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ILast year ...

m In-depth look at social media
[1Facebook
O Twitter
OYouTube

m Touched on mobile

m Brief review of maximising your website’s
conversion capabllity
www.genesys.net l
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\\What's been happening since then

m Social media is working well for many travel
companies

m Popularity of mobile snowballing
m Consumer power continues to increase

m Some new buzzwords
0 SoLoMo
O Integrated marketing
O Loyalty loop

m Your website is still where you do your selling

www.genesys.net l
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850 Today's Topics

m [he buzz
0SoLoMo
OIntegrated marketing
O Loyalty loop

m Addressing consumer power
m  Converting visitors to customers

www.genesys.net l
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SoLoMo

m Social
m | ocal

m Mobile

JAcronym coined by venture capitalist John
Doerr of Kleiner Perkins Caufield & Byers to
sum up this convergence of 3 major powers

www.genesys.net l
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SoLoMo

m Soclal media interaction is now Martini
OAnytime, Anyplace, Anywhere

m Smartphones are de rigueur

m Everyone feels the urge to share
ORight here, right now.

www.genesys.net l
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'SoLoMo

m Location, Iocatlon Iocatlon

vodafone UK el vodafone UK 1

cancel Where Are You?

[5) status Phc Q

TOP STORIES North Circular Road
| 4 Local Business * 213 were here

N Lisa Al
supervi £ IFr:f: A406

supervi Local Business - 186 were here
- Sul

cambrig M1

Monday at 12:17 Local Business - 31 were here

¢ 12 people [ 6 EXpress By Holiday Inn

Local Business - 236 were here

M Steven Altmann-F Lavash
ﬁ http://www.youtub: Local Business - 132 were here

=nAVhYkzncJc&fe: Ministry of sound VIP

Danny Rose 'Magic Night Club - 23 were here
youtube.com L
The Dignity

Monday at 16:31 )
Local Business - 35 were here

Nicole Alison Ricl David Lloyds Gym

3 ;g photo. — with Elys Local Business - 3 were here

It's tar
_ Dav. I§5?A lI\?ew L|§e For
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Google+ 4@ 0o® e Siresm Q ¢

< Friends Nearby Acquaintances >

m Google Ma

Feople in your circles (4] People who've added you (31 Find peopl RUSSGH Square -

@ Fairholme Close, Barnet

%4l Cristian Lorenzutti checked in
36 minutes ago ® Public

Finally fish and chips! :)

—

Sort by Relevance = Find friends: @0 Yahoo! | 58 Hotrail | [l Uplos

Add & new "8 Jessica
pErEn 3 e empner
B Tuchar
’ - Balsara
Dlann Rachel
Willanueva Wil
Ahlanedo g

“Google+” Wo
Your Curre

| Don’t Allow |
David Lioyd R

hael Mangiol
@ Quality Fish Bar

[12 comments

Quinndell Blackwell - You have now
inform me of what is "Fish and Chips"
i'm surprise i never look it up, even
after hearing it so many times.

Drap Jim Carver - +Quinndell Blackwell
| | contacts here | [ Crunchy batter fried fish, usually cod
| to create a and fried potatoes. Mmm.

hewy circle

2011 Google - Terms - Content Policy - Privacy - English (United States) § Mo region

vodafone UK 1t 19:31 69 % ==

& =

ame

Maore actions -

35
stthews

e 3

atin
e

reth
liams

Send feedback






o gﬁtﬁﬂ{f - thegtravel technology consultancy
= i

What are the implications?

m |f your customers check-in, all their friends
here about your business

1Great for restaurants, hotels, attractions

m Your customers provide instant comment
O1f they are happy all their friends will know
O1f they are unhappy all their friends will know

m Instant comments
1 But they stick

www.genesys.fet l
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Get Involved
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j Motes

E:E Wideos

= Ciscussions

] Lirks

hout

Customer service email -
customerservice@hostels.comfind
us on bwitker: Rk,

[ore:

19,896
like this

151

talking abaut this

Likes See Al

Blog4NZ - Blog for
New Zealand

Runaway Juno

Hostelworld.com

Brooke vs. the
World

Twitkter

www.hostels.com

&) Like

www.hostels.com ' Everyone {Top Posts)

ostels.com

ek? htkp: ity uReERE

&1 2 peaple like this.

‘Write & comment. ..

www.hostels.com

Wall Photos

Hawe you entered our competition For a chance ko win 5 free nights in Flarence

Where in the world is this?

jghts in Florencel

[ people like this.

L) Wiew all 9 comments

L
“ Shelley Macm
1€ ! L

Brechtje Hoogeboom Covent Garden, London, with artist: wery
nice in a sunmy summer (20100

ke &h1

illan Easy one! Covent Garden London!
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Tweets

giraffe restaurant

@giraffetweet Amund the Lk

A restaurant group feat Giraffe Bar&Grill, Giraffe Cafe &
Firaffe Burgers. Brunch, lunch & dinner with global twist,
Amazing staff. Wetweet about everything

hittp: A giraffe. nat

L~

Favorites  Faollowing Fallowers Lists

giraffetweet girafe restaurant iy
Twowletseat We're not just yet but always good to follow!

13 minutes ago

giraffetweet girame restaurant [y
pinktwinkles That is exciting! YWhere's the poll?

3 minutes ago

IncitoBoy Fhil Rogers 13 by giraffeties L&

[cigiraffetweet (omovember pick of Claire _ yesterday's Giraffe Day
at the Festival Hall..Go girl ;)) pic twitter comiScOoubddt

1 hour ago

giraffetweet girafe restaurant LJ
UncitoBoy lave it The perfect entrant to our #showwyourma
competition!

| haur sgo

giraffetweet giaie restaurant
Day 3 of (iMovermber how's it going stubbly men of the nation?
#shownyourmo

Zhours ago

giraffetweet girafe restaurant ]
“185eventyl @aplusk Ahhhh what a cutiel

3 hours ayo

tigerlillytweet Tiger Lilly €3 by siraffetwest
If you would Like to Join us at the music video wrap party come to
Giraffe Bar & Grill in Soho from 7pm tonight cogiraffetweet

B hours aga

giraffetweet oirafie restaurant o
AndyDaniels 1982 Glad you enjoved it, everyone |oves those sweet
potato fries!

