatt Gold Passport # / Usetname

Password

© Remember Me
O Don't Remember Me

Forgot Your Password?
Help Signing-in?

Not Yet a Member?

Joining is easy. You will enjoy exclusive benefits and privileges from your very first stay.

Are you a Gold Passport member? Sian In

You are reserving 1 King Room.

Would You Prefer a Non-Smoking or Smoking Room?
® No preference

O Non-smoking room

L PIYETE] cbruary 2011. DaddyO's will be closed December 2010 and will reopen in March 2011,

Specific bed-types and room amenities may not be available at all Hyatt hotels and are based on availability.

ard o statement. Please note that
all numbers end with a letier, such as
G99999999K

FREQUENTLY ASKED
QUESTIONS
Lkeso geting s arror seying that my

account number s invalid

Lcan't get into my scoount Whatam |
doing wrong?

RATES
Please note: Stetson's will be closed December 2010 untillate February 2011. DaddyO's will be closed December 2010 and will reopen in March
Thu 27 Jan, 2011 - Fri 28 Jan, 2011

Sort rates by: View rates in:
( Rate Type 2] [ Hotel Currency

B About Currency Conversion

Hyatt Daily Rate Rate Detalls

Room Type: Thursday

1 King Room 139.00
Room Details @]

Total Price Per Room: 139.00 usD ' [T

Regency Club 2 Double Beds 198.00
Room Details 1

Total Price Per Room: 198.00 UsD ' [T A
Deluxe 2 Double 174.00

Room Details 1
Total Price Per Room: 174.00 usp ' [T

Check-in Date:
Thu 27 Jan, 2011
Check-out Date:

Fri 28 Jan, 2011
1 Adults

0 Children
1 Room

EDIT RESERVATION

Special Rates

Sp

Offer Code

GrouplCorporate #

Select Rate T
[_Best Available Rate

Best Available Rate Search
does not include affiliation or
senior rates.




HYATT : ADDITIONAL CONSIDERATIONS

Customer Service English ] Hyatt Gold Passport Sign In or Join +

HYATT

» The Hyatt Gold Passport landing R
provides engaging information about
Hyatt’s loyalty program and benefits

» Persistent access to information and

HYATT GOLD PASSPORT

aCCO u nt fl OWS SIGN IN Join Hyatt Gold Passport

Join the Hyatt Gold Passport global frequent guest program and enjoy exclusive benefits and free nights at Hyatt worldwide. Join Now.

HYATT GOLD PASSPORT # /USERNAME

« Consistent account experiences are o ” s - | Savnee
available in eight languages e —

Join Hyatt Gold Passport

¥ | Eam Points
b arn Miles
s onvert Points to Mil .
-\ ~  Combine or Purchasd == -
= == Eam Points With Med

HYATT GOLD PASSPORT EXCLUSIVES

¢ ACCOU nt aCtivation iS nOt available h v &l Hyatt Gold Passport Sign In or Join v K ::E%f%s:;gi%

N HYATT GOLD PASSPORT # / USERNAME

 Page structures are often uneffective easewoRD

Remember Me &)

Forgot Password  Help Signing In

NOT A MEMBER? JOIN TODAY Privacy Policy - Your Privacy
« Enjoy free nights with no blackout dates
+ Receive special recognition

« Enjoy exclusive privileges
Join Hyatt Gold Passport

Close E4

$SapientNitro“ ©2011 | CONFIDENTIAL 10



MARRIOTT : ENTRY POINTS

Home | Change/Cancel Reservations | Espaiol | Frangais | Intemational Sites | Help | Site Map

o \\arriott EXPLORE&PLAN MEETINGS&EVENTS  MARRIOTT REWARDS + MY ACCOUNT
* Header module provides persistent , air + hotel
direct access to authentication and "°te'dea'sM
legaBonus®

access to enrollment and activation

* Header module provides access to
alternate flows

» Header module does not offer any ! :
. . <l Shop Marriott A’l Bill Marriott's " Marriott News “-“'! Up to 4 Free »
context or explanation of the Marriott Blog Contr Nighis
loyalty program
- MY ACCOUNT Sign In
Email or Rewards No. X . o
Password

D Remember me - Private computers only

Forgot password?
Set up online password
Join Marriott Rewards

$SapientNitro’” ©2011 | CONFIDENTIAL 11



MARRIOTT : ACCOUNT FLOWS

Fome | TEsparcl | Frangas | Tran | Sta v

7] ©CLOREAPLAN MEETINGSAEVENTS  MARRIOTT REWARDS MY ACCOUNT Sgnin
Homs > Maristt Rewards > Jon Now

Join Now

» Account flows provide calls-to-action e TR, o SMRD

o take advantage of

airline mile:
member exclusive offers. every step along the way

to benefit information S, i

Have a promotion code? Entor  hero. password?
Promotion code

Whets & promotion code? Internot privacy statement b

[ e e e e e e e e Inteenot securty »

» Account activation exists as a distinct e

Activate Rewards Account

* requief

flow PR «.cS ) |

ome O Businass.

« The overall design of the Marriott e — V
account flow pages is generic and o B OEm e

et R 161 s e Rowards afor, spacil notel

boxy

Missiotherprogram

hewsietter
)

Ve same

Submit

Cancel =

By submitting this form, 1 agree to Marriott Rewards Terms and
Conations

Internet privacy statement

Marriott Rewards
Join Now My Account Use Mariott Rowards Points  How You Eam Marrott Rewards Offers
Upcoming Reservations Travel & Loisure Rowards Hotel Stays
Trp Planner Browse Hotel Rewards Artne Programs
Rewards Actity Buy, Transfer or Convert Points  Mariot Rewards Credit Cards,
Profie Tis for Redooming Points Rotal
Promotion Central Charkab Doations Travel Services
DreamRowards Trackor ‘Shop Wit Points Other Sorvicos
Program Information Mombership Bonefits Customer Support Rowards Torms And
Marritt Rowards 101 swver Conditions.
Program News God Elto Mombership.
Platinum

ERe Bonefrs Guarantee.

About Marott | OurBrands | Carears | Travel Agants | Group Partnrs | Shop Marrot | Affates

©1996 2011 ne. Tarms of Use | Prvacy Statoment

hotols | Atlanta hotels | Boston hotols | Carbbesn Hotls | Chicago hotas | Denver hotos | Hawai hotas | Houston notels | Las Vegas haleis | London hotsls
Los Angoles hates | M hotss | Now York hotoks | Orands hotss | Phiadslghia hotas | Phosnix hotas | San Disgo holsls | San Francseo hole | Seatte hotels | Washinglon DC hotsls

An

SapientNitro ©2011 | CONFIDENTIAL 12



MARRIOTT : BOOKING

find hotel deal meeting space

S ® 00 Mozilla Firefox [=)

) http:/ /www.marriott.com /search/redeemRewards 1.7 |

City or Airport Code

° i State (USAonl Coun
Users are ab!e fto authentlc_:ate and (USAonl) oty
enroll from within the booking flow

(= Print | Close &

Mozilla Firefox

http:/ /www.marriott.com/redemption/tutorial.mi?step=0
Using Marriott Rewards Points for Free
Nights

© Marriott Rewards Glossary

Using Marriott Rewards points is easy. First, search for a

hotel using Find & Reserve. Then, reserve a room using
Marriott Rewards points online. That's it.

Check-in date (mm/dd/yy) Check-out date

1126011 12711

No. of rooms Guests/room
1 v

* Access to explanation of benefits as Veriot Rowards nuber
well as to a benefits “tutorial” is 8 e
provided in the booking flow + Special Rates & Awards

+ Hotels by Brand

Using Your Marriott Rewards Points

:

If this is your first time using points, or if you need a

refresher, try our easy tutorial @.

Marriott Rewards Glossary

Bonus Points

Occasionally, certain Marriott specials present the
opportunity to earn bonus points in addition to great
rate savings. Keep an eye out for these specials and you
could be enjoying a free vacation sooner that you think.

