Kimpton Nine Zero Hotel — Boston, USA



IHG is one of the world’s largest hotel companies

Europe, Middle East, Africa & Asia
1k+ hotels

220k+ rooms ~ 6,000+ hotels

@ 4 000+ owners
Greater

4k+ hotels
500k rooms )
China
580 hotels @ ~ 350K colleagues-
155k rooms
“Based on onalty program enrolment ©2022 IHG | Proprietary & Confidential I H G EEO;—SLRS';FS

**Employees across IHG hotels globally
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We serve ~700K people daily in 100+ countries across a range of segments...

Luxury Business
Lifestyle Groups
Essentials Leisure







Our customer experience is rich, spanning numerous touchpoints

Streaming Working Living Socializing

. which is both a challenge and an opportunity
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Crowne Plaza - Istanbul




We embarked on a bold customer transformation

SN © 7

Identify opportunities Execute with focus Accelerate

Key priorities

Navigated a crisis  Test + learn
Collaboration » Accelerate further
Digital delivery

« Customer
journey mapping
« 3-5year plan

* Organization evolution
« Data-driven, Agile

Focus of our discussion today
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We began with mapping the guest journey
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AWARENESS & PREPARATION & ARRIVAL & ON-PROPERTY ROOM SHARE & RESOLVE &
INSPIRATION Sleulilbie BRLEL PRE-ARRIVAL RECOGNITION EXPERIENCE EXPERIENCE BT RE REMEMBER READJUST

HOTELS &
RESORTS

IHG

©2021 IHG



To focus the organization, we prioritized key moments that matter

@ Awareness & Inspiration @Arrival & On-Property @

Product breadth + depth Elevated experience

@ Departure & Return
Re-launching best-in-
@ Planning & Booking class Loyalty proposition

Enhanced booking experience

©2021 IHG | HG resorrs



We've enhanced our portfolio offering and are furthering @
our purpose: True Hospitality for Good

NIGNETTE

CCCCCCCCCC

‘ i' #2 position in
Luxury & Lifestyle*

() Adapted to new
m traveler needs

ATWELL
_ SUITES®
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We are optimizing the booking experience

> More relevant and personalized

©2022 IHG | Proprietary & Confidential

BOOKING

> Faster, easier, and frictionless booking

| HG Resorrs



We drove guest satisfaction, gaining relative to the market

Guest Satisfaction Scores*
(IHG vs. Market) > Refreshed training for 350K+ colleagues

102.8 > Brand & Hotel initiatives

Market avg.= 100

2019 2021

*Based on third party travel social scores (e.g., TripAdvisor, Booking.com)
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We are transforming @

our loyalty program

> Data-centric

> Personalized
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" The New IHG® Reward‘ﬁ

Six Senses Koh Samui I H @ E'SSTEE%






Across the guest journey, we are delivering the experience

ENABLEMENT

with technology and our frontline team
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Co-created a Digital Roadmap
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350K+ colleagues delivering elevated experiences

HOTELS &
RESORTS

IHG
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Best practices and process insights

Six Senses - Bhutan

> Executive leadership & alignment

> Data-driven voice of customer

> Prioritize moments that matter (3-5 years)
> Align performance & rewards

> Invest in key talent

> Test + learn with weekly agile cadence

InterContinental - Maldives

Hotel Indigo — Dubai

I H ° HOTELS &
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Questions?

— IHG resorrs
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o'e’e REGENT

SIX SENSES

Bl ores >
CROWNE PLAZA
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INTERCONTINENTAL

HOTELS & RESORTS

Holidayim
Express

Holiday Inn

NIGNETTE

COLLECTION

avid

KIMPTON

HOTELS & RESTAURANTS

ATWELL
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