&'ﬂ About @giraffetwest

28,374

Tweeets

9478

Follawwing

389
Listed

14,606

Followeers

Fecent Images

This media was shared by girafietweet, someone you don't
fiollot,

Display media Abwavs display media

Similar to @airaffetweet - wew all

RealVimto Real Vimto - Follow
§ Vimto iy the nation’s favawrie priple drink - served v,

B BlueprintCafe Blueprint Cate  Follow
CAFE Blusprint Cafe is the perfect place to wratch the world..,

5 DouweEgbertsUK CiouwaEghetsUK - Follow
Here's your opportunity 1o ask Doigse Egherts anyt...

Following - view all

-4 BaDWEOE

About Help Blog  Mobile Status Jobs Terms Privacy
Shortcuts  Advertizers Businesses Media Developers
Resources @& 2011 Twitter
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What do you dO? i__. vodafone UK jifii__ 14:21 E4>g7e%='

IChaan ~lirmhie Chirda rauva HAactale 2 Hata
s 4 1S

li._ vodafone UK fifii  14:22 % 75% B3
UKk Reap Fliahts for Students at STA Travel | ST e |

i vodafone UK lifii  14:20

Of coce
ilho i---- vodafone UK “E:i 14:24

iThomson.Elights.—.all.the .assur:
[ wy 0871 702 9853
flights.thomson.co.uk/... © LG
*Calls cost 10p per minute plus network extras

= ‘/- Thoksan = Find a branch  Call me back Travel Help

‘ 2\ _

uk.statravel.mobi/flight..

. vodafone UK ki 14:22 R 75%
e li_.. vodafone UK. 0o 14:22 R R 75% (=

ebookers..n

book easier. travel happier

STA Homepage | Flights

H
— Hotel search B e ——

Fl © Search by city, point of interest, region | o thhts
—_— or airport

C Book cheap flights

[ STA Travel have séme m%n
to worldwide 2 stinati@h ko

‘| and bog!ilights today!

eap flight deals
our low fares

C: O Search by address A

Where

nnnnnnnnnn

Fly fr £291 return, plus loads more!

Holidays: |

'hy book your flights with T

To us, your flight is just as
important as the rest of your
holiday

Great service

Professional and smart, our crew provide
service with a smile - exactly what you'd
expect from the UK's biggest holiday
airline.

Asia

X Explor

Entertainment

| == | | ioa | | ) |

| <= | | == 100 | [ iy |




Integrated I\/Iarketlng

See i, then buy it Buy It, then see it
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Integrated Marketing

i Canyou help me? { What's different about ! How much? How
: i you? i long? And When?

AWAREMNESS CONSIDERATION INTEREST PREFERENCE

Areyou the best
i value for me?

What do you do?

www.genesys.fet




The holy grail is:

-Consistent branding
across all channels

-Properly configured
and displayed for the
channel

-Accessing the same
pricing, availability
and customer
databases
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Loyalty Loop

._Cﬂnsider“”‘ --------

v. Evah._late
Bond :
n‘n\ Loyalty Loop
Advocate

Harvard Business Foview Dec 2000

www.genesys.net
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Loyalty Loop

www.genesys.net I
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Addressing consumer power

B Remember “United Breaks Guitars?”

www.genesys.net l
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Get case studies and highlights from

Dave's speaking tour at
wnnwy, LnitedBreaksGuitars.com

043 /4357 3600

11,075,458

nd highlights




'This is how it should be done

%. Alaska & Horizon Presidents Apologize for Computer Outage

Alaskalirvids 9videos [¥] | Subscribe

n
Glenn Johnson Brad Tilden =)
President, Horizon Air President, Alaska Airlines ‘

AR AN

¢Blike 59 | + Addto~ | Share | W 10,055
Uploaded by Alaskairyids on 26 Mar 2011
; e a1 likes, 10 dislik
A computer system outage that disrupted about 15 percent of Alaska Airlines R RRR
and Horizon &ir flights today has been partially restored. Alaska and Horizon D s Seen On
flights are operating, although many are delayed by two hours or more and Rl el Mo

additional cancellations are possible. We ask that customers continue to
maonitor alaskaair. com.
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Monitor your reputation

m Lots of tools
0Google Alerts
OYahoo Alerts
b0 SocialMention Alerts
OO0 TweetBeep
O MonitorThis
O BoardTracker

. Or just search for yourself

www.genesys.net l
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Respond

@ tripadvisor:

Ahout TripAdvisor
Help Center

Fact sheet
Curteam

Jobs

Privacy policy

Copyright Complaint
palicy

Terms of Use
Press center
In the news
Press releases
Awards

Get listed

Wirite 3 review

Management response

Travel Advisories

Haorme

Submitting a management response

TripAdvisor allows representatives of hotel, restaurant, or attraction management to respond to reviews written about their
property. Responses meeting our posting criteria will be displayed on the TripAdvisor site directly underneath the relevant
rexview, We will not post responses directed solely to the author of the review, \We will not post responses directed to
Tripadvisor staff, or commenting about Tripadvisor policies.

Flease note that Tipadvisor may contact the property to verify that you are a representative,

The same editorial guidelines apply to owner responses as to user reviews, and responses containing any of the following
will not be posted:
» Profanity or threats
» Personal insults
¢ Reports of vinlent criminal activity
» Commercial web addresses, e-mail addresses or phone numbers for promotional purposes
» Text entirely in ALL CAPS
» Hearsay
b Content not relevant to tourists
¥ HTML

Mot registered as an owner yet? Visit TripAdvisor.com/Owners to find your Management Center. If you have already
registered as an owner, then simply sign into your TripAdyisor account and click "Manage your listing” at the top-right of any
page. This will take you to your Management Center,

Once registered and signed into your Management Center, click the "write a management response” link in the "Quick
Links" section.

MNofe: Before posting your response, read the full management response gquidelines.