E-certificate

Our Best Rates, Guaranteed

s Reserving hotel rewards at any Marriott brand hotel will
plus more generate an "e-certificate” that will be available at your
W’_‘“: ‘:" Yyou get with your chosen hotel upon check-in. In the past, a paper
points certificate was mailed to you and you had to present it
at the hotel. For a small fee, you still have the option to
Hotel stays redeem for a paper certificate, but with an e-Certificate,
Naturally, you can choose to use once you make the reservation, your work is
. . . . Your ol for ot says done (provided you have enough points to redeem). Al
* Rewards information and functionalit ,
waras Intor 10N and rtuncuonali L. your stay. Y
ne

sometimes appears in Separate pop- Renaissance Chicago Downtown Hotel Done
up windows which may sometimes

PHONE NUMBERS

@ choose dates, rooms & rates 2 Enter guestinformation 3 Review & complete reservali
confuse users P —
From 169.00 (USD) per night None available for your dates None available for your dates
RENAISSANCE Show: By Rate Type | By Room Type | By Price
CHICAGO DOWNTOWN HOTEL
(& Best Available rate
() 169.00 (USD) pernight Rate rules Guest room, 1 King or 2 Queen Room details
Check-in date (mmiddlyy) 0 189.00 (USD) per night Rate ruies Guest room, 1 King or 2 Queen, Chicago River view R
1126111
Check-out date (mmddiy) () 199.00 (USD) pernight Rate rules Club level, Larger Guest room, 1 King or 2 Queen, Hi
1127111 ()324.00 (USD) pernight Rate rules 1 Bedroom Executive Suite, 1 King, Sofabed, Chicag
No. of rooms ~ Guests/room
() 349.00 (USD) pernight Rate rules Riviere Suite, 1 Bedroom Hospitality Suite, 1 King, So}
| L — L Room details
Need more rooms?
Marriott Rewards number

IDidn't find what you were looking for?
View alternate locations

+ Special Rates & Awards

Advanced search options
Return to search results

SapientNitro ©2011 | CONFIDENTIAL 13



MARRIOTT : ADDITIONAL CONSIDERATIONS

» Header module provides persistent
access to key flows

MAKE YOUR VACATION DREAMS COME TRUE|
MARRIOTT REWARDS MEGABON
EARN | FREE NIGHT FOR EVERY 2ND PAI
REGIST

» Consistency between account flow
and alternate flow pages

<« WL shop Marriott & Bill Marriott's - Marriott News B bprosrree
Blog Center Nights

* Overall site design is inconsistent and
unpredictable

$SapientNitro“ ©2011 | CONFIDENTIAL 14



STARWOOD : ENTRY POINTS

a

STREGIS

» The Starwood SPG loyalty program is
presented as a strong brand

SLOPE-SIDE SOPHISTICATION.
The finest address in the finest location, on the slopes
of the number-one ranked ski resort in North America.

search by location or by brand or by interest

SLMERIDIEN  FOUR: 'S WESTIN  1HE LUXURY COLLECTION.

« Basic information about the loyalty
program is available within the ' o o a o K15

aCCOu nt mod u Ie Or browse our hotel directon ¢ Spgcom STARWOOD PREFERRED GUEST® For help, call 888-625-4988 Customer Support = Language ~
Check in
c"rx:‘::m =) Find & Book [N offers Awards Quick Links.  Learn.  SignIn. Join
MM/DD/YYYY Destination Search Options »

Rooms Adults per Room
Qs

Advanced Search>>

Creckin wonvvy %)

B0 375 e rewen  Announcing SPG” Great Weeks,
Grand Weekends.

- Eam double Starpoints® every night of the week
- Plus, eam an additional weekend bonus of 500 Starpoints every
Thursday, Friday, Saturday and Sunday night — with no limits.

Register Now

Search based on your Interests!
Discover new hotels & destinatins.

destination guides

» SPG and Starwood are separate sites
with different visual design

Welcome  Members sian in now to access your account and
use Starpoints®.

signIn

User name or SPG number
Retrieve password

(ORemember usemare

First time signing in?
Password Actvate account

Privacy Statement

SHERATON MALDIVES FULL MOON RESORT & SPA, FURANAFUSHIISLAND, MALDIVES TR |l Next >

WEwsTARwoODHOTELS  comromatemcoa =@M Bonus Starpoints Reward Choice for AAA Members Get an Instant Account

Earn Double Starpoints + a Weekend Bonus with the SPG Great  AAA members: enjoy up to 30% off, free dally breakfast or == and earn up t0 25,000 bonus Starpoints on
Weeks, Grand Weekends promotion from January 3 through April $100 credit at Starwood Hotels. Learm More your Starwood Preferred Guest® Credit
18. Learn More L wl Cara

Other Starwood Brands > Starwood Hotels &
© 2011 Starwood Hotels & Resorts Workdwido]

You are on SPG.com
MERIDIEN X uEctioy  WESTIN  FOURXPOINT Other Starwood Brands

Spg.. 5 S

All ights reserve

$SapientNitro“ ©2011 | CONFIDENTIAL 15



STARWOOD : ACCOUNT FLOWS

Spgmm [ —

Learn.  Signin. Join

[¥ Dostination Search Options »
Dates  Creckin unioomvvy
B “ [ oo now |

» Account activation flow broken into — c.m.,w,.,‘.",,w,;m._n

Dacover naw holals & destnatons. ‘and Starpoinis*. And to make travel plans even easier we now have a

three steps ——

» User can move easily between flows T Tm

Eam Bonus Starpoints Save 40% on Your Next Ni Get an Instant Account
e S koS 890 G vy sy o e i st gt O —
ekt Ml e A et Rk o)
o
SPEeom wreruoon sacrenncocveer O S ——

Find & Book

Activate Your Online Account

Hotels Offers Awards Quick Links.  Learn.  SignIn. Join

Westin x - Rosots

Step 1: Enter Your Information 0 € ¢ PERSR—

rwood
‘Quaranieed, fast booking, Texib foward opions and exCUSHG membr ofers.

Member Number |

Last namo. | E—

Retriove passworg

M srarwooo reremnes aursT p,cal B83-625-4583 Customer Support ~ Langusge =

Find & BOOK  Hotels Offers Awards Quick Links.  Learn.  SignIn. Join
My Account

Sign In

om0 ccess specaleatures and o e your Sarponts

Usorname or 596 number

Eam Bonus Starpoints Save 40% on Your Next Night Getanl [sonm, |

Eam Dol Saroris ¢ a Weskard Gorus v P Orest o jou pay our roguir gttonaxt [
Ko oo ey 3 b At g 1 S0 o S8y s g o e L e

) You am 0n SPG
MERIDIEN p——— Westn  ic o

w

Eam a Free Weekend Night Save 40% on Your Next Night Get an Instant Account

Poywi o aserGard o stfes o sty i A Paci, Foxoverynhtyou pay urrogr i, you gat b nex  (=mm) s  12.2500 bons Sirpons o

ks Eoe A, Lo ore g 5 40% ot Say 2 e 4 g o more. Loa ro oo o Guoss Crodt

veoen  Elort o WesT
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STARWOOD : BOOKING

 Auto-enroliment option appears toward
the top of the guest information page

» There is a lot of inconsistency across
branded booking flows

 There is not always a clear call-to-
action to authenticate from within the
the booking flow

» There are no links to loyalty program

information and benefits accessible
within the booking flow

$SapientNitro“ ©2011 | CONFIDENTIAL

o6

ey
(S
N 4

é*l-

Res

{S}Sheratonr

Used”  HOTELS A RESORTS

F]Ild ROO NS 8( RO:te,‘ Discover just how rewarding membership can be. Join Starwood Preferred Guest® now o access exclusive benefits, flexible reward

For help, call 888-¢

STARWDOD PREFERRED GUEST

ELC( Spgcom
C ( Find & Book Hotels Offers Awards

Join Starwood Preferred Guest

Quick Links. Leam. Signin.

Step 1: Enter Your Information

options, fast online booking and the finest hotels and resorts in the world. Enroliment is quick, easy and free

Destination Checkin
01/26/2011 Begin by entering your e-mail address:
[inois 1+ TR

Find Hot 02/27/2011 Email:

chicago o} Retype your email address:

llinois

[ United States [ conTinue » |

. Retrieve password

Check in P

02/09/2011

Check out Privacy Statement

02/27/2011

Room Preferences
Room(s) Adults per room

(SN SN
More Search Options *
Refine Results Reset

Hotel Type & Amenities

Airport (12)

1.

More hotel information~ USD 199> USD 209> Us [ redeem
your Free Nights.
2. Sheraton Gateway Suites Chicago O'Hare From From From From
More hotel informationv USD 96 > USD 139 > 7000 Starpoints 2800 Starpoints
SininorJointo *USD4S
use Starpoints Sian in or Join to
Buy re
3. Sheraton Suites Chicago Elk Grove From Not available From From
More hotel informationv uUsb 112> 3000 Starpoints 1600 Starpoints
. +USD 30

17



STARWOOD : ADDITIONAL CONSIDERATIONS

Forhel, cal 8390254988  Customer Support~ Langunge ~

Quick Links. ~ Learn.  SignIn. Join

* Clear link in the authentication module
to activate account if you are a first
time visitor on the SPG landing page

Find Rooms & Rates

 User is navigated to a page which
allows the user to activate their
account. This is a three step process

« Previous II Next »
For help, call 888-625-4988 Customer Support - Language ~

* From a property site, when user B
selects to authenticate they are N pr——— E— —
redirected to an authentication page. =
This authentication page has a link for e e e
first time visitors as well "

* No global drop down

Eam Bonus Starpoints Reward Choice for AAA Members Get an Instant Account

Eam Double Starpoints + a Woekend Bonus wil ihe SPG Great  AAA members: enjoy up fo and eam up t 25,000 bonus Starpoints on
Weeks, Grand Weekends promoion from January 3 through Aprl  $100 credit at Starwood Holels. l your Starwood Preferred Guest® Credit
15. Loam More | Gard. Agoly Now

$SapientNitro’" ©2011 | CONFIDENTIAL 18



FAIRMONT : ENTRY POINTS

« Module on home page gives access to i EE————————————
enrollment, activation, and WL wrorie |
authentication flows

Enter your Fairmont username and sign in
to retrieve all the reservations you made
online.

SPEGTACULAR —
* Module in header is non-interactive WINTER RATES

‘ TRAVEL TOOLS
3 an &% Reservations
%\? Destination Map 5 1-800-257-7544
|s}) Brochures 4 Package Finder
3 Rrss [E Mobile

FAIRMONT ||l S 4 emaisignup [ Virtual Concierge
GoLD i =

Q

BUSINESS SERVICES | PRESS ROOM | CAREERS | AFFILIATE PROGRAM | PRIVACY POLICY | SITE INDEX | TERMS & CONDITIONS | HELP | CONTACT US
FOLLOW US ON: gy RSS FEEDS | TWITTER | [fJ FACEBOOK | EVERYONE'S AN ORIGINAL | m@ YOUTUBE

$SapientNitro“ ©2011 | CONFIDENTIAL 19



FAIRMONT : ACCOUNT FLOWS

» Enroliment flow begins with a good
degree of information

* Informational areas in enrollment flow
are well defined

» Activation flow is brief

* No cross linking between account
flows

SapientNitro ©2011 | CONFIDENTIAL

o7 a//moﬂ/

INTRODUCTION | BENEFITS | ENROLL | ACTIVATE ACCOUNT

Fairmont President's Club Online Account Activation

b O R D D S

can view your sty Nisory,commant on past says, book spacialmamber oackages and updata your prole
simply enter your Fairmont Presidents Club long month and day of birth. We must verify your
Poreonaioaart s P SGanatyout it et o 1 Cons Yot ey & onaure Yo Py,

In addtion, select a username and password so that you can sign-in directly 1o Fairmont com each time you visi.
“This wil alow you to expedite your online booking experience and feceive emal confirmations for your
reservations.

If you are having challenges with any of the steps below please feel free 1o Clck the "Help" bution and complete the
form. The form wil be sent directly o the Fairmont Presidents Club Guest Services Team,

YOUR FAIRMONT PRESIDENT'S CLUB NUMBER

* Mandatory

To enable you to manage your profie, book exclusive member packages, expedie your online booking
‘experience, and more; please choose a user name and password.

FAIRMONT PRESIDENT'S CLUB NUMBER *
NEED
HELP?
BIRTH DATE *
w3l (oDt

USER NAME AND PASSWORD

CF
]6;;7)710/1

Sign In Enter Confirmation Number

Enter your Fairmont username and sign n to retrieve all the reservations OR Enter your confirmation number and last name to retrieve your reservation made onine,
you made onine. by phone fax, or In person.

USER NAME: CONFIRMATION

PASSWORD: LAST NAME

[

CLICK HERE IF YOU FORGOT YOUR PASSWORD?

MS & CONDITIONS

BUSINESS SERVICES | PRESS ROOM | CAREERS | AFFILIATE PROGRAM | PRIVACY POLICY | SI CONTACT US
ERYO

FOLLOW US ON: gy RSS | 5 TWITTER | @ FACEBOOK | AN ORIGINAL | w@@ YOUTUBE

hoimions

Sirmrf

 v——

HELP | CONTACT US

20



FAIRMONT : BOOKING

 Very clear call to action to authenticate
or enroll in rewards upon initial
reservation click through

» Thorough, compelling explanation of
program benefits

» Does a poor job of announcing the
rewards program or providing a login
within the home page booking widget

$SapientNitro’” ©2011 | CONFIDENTIAL

"EVERYONE'S AN ORIGINAL" - SHARE YOUR MEMORIES HERE

NG | MEETINGS | DESTINATION GUIDE | MAP & DIRECTIONS | PHOTOS
CHECK AVAILABILITY

DESTINATION
Boston ~|
HOTEL

Fairmont Battery Wharf -

ARRIVAL DATE
&2t | [sn | (2011 |
DEPARTURE DATE

&2 | [0 | |21 |
Cizerni i

Change or Cancel a Reservation »
Advanced Search »

"EVERYONE'S AN ORIGIN

- COMPLETE DETAILS

YOUR FAIRMONT PRESIDENTS CLUB NUMBER

Please sign in to retrieve your profile and speed up your reservation process. » Join Fairmont President's
Club to create a travel

NAME PASSWORD profile.

Usemname I:l » Forgot Password?

21



FAIRMONT : ADDITIONAL CONSIDERATIONS

* Account flows are available in several
languages o s

Enter your Fairmont username and sign in
rotriove all the reservations you made

» Well organized presentation of
benefits information

GENERAL RESERVATIONS
TOLL FREE: 1800 441 331
INTERNATIONAL: +506 883 6315

CUSTOMER SERVICE
TOLL FREE: 1877 232 7070
INTERNATIONAL: +506 877 3093

BENEFITS AT A GLANCE  Ema Foodoa
»

ok
Toms & Conditons.
FAQ

* No cross linking between account
flows

quests, youdeserveourfirest  needs:

S

A Stay and Stay it - Alux

'i“ SN ﬁ the adiStar Control. Ex:

su: ICES | PRESS ROOM | CARE
wiTT

$SapientNitro’” ©2011 | CONFIDENTIAL 29



HILTON : ENTRY POINTS

» Header module provides access to
enrollment and authentication

* Hilton Honors matches the Hilton
Worldwide brand rather than the Hilton
Hotel brand and has a different look
and feel despite being included in the
primary navigation

$SapientNitro“ ©2011 | CONFIDENTIAL

@
Hilton

HOTELS & RESORTS

Specials & Packages Reservations

Find aHotel | Reward Stays

By: City | Airport | Address

City: Search Within:
40 5 @mi Okm
State/Province: Country:
Select + USA
Check-In: Check-Out:

Day 4 || Month Bl =

Top Destinations

Day || Month

Flexible Travel Dates?

o 4
Find It A R .

Guest Rooms
1-4 s

News & Updates

Follow Us
- on Twitter

W @

CONRAD ,
e s Hilton

More Search Options...

@

v’, Shop by Destination
W Resorts & Spas
cliuica =3 A A

) cirnke >

Signin Search
— =N I
Meetings Social Gatherings Hilton HHonors Travel Guides Destinations My Favorite Hotels
My Reservations

The Any Weekend, Anywhere Sale

Discover a World of Possibilities

Explore More Than 530 Hotels &

Connect with Hilton
N Facebook & Twitter
9 iPhone App
International Specials Weekly Newsletter

B mE. o o] . P HHONORS

HILTON WORLDWIDE

Global Sites

23



HILTON : ACCOUNT FLOWS

@
Hilton 8
° Enro"ment in Hilton Honors iS quiCk Specials & Packages. Reservations Meetings. Sacial Gatherings Hilton HHonors. Travel Guides. Destinations My Favorite Hotels:
« Enroliment in Hilton Fast Reservations i i
is a longer, more involved process :
* Hilton Honors does not have an
activation flow X como 2 % A e P HHONORS
@,

Hi

« Two membership programs may be
confusing to users

B oo 53 S e b THHRNRRS
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HILTON : BOOKING

* Clear opportunities to authenticate
rewards program and book rewards
travel from the home page and upon

click through to the reservation details

page

* No pitch of rewards program or clear
call to action to authenticate.

« Call to action to authenticate only
occurs if you attempt to book rewards
travel without first authenticating — a
use case that is unlikely to happen
much in real-world use.

$SapientNitro” ©2011 | CONFIDENTIAL

@
. Signin
Hilton
WOTELS & RESORTS -
Specials & Packages Reservations Meeting: Social Gathering Hilton HH i
Find a Hotel § | Reward Stays | My Resefvations
By: City | Airp: Addre rm—r ~|
City: Search Within:
chicago 40 v| @mi Okm
State/Province: Country:
Select | |usa ~

Check-In:
Day v Month ~ll @

Guest Rooms.

1-4 |

News & Updates

Hilton

Rooms & Rates Guest Information

n Become a f

Username/HHonors #

Making reservations is quick and easy for registered users! Sign in to access your account information.

Password/PIN ] Sign in »

Check-in:

Check-out:

@ Rooms:

Hilton

Stay Information

Guests per Room:

Select Your Reservation Details

(9 13) [ Fep2oii :]D
0 3) (Fev 2011 [3) EA
)

1Adult_[3) (OChildren 3]

Specials & Packages Reservations

Meetings soci

Sign In.

Password or PIN:

[ Remember Me

Username or HHonors #

al Gatherings Hilton HHonors Travel Guides

Welcome to the World of Free Travel!

Please sign in to review reward stay availability and book your rooms.