If wouw are a vacation renital rmanager or owner whose listing was added #o TrinAdvizor wa SipKey or Roliday Lettings, vou musi
subinlt mahagerment responses throualh the Hipkey website or the Holiday Lettings website, Trinddvizor's Management
Besponse Guidelines apoly to all responses submitted wiz FinKey and Holiday Lettings,

www.genesys.fet
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' RedRobertino = 20 of 39 Messages RedRobertino

18/ 322008 22:4:2

~Jo-ann Robertson 5 | Hi there, yes Richard has been In
o @RedRobertino MNS | touch. Thanks for all you help -
LAY ARilal been very impressed with the

response after you found my rant
giraffe at Heathrow ajmnn is the on twitter! Have a great Christmas.
worst service i have ever 18/12/2009 22:20
experienced - slow and very rude Hey. Tﬁﬁﬂﬂmnwmﬁgad my email -
ﬁm 1o check if Hiﬂam hﬂs

mobile web - 11/12/2009 19:47 emailed you... Have a great
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Converting customers to
Visitors

www.genesys.net l
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Basics — the five point plan

1. At the start — match the expectation

2. Provide all the information needed to
make the sale

3. Clearly signpost the information journey

4. Glve the customer confidence to do the
deal

5. Make sure the booking process is as
simple and clear as possible
www.genesys.net l
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Match the expectation

www.genesys.net l
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Web In

Google
Search

Everything
Images
Maps
Videos
Mews
Shopping
hore

Show search tools

beach holiday india

Adz - Why these ads?
Beach Holidays India - Personalised Holidays to India
wany industours.co.uk/BeachHolidaysindia
iew Online or Call Our Specialist,

Beach Holiday India - Looking For An Autumn Getaway?
wawnw thomascook. comdlndia - 123 =eller reviews

Book Mow For India Savings!

Book All Inclusive To India - Highland Beach Hotel - Book Today

India Holiday Packade - Planning A Holiday in India ?
www. holidaysinindiadu.com
Talk To Us. ‘e Offer Private India Tours

Beach Holidays in India Beaches in India India Beach Holidays ...
www. capertravelindia, comfindia/beach-holidays. html

Beach Holidays in India,Beaches in India Beaches of India,India Beach Holidays,
Beaches Holidays India,Indiz Beach Holidays Indian Beach Holiday, India ...

Sunny Beach Vacation Holidays in Beach Resors - India Travel Agent
us travelchacha. com/india-holidays/beach-holiday html

India has a good range of beaches some famous destinations are Goa kerala
Tamilnadu Crissa which attract tourists from all over the world 1o enjoy holiday at ...

Goa Holidays India, Goa Holiday Packages India

wannw, cultureholidays. com/goa-indial

S+ iterms — Goa, farmous for beach holiday, is one of States of Indian Union ...
= Beauty of Goa — 03 Mights/ 04 Days

= Bewitching Beaches — 10 Mights/ 11 Days

= Culture Heritage South India Tour — 15 Mightss 16 Days

anos | Book holidays to Greece, Turkey, Cyprus and India

wannw thomascook. comdbrands/manos/

Book your ideal holiday to Turkey, Greece, Cyprus or India. ... of Greece, unwind on
the sun-soaked beaches, or sample 2 islands in 1 on a twin centre holiday. ...

Beach Holiday Resort Goa India, Accommodation in Goa India.
wwrw. anuphoelidayhomes. com/

Anup Heliday Homes - is a perfect family hotel and Beach Holiday Resort in Goa
India. Ve offer affordable Accommodation in Goa India. Leam mare about our ..

India Beach Holidays Beaches in India, Beach Resorts in India ...
v indianbeachresorts.com/

Indian Beach Resorts- A complete infarmation portal about beach heolidays in India,
beaches in India, beach resorts in India, and beach holiday packages

Fopular Beaches of India - India Beach Holidays
wwrw. indianbeachesportal.com/india-popular-beaches/

—
W

Az - Why these ads?

Exotic Beach Trip - India
wwawenchanting-india. co.uk

Relax in Your Private Paradize.

Design Your Customized Holiday Movwd

India Holidays From £225
waewe 0ly mpicdirect.com/India
Holiday to India From £225.
Deposits fr only £49pp. Book Today!

Holidays to India

wwwe. bridgetheworld com/India
Tailor-made Holidavs {0 India.

China Holidays
iy, kerwnodtravel. com/China
kenwoodtravel.com is rated

Tailor Made Holidays to China
Book Online or Call 020 7748 9275

Holiday [ndl3
wewr audleytravel comfIndia
Personal service - expert advice
Luxury Tailor-made Tours of India

China Beach Holidays

i v, comfChina
Leading Specialist Tour Operator
Escorted Tours & Trips to China

Beaches Luxury Holidays
wriy. beachesresors. co.uk
Official Site: Book Luxury included
Family Holiday in the Caribbean!

Great valug India holiday

weew nahindrahomestays. comdtineraries
Private packages to see real India

Stay in award winning homestays

See your ad here s
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TRAV

VIrgin ariannc‘g

Awards achieved by
Kenwood Travel

President's Award 2011
Platinum Award 2011
Platinurn Award 2010
Platinurn Award 2009

Gold Award 2008
Gold Award 2007
Gold Award 2008
Gold Award 2005
Silver Award 2004
Bronze Award 2003

3,
Emirates

Praferrad Partnar

"= BRITISH AIRWAYS
Appointed Operator

Book with Confidence

All our holidays are Bonded
giving you 100% peaca of
mind that your money is

zafe with us

our anline
credit card
payrmants
are secure

Secured by Yerisign

oD
EL

A haliday to China will take you to a country full of the world’s oldest traditions, some
of the most unigue landscapes that the world has to offer and a culture so varied from
the western world that you will be amazed by what you encounter around every

corner,

For most people who holiday to China it is a fulfilment of a long held dream, to see if it
is as you have seen in so many movies and film reels. To list all of the sites that you
must wisit on your China holiday could fill more of this page than the rest of this
website put together! There are some sites that have found themselves elevated
ahove the athers the country has to offer such as the amazing Forbidden City, located
in the centre of Beijing there is no China holiday complete without visiting here, The
Imperial Palace of both the Ming and Qing dynasties from 1420 to 1911, the comples is
over 720,000 squares meters and is the largest existing preserved imperial palace in
... Read more

Browse for inspiration helow or use our online holiday search to the right.

Vietnam Holidays China Holidays

China is the fastest
growing economy in the
world and holidays to
China are in demand,
Call us now for a quote,

welcome to the land of
the ascending Dragen,
where east masts west
on your Vietnam

haliday

Cambodia Holidays Bali Holidays

Y Thrill your senses with
the armazing Angkor
ternplas in this up and
coming tourist hot spot,

Irnmerse yourself in
the unigus Balinesa
culture whilst sunning
yourself on the best
beaches Asia offers,

Malaysia Holidays Hong Kong Holidays

i Book luxury holidays to
Hong Kong at
affordable prices

5 Choose fram 5 huge
iy tarige of Malaysia
Holidays, all baokable

020 7749 9275

Open from 02.30am - 22:00pm

© Flight + h
@ Flight or fly drive

tel only

Far East

‘Destination

Del?un

Hotel

Al Hotels v

Leaving on

1 from:
London [ALL) ||

Newsletter
L Sign up FREE
to receive our spacial offars

Retrieve quote
Enter your unique

reference no. below

No time to browse?

Let us find your perfect
holiday




Exotic Beach Trip - India

wwewr. enchanting-india.co.uk

Relax in Your Private Paradize.

Design Your Customized Holiday Mowd

India Holidays From £225

wann, 0lympicdirect. com/fIndia

Holiday to India From £225.
Deposits fr anly £4%9pp. Book Taday!

Holidays to India
waniy, bridgethewarld. com/India

Tailar-made Helidays to India.
Speak to our travel experts taday!

i_hina Holidays
wawewy, bk erweoodtravel comfChina
Block all kenwoodtravel coméChing ads

i_hina Holidays
wannwy. kernodtravel comdChina
kermeoodtravel com is rated

Tailor Made Holidays to China. ke_nwnndtravel.cnm is rated.
Book Onling ar Call 020 7743 9275 Tailar Made Holidays to China.
Book Online ar Call 020 7749 9275

Holiday India

weeewy. audleytravel com/India

Personal service - expert advice
Luxury Tallormade Tours of India

i_hina Beach Holidays
wenewy v com/China

Leading Specialist Tour Operator
Escorted Tours & Trips to China

Eeaches Luxury Holidays
wanw'. beachesresorts. co.uk

Official Site: Book Luxury included
Family Holiday in the Caribbean!

izreat value India holiday
wan. mahindrahomestay s com/fitineraries

Private packages to see real India
Stay in award winning homestays

Zee your ad here »
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Provide all the
Information needed to
make the sale

www.genesys.net l



Manage ry booking = APl Login » Ermail sign up » Wiew search history » =) Wiew my shortlist = s

®
‘/ Thomson

Fiesta Jungla Search*Eesults *Fiesta Jungla details *Selzct flights > Options * Payrent > Confirmation

in Magaluf, Majorca

GO0 | Email page [ Bookmark page ElJ Print page
Per Person £534 Fiesta Jun Ia
Total Price £1,068 g
Includes web saving -£40 in Magaluf, MaJorca [T T T] Add to shortlist

(3 Depositto pay today £100pp
Mow hiere's a place where you get some serious bang for your buck, For starters, it’s 4 Ph .
i ! s : ' Photos & videos
o plum in the middle of Magaluf, so you've got no probs getting out and about. And it's
Price includes practically on the doorstep of superclub BCM, so you don't have to worry about + Hotel features

trekking back after...
¥ 7 nights accommodation g + Room facilities
¥ Self Catering Read more details below + Location

v Return flights from
London Gamwick

+ Find out more

+ Reviews

¥ Coach transfer 7
v World Care Donation (Cptionaly 90"“ S-J
v Al applicable taxes & charges Eased on 163 reviews

Miewt price breakdowin (0000e)
NS

Based on 228 reviews

[» | Play Slideshow
e {10 Photos)

2

Photos {10}

©

g

Fiesta Jungla photo

Hotel features gk tatop 4




Best hotel in Magaluf :)

What to expect

Room Cormfort Q@G EE
Location [ ST T ST N W
Food [ ST ST ST W)
Cleanliness [ ST W N

Cverall [ ST W1 ST ST W

Overall Rating: @LGGE

Writing on 10/11/2010 Anonymous from Nottinghamshire said...

When we arrived at the fiesta jungla .. we had to leave a 30 euro deposit each .. which they didnt
tell u when u booked the hoilday .. so0 remember that 1) .. we got it back though and we did brealk
a few things oppss i) ... This hotel is a amazing for young people that wannah drinl alot and party
D .. The pool was really good and they was music all day around it .. they also do 15 euro all u
can drink at the bar .. u are Zmins away frm BCM which it great and about 5 - 10 frm the strip
and the beach .. they had a shop with really cheap booze and food 1) .. the staff in the hotel was
very helpfull even though i did get shout at by the secruity staff a few tinne but mavybe that was
coz we was jumping in the pool at 5 oclock in the morning and screaming off are balconys .. whilst
i stoped there they was no trouble and everyone qgot on with evervane @1 ., the balconys are
rmassive so U can have everyl round 4 pre - drinks b4 vou go to partyy .. remember to leave va
dirty towels in the bath so they get changed as we never did we end up sharing towels ... has
aready booked to go back next year 4 2 weeks in july as it was the best hoilday | have ever had

O

Review based on a #rip in August 2010
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Clearly signpost the
Information journey

www.genesys.net l



taly Travel: D

Go- e

Fie e

als and travel information for [taly, Europe - la Windows Internet Explorer

lastminute.com,

v|;&, x| |2

Wigw  Favorites  Tools  Help

% Google

Search "'5]' | mhg

Zé_a] Translate = ([\_]AutoF\H > ‘_', @italy @holiday

italy holiday

- B -2 &G0 8-E0
inute.com
astmin .
home  fligh going out
Home : : : : : :
lastminute.com offers a fantastic array of incredible Italy travel deals. Whether booking a hotel, flight,
holiday or car hire. lastminute.com is your ane stop travel shop.
Travel
So. either check out our special taly travel deals below, use our search box to find the perfect trip or
Warld browse through our vast list of destinations to see all we have to offer. Let lastminute com help you plan
the most rewarding journey you've ever had.
Europe
Abruzzo
In ltaly... Basilicata
bR Calabria
e oEE @ Fight=potel A O ¢ % Opints =1 O Campania
Basilicata
) Hotels Emilia-
Calabria Holidays search Romagna
Campania \ ;
Emilia-Romaana ikt Sl ol Hotrel -
i CURHS, SABIET s
Eriuli-Venezia Giulia |2 vl |D v‘ =
2 AN | Do |
Lazig |Tlpeufnulldﬁy Jl.l'l':p‘ ‘:"-I
S | den't mind v “Htaly hotels daivsin
Liguria : i
Lombardy D Enter Departure airport: taly holidays c
% z 4 - ampania
Marche [ dont mind v | [idont mind | ’:ta: flights I fario
eEET e “Mtaly car rentals
Flemonte I hi date in mind Iy dat: flexibl Mtaly short breaks I
Ny dates are flexible “Filaly shorl oreaks by
Puglia ave a date in mi ates are flexible Lombard:
; ; Piemonte
Sardinia Month: Day Give or take: Number of nights: Ware ltaly
Sicily |Idun‘tmind vHAny vl@lzdﬁyﬂs vlildnn‘tmind M
Trentino Alto Adige
Tuscany More search options
Umbria Choose star rating, hotel features. etc.
Valle D'Aosta
Veneto
Top travel deals
S Hotel Carlton &
| Error on page, & & Internet fa v |0 -