Not an HHonors member? Select the account that's right for you.
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HILTON : ADDITIONAL CONSIDERATIONS

Customar Support 1-800-HHONORS (1-800-4466677)

FLHHONORS Usomame o Frarost | [Passvard P []

HILTON WORLDWIDE (O Remomber Mo Forgot Password

AboutHHonors  Points ~ Rewards  MyWay Specials. Reservations  Meetings  Social Gatherings My Favorite Hotels

 Hilton Honors does not have an

Find a Hotel | Reward Stays | My Reservations

activation flow THE ANY WEEKEND ([ ap—
ANYWHERE SALE —
. WEEKEND THR omuiiul js‘xr S:B‘ﬂ'“v‘"“ o C\;’;Z"Y e
« Two membership levels may be peen onmoe
Day x| Monn x| Day x| Memh <

Flxie TrevlOates

otes: Guest Rooms.
Al Hotels o 14 o

confusing to users

More Search Options.

OUR BEST RATES GUARANTEED

: .
» Experience in German and Japanese
is quite different from English
H 10 Distinct Hotel Brand Eam Rewards F: ! Privile Free St
language experience

@
Hilton

Turn Points Into Experiences Worth Sharing™

seareh

SpecialsGPecieges  Resevalions  Mestngs SocielGatherngs _ HilonHonors TiavelGudes  Destnalions My Favorite Hotels

Create the Account that's Right for You Sign In.

Username or Honors #:

Fast Reservations | Whanors
e 20 W oy v ~ Password or It
Use your profile to expedite reservations v v

O Remember Me o Hover] )
et esevations ey v v B e o
— Em e o
FrTrey v e TR
Receve iine mies for you say v ionars Marer & i 0 San n. OUR BEST RATES GUARANTEED
Redeem merchandise ang other rewards. v L

Mexico Toronto Other Regions  scarch iton woriavice (@Y

1 201 on reice OE ceewoee -

P HHONORS

* HILTON WORLOWIDE

\\\ oo B . = B

CONRAD @
- Hilton

Seloct a Language
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INTERCONTINENTAL : ENTRY POINTS

» Access to enrollment and
authentication flows from module on
home page

» Access to enrollment and
authentication flows from header on
interior pages is an inconsistent
experience

SapientNitro ©2011 | CONFIDENTIAL

InterContinental Hotels Group

www.ihg.com

Reservations

Meetings & groups

Que d Floods: All Crowne Plaza, Holiday Inn
hotels remain open for business, for more
information contact the hotel directly.

Home | Customer Care | Priority Club | Travel Agents

Packages Customer care

("tanguage/Country B>

Corporate information

GET MORE FROM YOUR

= OVER 4,500 LOCATIONS WORLDWIDE
« POINTS NEVER EXPIRE
* NO BLACKOUT DATES FOR REWARD NIGHTS

AY WITH US. | PRIORITYCLUB.

REWARDS

InterContinental Hotels Crowne Plaza Hotels _Hotel Indigo __Holiday Inn Hotels __ Holiday Inn Express Hotels __ Staybridge Sultes Hotels  Candlewood Suites Hotels

PRIORITYCLUB-
REWARDS

sign In
Email or Priority Club#:

PIN#:

Find an IHG Hotel

got PIN#?
) Don't remember me.

Earn free nights at our
4,400 hotels worldwide.

Corporate Information
Careers

By: City | Address | Atraction | Airpert | Route
Country: Check-In Date (optional): Nights:
Select Country mmy/de/yyyy a»
City/Town: Check-Out Dat

mm/dd/yyyy
More Choices > Adults:  Children: Rooms:

Redeem Points For Stay >
Need to book 10-25 sleeping rooms only?
View or Modify Existing Reservations >

Top Hotel Destinations
San Francisco Hotel

0 S ote
wmernzs SBIco
Holidaulnn

i ==

Lowest
Internet
Rate
Guarantee

Email Offers
Sign Up for Email Today

Tenter emall address |
Exclusive Deals & Updates

Featured Offers

Traveling to South East or South Asia? Click

here to find out more!

Discover what enchanting
Paris has to offer

A Free Night Cerlficate Every Y

]
o

wide
Plus 30,000 points & a 10% rebate on
redemptions with the NEW Priority Ciub®
Select Visa®

1877 424 2449

Priority Club Offers
Start with 2 free night
Priority Club  Select Visa

PRIORITYCLUB

s Office | Careers | Phone & Email | Hotels | Terms Of Use | Privacy Statement | Email
Hotel Development | Co@ma Information | Giy Guides | Holol Drociory | Intornational Sts | Afflté Program | ParinerGonnoct | e T Bhsiness Source | Mobile Apps.
London Hotas | New York Hotals | Pars Hotals | Washinaton DC Holels | Orando Hotals | San Francieo Holol | Cicag Holal | San Disgo Hotols | Horg Kong Hotas | Toronio Hotol
THG | InterContinental | Crowne Plaza | Hofei Indigo | Holiday inn [ Holiday Inn Express | Staybridge Suites | Candlewood Sut
©2001-2011 IHG. Al rights reserved. Most hotels are independently owned and operated
hanghai ICP Record Number 09027645
* Requires affilation in the respective organization. ** Best Avaiable Rate Search does not include affi
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INTERCONTINENTAL : ACCOUNT FLOWS

Reservation | Member Benefits | Meetings & Events | Customer Support

LUB. e, Vowed 1

. JOIN PRIORITY CLUB® REWARDS

4 ravel As the numbor one holel
Toyaly program n the warid,wo've made flcasir 1 . aasier  6ar pints, and sasirto
redeem points for amazing fewards. In other words...we've made it easier for you 1o
1 Points never expire anywhere, anytime. Enjoy.

1 No blackout dates. To begin y¢ 3 complete the for

* Enroliment form is relatively short

1 Joining Is easy and free

o -
Pty e @aiins

CountryofResidence” ( Ghoose a Countrye 78]

» Multiple enroliment forms seem to be e E—

LastName *

available to set up the same type of G T
account i e

Create PIN i
(d-dlgit number) *

Wy do we collect your email address?

PIN* —

Reservation

Meetings & Events | _ Customer Support

e ES e Make note of your PIN for future use.

Jow membership materials will be mailed to you after your first stay wih us.

Ean Posiles

* Activation flow is hard to get to

voue JOIN Now
FIND A HOTEL ss Type * ® o
e ossysyoucanthav k. Ty @Residence O Business
S .
With more than 4,200 h Address
‘easy wherever you travel. *+Additional Address Information
.
Hotels Anywhere wn
e o o et »
byProvincersiate
B B | code
Contact nformaton Hon
P —— O busons Oesserca ondtions
review the Prorly Club Rewards Giobal Membership Ters and Conditions. To
Ervespa— — [2nd Conaitions by checking the box below.

Srestrss ortruce) m atleast 18 years old and lawtully able to accept these Terms and Conditions.

oy
prirn €
Non-USiGarada SataProince:
Tos ety Saioce b o coty 2 A S
29 postal ot s & Condiions | Terms of Use | Privacy StatementHotel Development | Corporate.
- o Proaram [ABC | iog [ RSIG | niexConinenial| rowne Pass | o o |
- n xoress | Siaoricae Sules | Candlewood Sules
P rved. Mosthotels ar d and operated.
~acty —
) 1oty thotamat ot 18 yours of s
=)

Eyruste

| oce & Enay| s | | T of Use | Privacy Siaarar | Emol Managomont Cortr
S| v e oo ety | el s S P I
o )| Cioue P ot i ki Exrss | s S| o
B S0 A ecenved oS htes s dapertoty wred oo

SapientNitro ©2011 | CONFIDENTIAL 08



INTERCONTINENTAL : BOOKING

PRIORITYCLUB. | LIVE YOUR LIFE. EARN POINTS ALONG THE WAY.

Sign up
IoterContnentlHotels Grovp ign up b
winw g com

7 Book Onlne or Call 1888 IC HOTELS (1 838 424 6835)
Hotel Info

» The ability to authenticate appears at
. . Harcaninar o MAE  Reservation Desk s | S e oo
the very beginning of the enroliment TR

UN"EDSHTES Select: Preferences | Hotel | RoomRate | Guest Information | Confirmation

fo rm Priority Club Members Sign In

Making reservations is fast and easy for Priority Club members. If you are a
55 = SINCEUBE momber, login now.
Emai or Priody Cub: PiN: om0
Travel Dates s easier, ForgolNeed PIN#?
Arrival: Tue 1 Feb 2011
Departure: Mon 7 Feb 2011
Nights: 6 Guest Information Our Privacy Poll
If you are not a Priority Club m . please enter your information below:
ChRnge e NGt * Indiates required fieids.
Selections First Name*
Chockcn Date:
Last Name®
[(February 2011 %) R
.
‘Check-Out Date: Mailing Address:*
. MUltlple flows for the same enroliment (7 ) Cremavzor %)
Aduls)  Chidlrenk  Roomis): Maiing Address 2:
INTERCONTINENTAL —
process R aig Adross 3 7 euste
F ) T
oG o100 L (&) [Civ”
A1 P 1 312544350 Ecnt i S P j
OVERVEW FEATURES = ROOMS EXPLORETHEAREA DRECTIONS WEETINGS & EVENTS SPECIALOFFERS State/Province (*required for US/CAN only):* B
Ty St e ) |zPpostaicose:
VM“"’:’“ Country:* Select Country =
GUEST INFORMATION Phone Number:*
o 3
" eanoress O NTERCoNTINENTAL__erionyvatus. Ermai Vorty:-
- ﬂ"’w:}w T sanowr ) (. Contirm Reservation )
Adross 2 —— It may take a few moments before your confirmation is complete.
i - Faescen You may also call toll-free 1-800-HOLIDAY from the U.S., Canada, Puerto Rico of the U.S.
camy c ] . Virgin Isiands. Elsewhere, call your nearest Reservation Ofice
o
p— Please Note:
e — Only the reservation as entered into and confirmed by our system will be honored. Any writien
or printed confirmation that has been altered may be rejected by the hotel
As exchange rates may fluctuate from the time a reservation is made until the actual stay, the
s confirmed rate is guaranteed in the hotel's base currency.
h 1 Astaxes and service charges may fluctuate from the time a reservation is made untilthe
actual stay and during the actual stay, the Total Price is an estimate. Other hotel-specific

service charges may also apply. Check with hotel for details. Additional taxes may apply for
omzcrony hotels booked in Tokyo, Japan that exceeds 10,000JPY/person per stay.