listart £ BB 9 | spal

1~ Pal

;101100 1 Paul Richer. .,

EN . e o
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% Google | firs: choics s
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< | 5 ) otherlnks = £ admin B excen B exttht B exriancd B wetoff Il Metecklue £ RACE £ Web Mal

|SSI' i 1 Cheap package halidays, Jat. . |®Ita\y Travel; Deals and travel... |95k| holidays | Srowboardi., |_‘ B B - - @@ 0

westwind,ch = ¥Cweather ',“ TopMeteo

Our BESTprlces

are always online

. h -
First Choice
——
Premier Families.

Destinations Beginners. Chalets Kide' club Ski extras

Brochure | Help | Contactus | Register | Search

Find your snow
holiday

VWhen are you going?
Departure date

12 »| [Dec 2000 =] =
[ Flexible (+-14 days)

Where are you going?
Country

Ski resorts Hit the slopes for less Select... R
Resort

> ::.ndtorra I Any Resort ~|

> ustria & A . ’ =

> Buigar Christmas ski hohd,gys- P

» Cangds gt e - Any Accommodation |

5 Fhnds Make sure you have a White Christmas.. . i ’ ; } Board basis

> ltaly - ; -

»  Slovenia Departing from?

»  Switzerand Depart from

» USA Select .Li

For all ages and abilities Who's going?

Aduts (12 and over) z_v_l

» Beginners
» Chaleis Children (2 to 11} a :_I
» Families Infants (Under 2} g:_l
»  Kids' club

Useful info

» In-resort service from Crystal Ski

{&ge on date of return)

VWhat's your price range?
(Per adult)

» Why book with us Any
SKi holidays Services About us enied
m Winter 2009-2010 Beginners. » Ski exiras b Vitho we are b S
& Internet fa v Boow -
74 Start TR OF AL°) ¥4 saPaul 1 - Paul 24 101100 1 Paul Richer.., | [Z§ Abreu e En %)
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x Go -SIE | first choice ski

Search =« E] v v |aa| Translate ~ ‘FJ AukoFil + & @ first @ chaice @ ski Q\J b . paulr.., =

e | 5 () other Links = & | admin BJ excen [EJ extthy W exHandd EMet off Il Metecblue 2] RACE & Web Mai westwind.ch = ¥Cweather - TopMeteo
- i 14 Cheap package holidays, lat... i@[ta\y Travel: Deals and travel.., i!Dacember SkiDeals | Dec... | ‘ ’E} = ol BB @ | B @v - Qv e a
- |
| ¥ T . ii .. our BEST prices
Brochure | Help | Contactus | Register | Search D B
g’ F] rSt Cholce are always online
R - e N e R
Destinations Beginners Chalets Premier Famiies Kids' club Ski extras Ski deals
Ski holidays > Skideals > December skideals =
2 . Find your snow
December ski deals _ ¥ | holiday
When are you going?
Departure date
12 »| [Dec2000 ~|
| Flexible (+/-14 days) =
Where are you going?
Departure date Other months Country
12 December 2009 Kitzbahel London Gatwick Selech. =l
ecember itzblhel ondon Gatwic
Austria £289 iy | fes
{¢ mghi=) Any Resort -
February ¥ ¥
12 December 2009 Kitzbthel London Gatwick £359 Accommodation
Austria (7 nights) March ¥ Any Accommodation __v_j
. April ¥ ¥ Board basi
12 December 2009 Alpe D'huez London Gatwick £370 P ke
France {7 nights} Departing from?
12 December 2009 St Anton London Gatwick £3099 Mare ski deals Depart from”
Austria 7 nights) * Ski deals by airport Select.. -
- " Ski deals by destination
12 December 2009 St Anton London Gatwick £419 VWho's going?
Austna 7 rights)
i i Adults (12 and over) 2;]
12 Decembar 2009 Verbi London Gatwick llishidads
ecember erbier ondon Gatwic! £478 Children (2 to 11} DL]
Switzerland 7 nights)
T Infants (Under 2} EI_:J
12 December 2009 Tignes London Gatwick £479 (Age on date of return}
France 7 nights)
What's your price range?
12 December 2009 Val Disére London Gatwick £479 e i
France 7 nights) (Per adulty
Any =i
13 December 2009 Cervinia Manchester £375
| ):
Dong Internst f: =
& &
v, érart frE8E 9 &4 aaPaul- 0 - Pal [ 1011001 Paul Richer.., | B Abreu Crifine 0¢ + g Jasc Paint ShopPro- .., | B& EN . )
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% 5 ) otherLinks = & admin B exGen extfhl exHandH Met OFf Metsoblue 2| RACE 2| Web Mai ‘Westwind.ch = ¥Cweather ',“ TopMeteo
&|

- 8- 3-8k 8

|E|E| | | 14 Cheap package holidays, lat... i@[ta\y Travel: Deals and travel.., ! 9 Check availabilty For hali,., ¢ | ‘

are always online

gl Fi rst Choice Brochure = Help | Contactus  Regizter Search i— our BEST prices

Chalets Premier

tinations
Destinations Beginners Families Kids' club Skiextras Ski deals

Check availability

WWhen are you going? Who's going? Where are you going? Departing from?
Departure date Adutts (12 and overy Q_VJ Country/Resort Depart from
2 = 2009 = Ki - Wi -
12 7| Dec 2009 - | Chidren (2 to 11} | Kitzbiihel e London Gatwick =
I Flexible (=14 days) = Accommodation
Infants {Under 2) 0
. 5 B Chalet Karberger =
(Age on date of return)
required
Help Why book with us? Holiday extras sun holidays
Booking online At the a.irpcﬂ Best for adults ﬂcl\aa‘_x Insurance Ski holidays
Before you go On holiday for children n exchange Lastmi deat
Amending or canceling Luggage dore legroom Premium upgrades ‘?S ST g iy
Flights and fiying Travelling with children Lowest price guarantes Car hire Flights
Health concerns On your return Best for the environment Excursions Holiday destinations

Freshers SkiWesk

TOL protected by the

Fully Protected Holidays - The air holidays and flights shown are A ATOL number 25

Protection exten rimarily to customers who book and pay in the UK.

&
i

ABTA

Security policy | Privacy policy

Aboutus | Contactus | Help |_I'B'Jeli=’|"23

@ 0 Internet f 2 =

aint Shop Pro- ..,

Clearly signpost the
Information journey



irstchoice-ski, couk First

h,do

|28

File Edit Wiew Favorites Tools  Help
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Search =« E] o =iv Eaj Translake = ‘ﬁ AukoFil + & @ first @ chaice @ ski Q\J b . paulr.., =

¢ | 54 O otherlinks + B admin [ excen B extthi B extandd BF wer off [l Metectiie £ RACE 2] Web Mai

westwind,ch = ¥Cweather ',“ TopMeteo

- i 14 Cheap package holidays, lat... |®Ita\y Travel: Deals and travel... | gSearch results | First Chai,,, 20 | ‘

B-E-C & @@ 50

gll First Choice Brochure | Help  Contactus | Register  Search l— 0 .- our BEST prices

are always online

m Sun holidays Ski rniﬁdays Last-minute deals m Holiday destinations
i Destinations Beginners Chalets Premier Famiies Kids' club Ski extras Ski deals

Search results | Semtigin

The follewing helidays match seme of your search criteria:

Chalet Karlberger (Kitzhiihel, Ausiria FAEhE
7 nights Catered Chalet Board Web fare from
peradult
London Gatwick (LGW) to Salzburg (SZG) £61 9
19 Dec 2009 Dep: 13:55

Chanage fiight

Select your flights »

b Ware about Chalst Karlberger

Chalet Karlberger (iitzhunel, Austria aaa
7 nights Catered Chalet Board Web fare from
per adult
London Gatwick (LGW)tn Salzburg (S75) £804
26 Dec 2009 Dep: 08:15

Chanae flight

Select your fiights »

b More zhout Chalet Karlkerger

Club hotel hofer { Kizhihe!, Austriz &0 pha
7 nights Catered Chalet Board Web fare from
per adult
London Gatwick (LGW) to Salzburg (SZG) £349
12 Dec 2009 Dep: 0815
 —— s Save £119 »|

{1 item remaining) Downlaading picture hEtp: e, firstchoice-ski co.ulfimagesilayout/closebracket. gif... @ 0 Internet 3 - w00% v B |
74 start fee v ¥ saPaul j-Paul | 1011001 PaulRicher.., | B Abreu o 1500
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File Edit View Favorites Tools  Help
x Go.-gle | fitst choice ski Search =« E] o =iv Eaj Translake = ‘ﬁ AukoFil + & @ first @ chaice @ ski Q\J b . paulr.., =
g | 5 () other Links = & | admin BJ excen [EJ extthy W exHandd EMet off Il Metecblue 2] RACE & Web Mai westwind,ch =P ¥Cweather ',“ TopMeteo
- i 14 Cheap package holidays, lat... |®Ita\y Travel: Deals and travel... |QSearch results | First Choii., 20 | ‘ g} - - = é R @v (e Q- [ a
| ¥ Ch T . '— . our BEST prices
Brochure | Help | Contactus | Register | Search D B
g’ F] rSt Olce are always online
R - e e N R
i Destinations Beginners Chalets Premier Famiies Kids' club Ski extras Ski deals
Your recent searches
Search results
P . 12 Dec 2009
Lendon Gatwick
o Chalet
Karlberger. in
The follewing helidays match seme of your search criteria:
Chalet Karlberger (Kitzbihel Austria) il L Search again
7 nights Catered Chalet Board Web fare from '
peradult
London Gatwick (LGW) to Salzburg (SZG) £61 9
19 Dec 2009 Dep: 13:55
Chanage fiight
Select your flights »
~ Mare about Chalet Karlberger
With a superb |ocation overleoking Kitzbihel, the Karlberger
is right next to the Hahnenkamm lift and ski school and you can
ski directly back to the chalet making this an ideal choice for
keen skiers. The chalet offers simple but comfortable
accommodation and boasts excellent views over the town fram
the dining room
Read full accommodation details
Chalet Karlberger (Kiizbihel, Afusiria) Lile L
7 nights Catered Chalet Board Web fare from
per adult
London Gatwick (LGW) to Salzburg (S2G) £804
26 Dec 2009 Dep: 0815
Change flight
Select your flights »
¢ Maore about Chalet Karlherner 6|
Dong & & Internet fa ~| ®iwoow - .
rs Start rfree o &4 aaPaul J- Pal & 101100 1 Paul Richer.,, | E§ Abreu 100
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n
e | 5 () other Links = & | admin BJ excen [EJ extthy W exHandd EMet off Il Metecblue 2] RACE & Web Mai westwind.ch = ¥Cweather §* TopMeteo
- i 1) Cheap packags holidays, lat... i@[ta\y Travel: Deals and travel... | 4 Search results | First Choice Sk |§CHa|ét Karlberger | Kitzbit.,, | | - - omm v [k B R B
o
| Ey h 1 i our BEST prices
Brochure | Help | Contactus | Register | Search B
g’ F] rSt C Olce are always online
[ one | v [ e s s | o | o | oy semers
Destinations Beginners Chalets Premier Famiies Kids' club Ski extras Ski deals
Skiholidavs > Skiresorts > Austria skiholidavs > Kizbihel > Chalet Kariberger
Kitzbuhel ski holidays Chalet Karlberger EAERED Your recent searches
Kitzhiihel ski resort guide »
12 Dec 2008 =
Kitzbiihel ski hotels and chaleis ¥ ¢ Accommodation images London Gatwick
Chalet Karlberger
Club Hotel Hofer »
Hotel Edelweiss b
Hotel Jagerwirt ¥
Haotel Sport Reisch # Find your snow
Hotel Strasshofer b holiday
Schwarzer Adler Wellness » When are you going?
Hotel =i
Departure date’
12 | [Dec2000 »| =
[~ Flexible (+-14 days)
Full hotel description Hotel at a glance
T = &
With a superb location overlooking Kitzbiihel, the &3 | % Sutablefor Famiies | VWPere are you going?
Karlberger is right next to the Hahnenkamm lift and ski & " Country
ose 10 =
school and you can ski directly back to the chalet making the slopes Austria ;{
this an ideal choice for keen skiers. The chalet offers simple 4 bedded room Resort
but comfortable accommodation and boasts excellent Kizhiihel ;!
views over the town from the dining room. Accommodation: Accommodation
Mo, of rooms 12 Chalet Karlberger _vj
Catered Chalet:
Rooms sleep up to 33 » Board basis
Hearty breakfast with one cooked option and afternoon tea with home  Distance to ski ift 100m
-made cakes. Dinner is 2 course evening meals with house wine and  pistance to resont S00m Departing from?
coffee (5 nights) and 4 course farewell feast (1 night}
Depart fromr
Room facilities: Facilities: Londen Gatwick ;i
Skidirectly back to the chalet, chalet
zﬁ):nd floor: Lounge/dining room with open fire and views over the hosts, staff ve in. Who's going?
First floor: Rooms 1 & 8: Twin rooms with washbasin and shared Adults (12 and over) |2 w
balcony, Shared shower and WC eppesite in hallway. Room 2: Twin Chiiran £ 40413 =T |
Cione 0 Internct 3 - w00% v B |
v, érart rfree o B4 sapaul 1 - Pal (2 101100 1 Paul Richer.., | B Alreu EN A 10
L f L L
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¢ | 54 O otherlinks + B admin [ excen B extthi B extandd BF wer off [l Metectiie £ RACE 2] Web Mai