1 Creditcard payments relating to Australian hotels incur a merchant service fee of 1.5% in
addition to the total amount payable.

N TRUSTE

| Gorporste nformton | CHy Guides | Hotol Diectory | Intanatona S | Alle Prgqmm | afinatGonnect| AAGC | Businoss Source

| Mol
London Holot | Now York Holols | Pars Hotoks | Washington OC Holol | ¢ owao Holols | San Eranciaco Hotols | Chicago Hotas | San Diogo Hotols |

Hong Kong Hotels | Toronto Hotels
IHG | InterContinental | Crowne Plaza | Hotel w-ugg| Nalmly on | Holday Inn Exgvess | Staybridge Suies | Candlewood Sutes
©2001-2011 IHG. All rights reserved. Most hotels are independently owned and operated.

‘Shanghai ICP Record Number 09027645
* Requires affilation in ** Bost not include affiation rates.
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INTERCONTINENTAL : ADDITIONAL CONSIDERATIONS

 Activation flow available from header
drop down for some brands

* Enrollment is available in several
languages

* Activation flow can be tricky to get to

SapientNitro ©2011 | CONFIDENTIAL

@ INTERCONTINENTAL

PRIORITYCLUB.

AMBASSADOR MemeerSnin X

Email o Mombort 3

HOTELS & RESORTS

505 NORTH MICHIGAN AVE + CHICAGO, IL, 60611 + UNITED STATES.
Front Dosk: +1-312-9444100 « Fax. +1-312.0441320 Select Hotel

worcvice
Jon Now

i st our 4,400 hotels

IterContinortal. Loam More. i Remermbar Me. PUSIGNINY

[Emil or Priorty Club# Ping]

Join Now! Leam More @ Dont remember me. orgot/Need PINH#?

THE JEWEL OF 3 ICENT MILE
isot istorc but hip, A o

iecaToer Fe oy Member Benefits Meetings & Events Customer Support
museums, stores, avy Pier
B LUB. e BT I R BT
WCHECK AVANABILITY,

ACCESS YOUR MEMBER PROFILE ONLINE
| As a member you can access your personal profile online with your Priority Club® number and
) a Personal Identification Number (PIN).
hicago O’Hare HOME
FIND A HOTEL Select an option:
L

T B R P SR T RESERVATIONS © 1am a Priority Club® member logging in for the first time, and need to create a PIN.

ADAZZLING WORK OF ART ON THE RIVER IntorContinontal Chicago O'Hare is tho area's first

® | am a Priority Club® member, and have lost or forgotten my PIN.

S o B ® 1am not a Priority Club® member, but would like to join.

Wigey Fiod e ’ © 1am a Priority Club® member, already have a PIN, and need to log in to my account.
and Chicago, making . ideat

Quests.

CHECK AVAIABILITY, Emailor Priorty Club

ABOUT US
MEETINGS & EVENTS
SPAS

RESIDENCES

HOTEL DEVELOPMENT

©2001-2011 1HG. Allights resen
‘Shanghal ICP Record Number

Hotels AnWhere

Redee for stays virtually anywhere worldwide  For US/Canada verification: U.S. (5-digit ZIP Code), Canada (must insert a dash after third character)

Press Office | Phone & Email | Hotels | Member Terms & Conditions | Terms of Use | Privacy Statement | Email Managemer( Center

Join Now! Leam More @ Don't remember me. Forgot/Need PIN#?.

Reservation Member Benefits Meetings & Events Customer Support
Earn Points/Miles Redeem Points |  Offers | Partners | Voted #1

tement | Email Management Center
te Program | Mobile Aops |
ridge Suites \ Candlewood Suites

|
HOME CREATE YOUR PIN and operated

FIND A HOTEL

Please set one up now by entering your Priority Club® number and choosing a PIN. If you
RESERVATIONS have lost your Priority Club® PIN, please click here.

* Required Information

* Your Priority Club® member
number:
* Your ZIP/Postal Code:

* First Name:

* Last Name:

Please enter a Personal Identfication Number (PIN) of your choosing consisting of four numeric digits. You wil
use this PIN to sign on to the secure areas of the Priorty Club® Rewards Web site.

*New PIN:

* Verify PIN:

[ I certify that | am at least 18 years of age.

TRUSTe

IHG | InterContinental | Crowne Plaza | Hotel Indigo | Holiday Inn | Holiday Inn Express | Staybridge Suites | Consiond Suies

Hotel Development | Corporate Information | Hotel Directory | International Sites | Affiliate Program | Mobile Apps |

©2001-2011 IHG. All rights reserved. Most hotels are independently owned and operated.
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KIMPTON : ENTRY POINTS

» Can access account flows from
primary navigation

« Can’t authenticate directly from home
or other pages

' (.. > 7 Kimpto ii
* At least three links to the Kimpton e O °ndwe"neswmb°:°::>
InTouch informational page from the » | . &
primary navigation

J 3 Free wifi
Snuggle up > Save in Valentine's . & Raid the
in Seattle . theCity | /. is a wrap Mini Bar
Rates from ’ W 15%off W Book a Join our

30% off \ 70 Park Avendd Robe-mantic Refreat-§ Loyalty Program

to Kmpl n Hotels & kind hotels and

hope that your Kimptol paksy appetite for - fun
rcommlme it to make m e world a better pl X Athpt , we consider
, delight and celebrate yo

K I M PTON- hotels & restaurants 800-KIMPTON (800-546-7866)

Contact Us Privacy Legal Sitemap International Callers &

Kimpton Hotel & Restaurant Group, LLC ©2009 222 Kearny St., Sulte 200, S:
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KIMPTON : ACCOUNT FLOWS

» Enrollment flow is broken into steps

» Most of the form falls under the
second step, but information is
grouped manageably

» They make it fun

$SapientNitro“ ©2011 | CONFIDENTIAL

KIMPTON

hotels & restaurants

Restaurants | Meetings/Weddings

Reservations | Promotions | Hotels Services | Programs

Join Kimpton InTouch Loyalty Program

preferences every time you stay with us and (2) reward you for being true to us.

just tell us your story!

Start by creating an account:
E-mail
Create a Password

Confirm Password
Lefs get started

Questions? Need help? No problem.

4”, Help Please call our friendly. (toll free) (local)
to Chat § Or if you prefer e-mail us at guestioyalty @kimptonintouch.com

ABOUT US DEVELOPMENT HUMAN RESOURCES DIVERSITY & INCLUSION

KIMPTON' hotels & restaurants

Contact Us Privacy Legal

Kimpton Hotel & Restaurant Group, LLC

OETE oNTE onmm

Gender (ssectone
Kimpton InTouch is our guest loyalty program that brings together two excellent benefits: (1) cater to your persd ~ Sithéay Vowh %

800-KIMPTON (800-5

KIMPTON

Resestons | Promations | Hotls | Restursots | Mastngeheddngs | Services | Programs | Kimpon ot | (ENED
olels & reslaurants

L) sort I 5o I Finish |

Join Kimpton InTouch Loyalty Program

Salutation*

Frt Name+
Lasttame+ s
Company Hame
Nanage iy Nowsheors
e
a

Preferred mailing address+ (Seectone %)

Contct Ko nTouen

Statefprovince* soect 2] Croose a kimpron Horel &

Zio/postl Coser
Telephane:
Emai

Primary Travel Purpose Seect One

My stay Favorites:

1 slcp best when 1 lay my head an: | Seec pilow Tyoe et

Tm happy when my room i seect Room Locaton

* Kimpion iTouch Sign
My Resarvatons

11 waset werking, 1d be Bt Rate Guaranon

Specil Request

Smoking: [ Non-Smoking 2

When T have time,  read:

Ofrtacubre  Ontessiment  Cfeshion  Oltews OTechnology  Celiness
Obusiness Cenronment  OGof  Clowsoors  OlTravel Cowine & Food
Coesignaste  Cramiy Omsic  Ospors

Ve il delver 3 newsoaper t your door 1Yo WER. \, \eyspaer i o)
Plaasa make & slectan: (NoNewspwerpense %)

T

m onother
Pl entr thir e-mal ner 35 we can thank tem.

My Virtual Membership Card:

o make things mare convenient and t help stay grean, downlosd
our i your.

{nTGuch nformation 3 your inger ts. uet cck the submit button
Selow and your VCard wil e Saved & your competer

My Travel Intorests:

Jrr— 5%t oo from

Shecaloners = S s, a5

REiive moity nensletiers, ncangyow 0 0 e 0 0

Sess Sl o ek the et s ane Srfessans wne

e o Bt e, sna
it

) MHealth & ‘comfort ang

Ay e TR e

S R EIEE o o
silacds trough our partnersnip

besl

st
R e O O

S B

e ot vour tove
Eeam 350 Kimptons e enay oetess, () By
i B it the T for el Lo B Facesges ans e vew 5
S5 many wars 1 i o ao ¢ | et e vou

use your make your Hotel.

= s s Terma & Condiion fr ful srogram cesals
= W s, e o st yout parsol nfcmation wiehaters. rivacy Statement

e DEvELOPMENT AN )

veo Bz o newEST

800-KIMFTON (800-546.7866)

Cotac s privecy Lags Stemapntemtions Caliers 1 paril MW Fracsss B
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KIMPTON : BOOKING

* Clear call-to-action to either RESERV,
authentlcafte for their revyards program S —
or enroll within the booking path | @ | (@ | @ — 1

Sz Siiiiiica il

KIMPTON' (S s Sy " MeetingsWeddings | Services | Programs | Kimpton nTouch | (CEEENINNEYD

* Provides a thoughtful 3-step A
enroliment process focused on OLTE ORIN omTn | [
understanding guest preferences Kimpton IoTouch s ot JUsS, Lol program that bring Sogether o sxcelient bencfis: (1) cater to your persoral |

Personal Profile

L Ly [

Rewards

Start by creating an account: Inner Circle Elite Level

E-mail Manage My Newsletters

Create a Password .

Contact Kimpton InTouch

Confirm Passwort d

» Specific benefits could be articulated
more clearly

Noed Help? ‘ Please call our friendly (toll free)
Click to Chat Or if you prefer e-mall us at guestloyalty@kimptonintouch.com

Terms & Conditions

$SapientNitro“ ©2011 | CONFIDENTIAL 33



KIMPTON : ADDITIONAL CONSIDERATIONS

KIMPTON Reservations | Promotions | Hotels = Restaurants | Meetings/Weddings | Services | Programs | Kimpton InTouch
hotels & restaurants

» Good presentation of benefits content Learn More

Join Now

i
e ———
| Rewards

Inner Circe Eite Level

=~

A }\ ’ Manage My Newsletters
e BRI S

b4 FAQ

* Lack of ability to authenticate from e
most pages of the site

Stay true to you® ! =
How can we make your Kimpton experience Stay true to you? Simple. Join Kimpton InTouch, tell us your story and we'll Choose a Kimpton Hotel |5
take care of all the little details that make your stay more in touch with... you! o

Bl Learn about Rewards Doparture |
Nghts  Aduts  Chid
Why Be InTouch?: Recognition, rewards, free internet, the chance to "Raid the Mini Bar,"

exclusive e-offers, advance previews, upbeat news, personalized stays and more! (Plus, it's Rate Code
free?) Maybe the better question is why not? orGlobal

B Join InTouch Now

B Sign in to MyStory

« Limited language support

KIMPTON

Reservations | Promotions | Hotels | Restaurants | MestingsWeddngs | Servces | Programs | Kinpton tToveh | (CuSEE
hotels & restaurants

2 Tell Us Your Story: You know what's important to you. §
need to know your story: when you travel, what makes
what helps you sleep better and feel more at home, what}
know. Create a MyStory Profile Now!

Sign In

Reward Yourself: As an InTouch member, you'll earn a \\ i
every 7 eligible visits or 20 eligible nights, whichevd ! | e i o Love
MyStory page to check your balance. For a quick explana

nights work, read this. If you are a real road warrior, we
>4 the Kimpton Passport Reward. FAQ

Manage iy Nowsiaers

- ——
Kimpton InTouch Guest Loyalty Program = vems a conseons

LA - .
based on annual eligible nights or visits; credit towards these does not accumulate from year td

InTouch is more than a guest loyalty program. It's your personal Kimpton story. Read on! — -

Kimpton InTouch members, sign in:

ABOUT US DEVELOPMENT HUMAN RESOURCES

Kl MPTONmovels & restaurants

ot Tpes
 Rates & Avataitty

Nt member? Join Now

Contact Us Privacy Legal Sitemap International Callers Forgot your pessword? Click here

» Kimpton inToueh Sign in

InTouch Desk ot or 506-637-3376.

Kimpton Hotel & Restaurant Group, LLC ©2009 222 Kearny St., Sulte O emal guestioyaltyimptongrous com

Aeour s DEVELOPHENT DBz

KIMPTON /e  resourants

ConacxUs rvacy Legal Stamap Iesmatons Calers W8

SapientNitro ©2011 | CONFIDENTIAL 24



UNITED AIRLINES : ENTRY POINTS

* Access to enrollment and
authentication flows from module on
home

* Access to benefits section from home
 Login module on left side of interior

pages gives access to enrollment and
authentication flows

» Access to account from header is a
static link

$SapientNitro“ ©2011 | CONFIDENTIAL

WUNITED

Looking for Continental Airiines services? Visit continental.com

Flights Check-in  Flight status

BOOK FLIGHT REDEEM MILES

From (Find airport) To (Find airport)

() search nearby airports (] Search nearby airports

@Roundtrip O One-way > Multicity

Departing
B [(Anytime 5]
Returning

Introducing

bung_e's

AVAILABLE ON MOST
AFTERNOON AND EVENING FLIGHTS

Save up to 20%
when you purchase select
food and beverage items together.

Learn more

WUNITED

Paniog & booking ~ | Aesenatons & check-n ~ | Misaps P~

‘Why united.com?

Top reasons

Low Fare Guarantee

PayPal is now accoptod on united.com
© Loarmmors

| My profile I Worldwide sites | Customer service

Planning & booking Reservations & check-in ~ Mileage Plus® ~ Services & information ~ Type your question... |[Ask

i Shopforflights | Specialdeals | & Travel Options by United

Log in

Mileage Plus # or email address

> Forgot password?
Password R
> Need password?

) Remember me

Start with
® My Mileage Plus

O My reservations

Start eaming miles today Join Mileage Plus

united.com benefits and features
‘ > Low Fare Guarantee

aLunitad como

United and Continental
Leam more about the merger

h
CHOICEMENU Travel information
[1ofd][¢ n |
> Baggage policy updates for travel to India
United news and deals > View travel requirements and regulations
E-Fares: Save on weekend getaways
Enjoy extra legroom for an entire year Premier Travel
Marriott MegaMiles: Earn triple miles Opt for more comfort, more
Enter for a chance to win 3 Perfect Days foproou e lensisaking?
o Learn more
Take our survey & you could win miles
Earn wt 30,000

.. Bonus Miles and
- no annual fee the first year
:

areers | Site map

Stay connected to United: E Mobile n Facebook k= Twitter
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UNITED AIRLINES : ACCOUNT FLOWS

» Enroliment flow gives access to
activation flow and vice versa

* Enroliment and activation forms are
consistent

* Enrollment and activation are so
similar they could be combined

$SapientNitro“ ©2011 | CONFIDENTIAL

WUNITED My profie | Workdwide sites

Planning & booking Reservations & check-in ~  Mileage Plus® v Services & information ~ Search site

ooking for Continental Airiines services' i f S|

Home > Mileage Plus > Join Mileage Plus

Join Mileage Plus

If you are already a Mileage Plus® member, please create an

online profile. Why join?

> Eam miles for things you do
If you are not currently a Mileage Plus member, please fill in all every day.
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UNITED AIRLINES : BOOKING
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UNITED AIRLINES : ADDITIONAL CONSIDERATIONS

» Enrollment benefits are well presented

on the Why united.com page

$SapientNitro“ ©2011 | CONFIDENTIAL

WUNITED

ooking for Continental Aifines services? Vi

Home > Services & information > Why unted.com?

Why united.com?

¥ Login

Not a member?
>Sign up now

Top reasons

Low Fare Guarantee

You'l find the lowest United fares on
d.com. We guarantee It

Online check-in

Find your Mileage Plus number

‘You can search for your Mileage Plus number online using either your email address or your

name and address.

@ Search for my Mileage Plus number using my email address.

Email address.