x Go glE | first choice ski

westwind, ch = sCweather §* TopMetzo

| 14 Cheap package holidays, lat... i@[ta\y Travel: Deals and travel.., !SWeIcome ko First Choice ., 20 ! ‘ {f} r B~ = @ | B @v L ﬁ'v e a

m Sun holidays Ski holidays Last-minute deals m Holiday destinations

Destinations Beginners Chalets Premier Famiies Kids' club Ski extras Ski deals

|

First Choice Brochure | Help | Contactus | Register = Search our BEST prices

are always online

Your booking

Flights * Rooms » Optional extras » Payment » Confirmation

Flights

Your holiday price has been based on this flight combination

Flight
Thomson Fly 4642 Vieb fare from* Chalet Kariberger
London Gatwick (LGW) to Salzburg (SZG) per agutt (Kitzh&#252;el, Austria )
18 Dec 2009 Cep: 13:55 Arr. 16:55 £61 9 Price includes:
. 7 nights accommodation -

Thomsen Py 4643 . Catered Chalet Board
Salzburg (SZG) to London Gatwick (LGW) Return transfers from Salzburg
26 Dec 2009 Dep: 18:05 Arr: 19:10 airport

Choose this flight »
These flight combinations are also available
Flight T
Thomson Fly 4684 Web fare from®
London Gatwick (LGW) o Salzburg (S2G) per adult
19 Dec 2009 Dep: 14:40 AT 17:35 £599
Thomson Fly 4685
Salzburg (SZG) to London Gatwick (LGW)
26 Dec 2009 Dep: 1845 Arr. 19:50

Choose this flight ¥
Flight
Thomsen Fly 4624 Web fare from*
London Gatwick (LGW) to Salzburg (S2G) per adult
19 Dec 2009 Dep: 08:15 A 1110 £628

-
Cone @ 0 Internet fa - H100% v

listart £ B € 9 | al

J - Patl 101100 1 PaulRicher,., | Bl Abreu
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M search ~ v mov | [aa Translste + | autoFil v 4 beach haoliday india b paulr.., =
o

< | 9 ) othertnks » &) admin B svcen [ exht [ extiandt B wet off [l Meteotlue 2| RACE 2| Weh Mail

estwind ch = KCweather ',“ TopMeteo

iﬂ Cheap package holidays, lat... !EHSkIHthays\Sknng Reso,.. XI | g} - = @ R @v Qv @v [ a

o
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all our packages and flights are
fully protected

directski.com

THE WINTER HOLIDAY COMPANY

review my booking, user: guest | login

search for a ski holiday about us | newsletter sign-up | faq
package
Travel Date: Ary Date This Season %
Duration: One Week | »
Flexibility: w
No. in Farty: 2
Depart: London Aiports %
Accommaodation: | Any type b
Destination: Any L
Search complete Ski packages.
ski Holidays in France L2 L N web Fare |
These bright. comfaortable and pleasing apartments offer exceptional value for money and are well located in Brides les Bains. They offer a wide range of services Jan 30th
Il =vailable including bars. restasurants, games parlour. indoor pool, ski locker and = lift. +£339
(Self-Catering ex London Gatwick) £199
! Great christmas ski deals to Tignes, France *¥x TS
The Le Hameau du Borsat apartments are well located close to local shops, restaurants and the famous Grande Motte funicular. So, if you are a winter sports. Dac 19th
| =nthusisst, be sure to take advantage of the quality location and direct access to the ski slopes. 479
¥ (Self-Catering ex London Gatwick) £309
i Ski Deals
Web Fares - Book online for lowest prices
3 = = > ssll 3% SC 19 Dac £455 £33
Christmas ski bargains in Arinsal, Andorra LE 2 L wes race [l i
Vsl Thorens 3* SC 19 Dec £475 £33
The 5t. Gothard is one of our most popular hotels in Arinsal. Here you will find a high level of service, fantastic value for money and good quality food. It's THE Dec 20th 3
perfect base for your next winter sports holiday! £669 || Lesfrcs 1800 S B e
(Half Board ex London Gatwick) £500 || Kaprun 2% BBB 16Jan £473  £363
Pas dels Casz 2¥ 5C 17 an £363  E269
Arinsal & Pal 3* HE 17 Jan £445  £342
| sall 3* HE  30Jan £555  £543
& Internet fa v Boow -
r4 Start fee Yy &4 sapaul -Pail €4 101100 1 Paul Richer... &g Abreu Criin 72 5ki Hali EN pRu=E
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x GO--SIE | beach haliday india