The emai address you enter wil be used only to find your Mieage Phs account number
© Search for my Mileage Plus number using only my name and address.

(Continue)

Help When you check In for your flights at
united.com, you'll receive a discounton
prepald, checked bag fees —and spend less
time atthe airort

No booking fees

Atunited.com you won't pay booking fees —
no matier when or where you fy.

No cancellation fees

enhancements i )]

Booking your travel on united.com

justgot easier. See the changes
we've made to simplify your flight search

© View a step-by-step tutorial
of our new features

WUNITED

Planning &booking ~  Reservations & check-in ~ ' Mileage Plus® ~

Home > My profie > Password recovery

Retrieve your password

> Login Forgotten password retrieval

Not & member?
>Sign up now. Please entor your Mieage Plus number.
Forgot your Mileage Plus number?

(Continue )

About United | Investor relaton:

Compatiie browsers | Terms and condtions | Prvacy | © 20

My profle | Worldwide sites | Customer service

Services & information ~ Search site (2]

e to check n and
ss. Now you can
s from your moblle

Planning & booking ~  Reservations & check-in ~  Mileage Plus® ~ Services & information v Search site

My profile | Workiwide sites | Customer service

Book, manage and check in
for your travel at united.com —
the one-stop shop for all your
travel needs

Simplify your travels

Find everything you need to book, manage and
checkn for your travel at united.com. Go ahead
and get started now.

Book flights

Manage my reservations

PayPal is now accepted on united.com

© Learn more

Mileage Plus has a new look

Check out the new Mileage Plus
g
website
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AMERICAN AIRLINES : ENTRY POINTS

» Access to enrollment and authenticate
from module on home page

« Static link in header

AmericanAirlines’ @

American's fares are no longer available on Exped

Reservations

nformation - Travel Deals
Book Travel | Login || FlightStatus || My Resd
- D e o
Cars Vacations Cruses Act

No Online Booking Fees!
© Roundrip @ Roundtrip + Hotel “Ss! @ One:\
® Redoem AAdvantage Miles Mult

Depart From Arrive In

Looking For Destinaton ideas?

Depart Date Return Date

Travelers @ Show Results By
Adult (15-64) O Price & Schedule
‘Seniors, Crkren or Infants ® Schedu
Fight Schadulos

More Fight Search Optons

(promo code, cabin preferences..)

Find Flights.

AmericanAirlines’ o Login | My Account | 5] Engish™ | Contact AA | FAQ [ | co |

L“ American's fares are no longer available on Expedia o Orbitz - more information for our customers. ]
Products & Gifts Business Programs ~  About
Book Travel | Login ig My /
My Account

Login to View AAdvantage Balances and
Other Account Preferences.
AAdvantage Number Password

Forgot your password?

DEALS FOR
) Remember my AAdvantage Number on this computer for my next
vist. THE WEEKEND.

Forgot your AAdvantage Number?

AmericanAiriines’
e X View Next Weekend Deals )
Travel Deals esicies  AA News and Offers
mvanh%’ Shreveport $189* Midwest U.S. And Brisbane Travel
.notyetan AAdvantage member? To Barbados Restrctons @ Policies
Discoverth bensftsof memborsio in Amrcans tave) awards Dallas / Ft. Worth $149*  Double Miles To Spain, Belgium And

frogiam. Envollfoday and stat enjoying Advani
fits right

To Gunnison / Crested
‘away! Leam More Butte

Rostrictons @

American Airiines And Texas Scottish
Rite Hospital For Children Send Teens
To Winter Park

Enroll Now! » N
i 14
Aariage Ao Comstrat i YT s L1

“Each way, based on round-tr purchase. Taxes
and Foos Apply View Al Nows | View Al Offers

Budget il
B A m?’::a?les A . DO MORE WITH YOUR MILES
B conus Mies sy oLy antage Car and Hotel Awards | Redeem Now )
MAdvantage Lowest Fare 2 Email i Your Choice
ol » LearnMore »

Subscribe ) Personalize Your Trip )

resoper.

L AN
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maooo | AVIS Bt buysmiles
Savings + Mies Bonus Miles
Akdva Lowest Fare

(=2

IS WI-F1 ON YOUR NEXT FLIGHT?

Know before you go )

nroll

Learn More )

Your Choice

Subscribe ) Personalize Your Trip )

& ) EEER
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AMERICAN AIRLINES : ACCOUNT FLOWS

AmericanAirlines’ @ Home | Loon | My Acoun | 3 Engen | CaritAA | FAQ | [<0 ]

Reservations - Travel nformation ~  TravelDeals ~  AAdvantage® ~  Products & Gifts - Business Programs ~  AboutUs ~

* Layouts are longer than necessary e s
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AMERICAN AIRLINES : BOOKING

Login | My Account | E= Eng

AmericanAirlines’ @

b C I ea r O ppO rtU n |t|eS to a uth e ntl Cate Into A American fares no longer offered on Orbitz, Expedia and its subsidiary, Hotwire - more infori
the rewards program/redeem rewards
for current members

Book Travel Login Flight Status My Reservations / Flight Check-In

-
o= S
Hotels Cars Vacations

No Online Booking Fees!
2 Round-trin & Rnund.trin 4 Hotel - Save! @ One-Way
B Redeem AAdvantage Miles Multi-city

Cruises  Activities

* No clear call to action to enroll in the
rewards program

* No communication of rewards
program benefits
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Depart From

Elight Detai's

2 ]

Arrive In CiTiEs
ON SALE.

¥ i Ene PNmcbioeriice I

A 321 11:00 AM  12:40 PM () $111 ()s253 ) s477 (O s787 () s938
LGA ORD
Elight Details
R
Page 1 from $111 | Page 2 from $111 | Page 3 from $111 | Page 4 from $111 | View All Results
R
Optional Login
AAdvantage members: To continue the booking process using your || Continue Without Login: If you do not wish to Login or you do R
saved preferences, please login below. not have an AAdvantage Membership. io purc

Your password is case sensitive and must be 6-12 numbers and/or letters.

AAdvantage Number:

Password: C

R |

Remember my AAdvantage Number on this
— computer for my next visit.

Forgot/Need Password? Forgot AAdvantage Number? Password Help FAQs

Not an AAdvantage Member? Start earning your miles today.
Enroll at the end of making your reservation.
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AMERICAN AIRLINES : ADDITIONAL CONSIDERATIONS

» Site is available in several languages

» Account activation flow is unavailable

$SapientNitro“ ©2011 | CONFIDENTIAL

AmericanAirlines’ @

Ingrese | MiCuenta | & Espafiol¥ | Contactenos | FAQ | m

J\  Expediay Oritz ya no muestran las tarifas de American, ingrese aqui para oblener mayor informacin
American's fares are no longer available on Expedia or Orbitz - more information for our customers.

informacién de viaje ~  Ofertas de viaje ~

AAdvantage'

Reservar viaje Ingresar

=
Hoteles  Autos
{Sin cargos por reservar en lineal
O Iday vuelta @ Séloida Muiltiples ciudades
® Canjear millas AAdvantage
Salir de Liegar a
£

Estado del vuelo

Vacaciones Cruceros Actividades

Mis reservaciones / Check-in en linea

Productos y regalos ~ P

LAS TARIFAS (!
DE AMERICAN :.\/ =

YANOSE OFRECEN .
EN ORBIT »
EXPEDIA. -

Pasajeros @
@B Aduto

Adultos mayores, nifios o infantes

Horarios de vuelos
Més opciones de blisqueda de vuelos

Busca
(c8digo promocional, cabina preferida...)

r vuelos

AmericanAirlines’
® N Aqui siempre encontraré nuestras tarifas més bajas »
Ofertas de viaje Cambiar ciudades Noticias y Ofertas
New York Kennedy $292* Procedimientos para viajes: Medio
A Zurich Restricciones (o Oeste de EE.UU. y Brisbane
Chic: 0 $1 49' American cierra el afio como la mejor en
AGunnison/ Crested 2 ¥ Primera Clase
Butte

* Resumen de los cargos al equipaje
Orlando $200
A San Salvador Restricciones @ ehequeado

“Cada via, en funcién de la compra de un viaje de

MAS NOTICIAS | MAS OFERTAS
iday vuekta. Aplican impuestos y cargos

buyAamiles

Budget
Earn 40,000 Avis 5
Bonus Miles Up to 35% Eamn

Savings + Miles Bonu

AmericanAirines CRUISE ONCE. VACATION TWICE.
=Cruisesas” Earn up to 25,000 miles towards a future trip ))

AmericanAirlines’ @

vome | toon | g | Gorctan | 720 [<0]

Acglespeus  GRURSE ONGE. VAGATION TWIGE.,

Cruftesm

Your Choice

0 1 0B

Plan de Ser
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nformacior
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FINDINGS & RECOMMENDATIONS : OVERVIEW

Several key topics emerged from the observations as relevant to consider when
addressing Hyatt Gold Passport account flows

 Navigation to account flows should be easily accessible to users as appropriate

« Content about Hyatt Gold Passport should be accessible and compelling

» Forms should require no more or less information from users than necessary

» Enrollment process can be better organized and may differ depending on user flow and channel
 Functionality and content should be consistent across Hyatt

 Labels for account flows should be consistent and intuitive
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FINDINGS & RECOMMENDATIONS : NAVIGATION

Navigation to account flows should be easily accessible to users as appropriate

* The site should provide ample points of
access to account flows.
* While links to enrollment and

* Links to account flows should be authentication are common across sites,
consolidated in the same areas — such as there are inconsistencies regarding
the persistent header module, account interactions and placement.
module on the Hyatt Gold Passport page
etc. * The differences between enrollment and
activation are sometimes as slight as just
* Cross links should appear so that users one or two questions different.

who start down the wrong flow can switch
to the correct flow.