~ Search =« v mov | [aa Translste + | AutoFil v+ beach haoliday india
3 & & T & [Gbeach [ £}

QJ b .paul‘r... >

g | 5 () other Links = £ Admin [ excen

estwind ch = KCweather ',“ TopMeteo

auttht B exrandy B wet off Il vetechlie £ RACE 2| web Mal

|
i 14 Cheap package holidays, lat... iEHSkI Holidays | Sking Reso,., 2 | |

=& B8 0

swe fSold E

-, (Half Board ex London Gatwick) f649 7l
& ook =
m What's Included
Unless otherwise stated, il our ski holidays include:
§ Don't miss your chance to ski Avoriaz this Winter! ¥+ 34 V] Direct flights V] In-resort Reps
If you are looking for great deals, short transfars a5 well a= brilliant slopes then look no further. The Antares Avorizz offers = combination of averything that you Jan 30th TransFer to your resort m Al airport taxes
B need to make your next ski holiday @ memorable one. 439 m
(Self-Cataring ex London Gatuick) £299 Accommadation
Cheap Ski
P . S
Fantastic duty free ski deals in Andorra AN 0N - ]
The Euro Esqui is a great, modem hatel that's known for its warm and friendly stmosphere. Tt caters for all needs with a kiddies playroom to keep children el Accomodation per person when
entertained and excellent leisure facilities to help you unwind after a day on the slopes. £509 - H
(H=lF Board ex London Gatwick) £409 TN gl'lts from you b°°k_ o; line
only £51 = all packages
. . More Details s = all dates
Ski deals to the famous resort of Val d'Isére, France ¥ 3%
Les Jardins de |a Balme offer great value for meney to those who want to ski the well known slopes surrounding Val d'Isére. They are located within walking distance
of the resort centre, as well as that the ski slopes are also located nearby!
(Self-Cataring ex London Gatuick)
|+ 2o — |
o : : = Free Places
Brilliant half board ski deals to Zell am See, Austria 6 3 0
-
| The mament you antar this hotel there is 3 grast fasling of warmth and comfort. This fasling is aven mors enhanced vith the great standsrd of personal servica you  Mar 13ch | IERSSRREN T European = Free Lift Passes
vill recaive. All in all 2 grest place to base yoursalf for your next ski heliday. £699 = M—
(Half Board ex London Gatvick) £599 Ski Ho days More Detalls>
Need a hand? We're here to help you at 0800-358 0448.
cormtact us | pressroom | whatthe papers say | ski holiday insurance | privacy policy =
ski groups | skl chalets | romantic sk aiks | firsttime skiers | night-owls | fami
556 You may baok in a choice of currencies - please select: | £ v | Ll
d, @__ Deloitte.
o Q, _E Technology Fast30 72 air holidays and flights on this site which depart fram the UK sre ATOL Protectsd by the Civil Avistien Autharis
ZECY IATA WINNER _ _ )
Our ATOL numbeari 53, A L Protactian ext primarity to customars wha book and pay In the Unit:
[+] BODKMAR ELT ) Click on the ATOL logo if you want to know mare,
aaking ubject to our Terms & Conditions
Done & Internet fa v |0 -
4 Start fee Yy &4 sapaul -Pail €4 101100 1 Paul Richer... &g Abreu Criin 72 5ki Hali EN B )
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all our packages and flights are
fully protected

directski.com

THE WINTER HOLIDAY COMPANY

review my booking, user: guest | login

search for a ski holiday

Home = How to contact us
Sales

All our holidays are available to book online and this is where you'll find our lowest prices. However, perhaps you need some extra info or can't quite find what you're locking for. Don't worry, our team of helpful staff would be delighted to help you. They can be contacted as
follows:

+ sales@directski.com
= 0800-358 0448
= +353 1433 6202

Meed a hand? We're here to help you at 0800-358 0448,

Customer Services
If you have any feedbaclk, positive or negative, on your recent holiday, please contact:

customerservice@directski.com
Tickets

Tickets will be emailed 7 days before departure. If you have not recveived your ticket 2 days before departure, please call us.

Travel Emergencies
On your day of travel, our representatives are available to help you at the following locations:

Dublin Airport: Tour Operators' Desk
Next to Pharmacy in Departures Area
Beside Check-in Area 3
Gatwick - South Terminal: Skybreaks Desk
Zone H
+44 1293-555 700
Gatwick - North terminal: Sloybreales Dezle
Zone B
+44 1293-507 182
Manchester Airport: Ajport Agencies
Terminal 1 - Opposite Check-in 30

|

& & Internet fa v ®100%

:4 Start fEe 9 & aaPal

- Paull E§:10 1100 1 Paul Ric ET§ abreu Cnlir
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Booking Exit Funnel

2,996 entered booking funnel

2,996

122 booked

—» 1,649 leave after checking availability

,038 leave, thwarted by room selec)

— 187 leave, thwarted by party names@

Addressing the above two
points could have lifted online
bookings from 122 to 1347,
increasing online booking
eleven-fold

Google Analytics Analysis
Booking process exits

Data for 29 Nov to 29 Dec 2010
Total Exits = 32,460

First availability check exits =
1,649 (5.1%)

Room selection exits = 1,038
(3.2%)

Party names exits = 187 (0.06%)

Final booking confirmation exits =
122 (0.4%)

Booking process exit funnel

2,996 visitors enter the booking
process (9.2%)

Of those 55% leave after checking
availability.

Of those who continue, 77% leave
at room selection

Of those who continue, 60% leave
at party entry

www.genesys.fet
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Video is still on the rise .

1. Justin Bieber - Baby ft. Ludacris;
655,485,369 views

2. Lady Gaga - Bad Romance,;
425,960,982 views

3. Jennifer Lopez - On The Floor ft. Pitbull;
424,166,254 views

www.genesys.net l
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- ... but let’s look at this

m Monty Python - Travel Agent Sketch
1Broadcast November 1972
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Thank you for
listening

Paul Richer

paul.richer@genesys.net

Skype: paul.richer
Twitter: @paulricher

Genesys — The Travel Technology Consultancy
Wwww.genesys.net