* It is beneficial to users to have the option
to enroll when they are already entering in
information for other purposes, such as
during the booking flow.
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FINDINGS & RECOMMENDATIONS : CONTENT

Content about Hyatt Gold Passport should be accessible and compelling

* Information about loyalty programs should
be compelling and of sufficient quality and

quantity. * All of the sites considered feature areas of
content in which the benefits of
* It should cite examples of benefits that are membership are specified.

real and specific.
* For some sites, this content is thorough

« Limited benefits content — highlights — and compelling. For most sites, compelling
should be pulled into the account and content is brief or non-existent.
booking flows with clear links to the more
extensive content.

* If there are different flows for different
types of account activity — such as
enrollment versus authentication — these
differences should be clarified for users
when possible.
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FINDINGS & RECOMMENDATIONS : FORMS

Forms should require no more or less information from users than necessary

* Breaking flows into distinct areas of
questions may obviate the need to break

them into multiple pages. » Many of the sites considered do not break
down account flows into distinct steps and
* Where possible, forms should be multiple pages.
shortened to their bare essentials. They
should ask users only for information that * Hyatt flows ask users for information that
is immediately actionable and will improve we know may not be currently used.

the user experience.
* (See also chart on next slide)

* While some sites ask users for information
such as social security numbers and bank
accounts, most rely on less objectionable
information such as email address for
activation, account number retrieval, etc.

» Most sites create one-to-one relationships
between emails and unique accounts.
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FINDINGS & RECOMMENDATIONS : FORMS : CHART

Marriott

Starwood

Hilton

InterContinental

Accor

United

American

Southwest

Initial Security Credentials
(When Loyalty Number is Known)

First Name, Last Name, Rewards
Number, Country, Zip/Postal Code
(Required for USA)

Last Name, Member #

Username or Hhonors #, Email
address

First Name, Last Name, Priority
Number, Zip/Postal Code, New
PIN, Verify PIN

Email address

The Name and Address
information you provide must
match the Current Mileage Plus
information

First Name, Last Name,
AAdvantage Number

First Name, Last Name, Acct. #, Zip
Code

Information Required for
Loyalty Number

Alternative process for
Rewards Number is email
address entry

Alternative process for SPG
Member Number is email
address entry

Alternative process is contact
Customer Service

Alternative process for Priority
Number is email address entry

Email address

Search for your Mileage Plus
using your email address or
Search by Name and Address

Process for for Aadvantage #
is entry of email address, First
Name, Last Name

First Name, Last Name, State,
Zip Code, Date of Birth

Profile Information

Activity, address, phone, date of birth, credit card

My Stays, address, language, credit card

Stays, phone, address, credit card

Activity, address, phone, passport, date of birth,

PIN, credit card

N/A

Activity, cell, email, home, business, pager, fax,
address, date of birth, sex, credit card,

companion

Activity, cell, email, home, business, pager, fax,
address, date of birth, sex, credit card, Bank

account for E-Check, companion

Activity, cell, email, home, business, pager, fax,
address, date of birth, sex, credit card, SSN

Alternate Path

Email Address
or Rewards
Number

Email Address
or SPG
Member
Number

Email Address
or Priority
Number



FINDINGS & RECOMMENDATIONS : ENROLLMENT

Enrollment process can be better organized and may differ depending on user
flow and channel

* Long processes like enrollment should be
better organized so that related questions

are grouped together. Questions that are * Across sites, many of the questions asked
related to account versus profile should be during enrollment flows are also asked
differentiated. during booking flows.

« It should be clear to users what is * (See also chart on next slide)
mandatory and what is optional
information.

* Enrollment can be a longer process when
users have specifically chosen to enroll
from the web

» Enrollment can be a quicker process when
users are coming in from other flows such
as booking or other channels such as
mobile
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FINDINGS & RECOMMENDATIONS

Hyatt

Marriott

Hilton
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REQUIRED INFORMATION

FOR JUST BOOKING

Search Options
Location

Dates

Hotel / Room / Rate
Credit Card
Cancellation Policy

Search Options
Location

Dates

Hotel / Room / Rate
Credit Card

Search Options
Location

Dates

Hotel / Room / Rate
Credit Card

Phone

REQUIRED INFORMATION

FOR JUST ENROLLMENT

Password

Password
Rewards Program Options

[None]

ENROLLMENT : CHART

REQUIRED INFORMATION
FOR BOTH

Name
Address
Email
Phone

Name
Address
Email

Name
Address
Email

OPTIONAL INFORMATION

FOR BOOKING

Room Preferences
Airline Information
Gold Passport #

Room Preferences
Marriott Rewards #
Company
Telephone
Comments

Room Preferences
Special Accounts
Company
Hhonors #

Tell us about your Travel

Comments

HYATLT,

OPTIONAL INFORMATION
FOR ENROLLMENT

Username

Mobile Phone
Customer Type
Preferred Language
Preferred Format

Promotion code
Phone

[None]
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FINDINGS & RECOMMENDATIONS : ENROLLMENT : CONCEPT  H Y AL T

Web Long Short Mobile Web ,
Enroliment Kiosk Enrollment » Ongoing
Form

Form Enrollment Engagement

\ 4

Enroliment

\/

Mobile A
Front Desk [— PP

Enrollment

Long Form

Phone —  ShortForm

Ongoing Engagement

Web
Booking

Mobile Web
Booking

Mobile App
Booking
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FINDINGS & RECOMMENDATIONS : CONSISTENCY

Functionality and content should be consistent across Hyatt

» The unique and sophisticated voice of the
Hyatt brand should be conveyed by all

pages, even account forms. » Many of the sites look dated and off-brand.

» The user experience should be consistent * Forms and account flow pages often have
between account flows and the rest of a very different look and feel than standard
Hyatt.com. pages.

 Hyatt is currently doing a great job with » Some sites support account flows in
internationalization. As new solutions are multiple languages, but the experiences
created, Hyatt should continue to offer are often not consistent across languages.
them in all of the Hyatt Gold Passport Several different page templates may be
languages. applied in different languages.

« Ultimately, all functionality should follow

this pattern of consistency across
languages — including account flows,
booking flows, etc.
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FINDINGS & RECOMMENDATIONS : LABELS

Labels for account flows should be consistent and intuitive

 Hyatt labeling is moderately consistent,
but should be more consistent where

possible. “Forgot Password” versus » Some sites are internally inconsistent
“Forgot Your Password” is unnecessary regarding the labels they use for account
variation. flows, but some labels are consistent even
across sites. For instance, all of the hotel

» Variation is acceptable if context calls for competitors refer to authentication as sign
it. “Join Hyatt Gold Passport” is in.
appropriate for a link whereas “Join Now”
is more appropriate for a button. * (See also chart on next slide)

« Activation should be labeled “Activate
Account”. While other sites use labels
such as “Need Password”, this may be
difficult for users to differentiate from
Forgot Password flow.
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FINDINGS & RECOMMENDATIONS : LABELS : CHART

_ AUTHENTICATION ENROLLMENT ACTIVATION FORGOT PASSWORD AUTO-ENROLL

Hyatt

Marriott

Starwood

Fairmont

Hilton

InterContinental

Kimpton

United

American

Sign In

Sign In

Sign In

Member Login
Sign In
Log In
Sign in

Sign In!
Login

Sign In

Log in

Login
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Join Hyatt Gold
Passport
Join Now

Join Marriott Rewards

Join Now

Enroll

Register

Join Now!

Join Now

Join Mileage Plus

Enroll Now!
Join the Aadvantage
Program

[Not Available]

Set up online password

Activate account

Activate account

[Not Available]

Forgot/Need PIN#?
Create a PIN

[Not Available]

Need password?

[Not Available]

Forgot Password
Forgot Your Password?

Forgot Password?

Retrieve password

Click here if you forgot
your password?

Forgot Password?

Forgot/Need PIN#?

Forgot your password?
Click here

Forgot password?

Forgot your password?
Need a New Password

[Not Available]

Not a member yet? Enroll now

Not a Starwood Preferred Guest?

[Not Available]

I would like to create an account

[Not Available]

[Not Available]

Join Mileage Plus now
Enroll me in Mileage Plus

Enroll instantly at the end of
making your reservation
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Thank You.



