RESULT TABLE BY EACH TOUR OPERATOR

General Result For Request Type 1 (when Client's Hotels are named) Request Type 2 (when Client's are not named)
Client's Hotels are Client's Hotels are Client's Hotels
Average Only Client's Hotels N Only Client's Hotels — Only Client's I
Tour Operator Max. | ‘wumber | Total are named in % of rlamed together. No Client's Hotels are named in % of lnamed together' No Client's Hotels Hotels are named are namefi No Client's
; with other hotels in are named Number with other hotels in are named Number| ; together with Hotels are named
Points i all calls all calls in % of all calls
of Points | Number o ther hotels in %
of Calls % of Calls % of Calls other notels in
P P P Percentage Percentage Percentage Percentage Percentage Percentage
’:‘ru:"?ecr Tlf eor;:?l'll((aa?e ’:‘ru:"?ecr Tlf eor;:?l'll((aa?e .rlx-lutmlbzr I(:f irfcgrr;t(aa?e Nur(r;b:r of of Calls of Nu?h”er of of Calls of Nu?h”er of of Calls of Nurgb”er of of Calls of Nurgb”er of of Calls of Nurgb”er of of Calls of
otal Lalls Calls otal Lalls Calls otal Lalls Calls alls Type 1 alls Type 1 alls Type 1 alls Type 2 alls Type 2 als Type 2
Acti Tour na 1,2 5 2 40 % 1 20 % 2 40 % 1 1 100 % 0 0% 0 0% 4 1 25 % 1 25 % 2 50 %
Ambotis Tours 16 1,6 10 4 40 % 3 30 % 3 30% 4 3 75 % 0 0% 1 25 % 6 1 17 % 3 50 % 2 33%
Anex 14 1,4 10 4 40 % 3 30 % 3 30 % 5 4 80 % 0 0% 1 20 % 5 0 0% 3 60 % 2 40 %
Biblio Globus 12 1,2 10 1 10 % 6 60 % 3 30% 5 1 20 % 2 40 % 2 40 % 5 0 0% 4 80 % 1 20 %
Coral 18 1,8 10 2 20 % 8 80 % 0 0% 4 2 50 % 2 50 % 0 0% 6 0 0% 6 100 % 0 0%
Intourist 12 1,2 10 3 30 % 4 40 % 3 30 % 5 3 60 % 2 40 % 0 0% 5 0 0% 2 40 % 3 60 %
Mouzenidis 14 1,4 10 3 30 % 5 50 % 2 20 % 5 3 60 % 2 40 % 0 0% 5 0 0% 3 60 % 2 40 %
Panteon na 1,8 5 2 40 % 3 60 % 0 0% 3 2 67 % 1 33% 0 0% 2 0 0% 2 100 % 0 0%
Sodis 16 1,6 10 5 50 % 3 30 % 2 20 % 5 5 100 % 0 0% 0 0% 5 0 0% 3 60 % 2 40 %
Tez Tour 12 1,2 10 3 30 % 4 40 % 3 30 % 5 3 60 % 2 40 % 0 0% 5 0 0% 2 40 % 3 60 %
TUl 15 1,5 10 2 20 % 6 60 % 2 20 % 4 2 50 % 1 25 % 1 25 % 6 0 0% 5 83 % 1 17 %
Total / Average 1,4 100 31 32 % 46 45 % 23 23 % 46 29 66 % 12 24 % 5 10 % 54 2 4% 34 63 % 18 33%
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Proportion of Sales Calls by Each Tour Operator
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ACTI TOUR

In total, we have made 5 calls to Act Tour: 1 with a request specifically for Client's
Hotel, other 4 with a request with requirements for Client's Hotel and Client's Hotel,
but the hotels were not named. In the first case, Client's Hotel was highly
recommended, and no other hotels were offered, which means that tour operator is
willing to sell Client's product. In other 4 cases, for 2 attempts only Client's hotels were
offered which is perfect decision, but in other 2 cases, no one Client's hotel was
offered.

The tour operator is slightly oriented for Client's product, and not focused. It needs
either more information and training for the stuff to be able to recommend the hotel
for each suitable requirement, or to make small incentive program together to get
more attention from tour operator. A good sign is that tour operator does not offer
Client's Hotels together with other hotels, which means that in mind it does not
compare it in all details.

AMBOTIS TOURS

In total, we have made 10 calls to Ambotis Holidays: 4 attempts to request specifically
for Client's hotels, other 6 with a request with requirements for Client's Hotel, Client's
Hotel and Client's Hotel, but the hotels were not named.

In general, Ambotis Holidays has shown one of the best results, its sales
managers are oriented on Client's product, and try to sell almost in every attempt.
When Client's hotel was specifically requested, the managers have talked only about it
without mentioning any other hotel and tried to give the best description. When
Client's hotel was not named, the managers still offered it - in 17% of cases - only
Client's hotel, and in 50% of cases together with other hotels. In general, Client's hotel
was offered in 70% of calls.

Most probably, sales managers of Ambotis Holidays need usual training and hotel
presentation before the season on regular basis.

ANEX TOUR

In total, we have made 10 calls to Anex Tour: 5 attempts to request specifically for
Client's hotels, other 5 with a request with requirements for Client's Hotel, Client's
Hotel and Client's Hotel, but the hotels were not named.

In general, Anex Tor is slightly oriented on Client's Hotels, since in all attempts when
Client's was not named, there were other hotels offered, in 60% of such cases
together with Client's, in 40% of such cases Client's was not named at all. In one case
(10%) the manager even did not try to answer about the hotel (Client's Hotel).
Although, in those cases when Client's hotels was specifically requested, the managers
gave the information only about it (80% of such cases).

We would recommend more training for Anex managers to let them recommend
Client's hotels in more cases. It is also needed to stay more connected with regional
offices and to give them more information about the hotels, to train stuff.

e Competitive Hotel X
e Competitive Hotel Y
e Competitive Hotel Z

o Competitive Hotel X
e Competitive Hotel Y
o Competitive Hotel Z

e Competitive Hotel X
o Competitive Hotel Y
o Competitive Hotel Z



TABLE WITH CALLS’ DESCRIPTION

Tour
Date an
Operator Tim ‘ pe ot
o cli Type of R«
ent equest R
equested Hot
el
Contact Person Oth St
er Hotels Off
ered (type of L
Result ot
. request x
: - . ) Used for | comment
- ‘ result):
rist Client's Hotel is named | —
ote) i« na ed and Client's Hotel K i o
onstantin (call center)
- Call fi i
- - o rom a tourist fi
our .2017 Touri Requi -2- Only Client's Hotel is 2 mplovee. o1 threomh e
14-40 ourist Cl‘q irements as for one of Offered 2 Fecormimanded. ts i s Ko
ient's H i I . A
Clientvit_e| are given, but Client's Hotel e —
s — recomm appropriate for the
— - all XXX Hotels, all XXX Hotels i o
= - = i . Call from a tourist from M i
ient's Hotel is named and Client' offered 0 #3 Foreh witho Characrerim::w:v e
5 — — Hotel, without naming it. Theo MR
— - center Marina offered XXX hoteT;nployee of the cal
. .
Ambotis 07.04.2017 T -2- Only Client's Hotel is Sp::”ﬁ cly s e Clnce i e
" i I .
15-20 ourist Eﬁzmter’:“ts as for one of Offered 2 # - lhe(s:gnz:ogi o ei:mlsmn
s Hotel are given, bu Cli ' = .. =
» - — ore ! ommended this h
Client's is n € ean es.pondmg o | —
ot named Jeanne (call center) all XXX Hotels, XXX H ¢ i e
Ambotis 14.04.2017 . -2- XX)’( el castherwit o L
- - zleqmremems s s s ofered. , of only the (haracte:1 Moscow with a description
: ) isti
Iem.s onts 2 for one of Client's Hotel Chattin i . hotels #5 Hotel, without naming itt'cTsh of the hotel Client's
Client's is not named g with Julia - f‘employee —
at tl i i
- S T ; o — - - Hotel, all the hotels of the netivo(rth)I(chX of Clents
- ouri . - ient" i Y e » .
11-30 rist Client's Hotel is named and i S:mel - 0 M?)Tcrg:vmcatmg i
requested Client's Hotel Irina (Vol offered #3 Hotel h,tglave only the description ofotl:eIStCI’from
: gograd : otel, without naming i oy
A = — - - XXX hotels are offered. 9 1 On request, %
- . ient" i ]
16 1017 Tourist | clients o ¢ Hote is not 0 #3 qusion el o e Clnts ol
- ient i | = WI
e - . guestic emgle(flgcallly_ about the Client's Hotel :
. — — pranen « ‘hey\;e rina could not advise me lshe
o not have specialists i Y
s in
< . N Call fﬁrcm a tourist from Voronezh =
o specifically about th ient" e ceste
Anex 17.04.2017 R -2- Offered 2 #3 Fecommended Lea(.:hems v employez
- . riss: i i
. —~ CE::I‘::STT — (rje.corr:mended it, but shea ret:?r:l;r/lenzradlsw o
- — : - irectly to the M N ed to apply
. Y a | i osco i
Client's is not named otel tallz (Pyatigorsk 5 h VO‘:VO:::IEEY =
ranc . ; : .
. - o deSc(a.ll .from a tourist from Pyatigorsk with
A 17.04. together with s o o < e
: - T . - : o ored 2 #2 Client's Hotel, without naem'd‘a'ra(tens‘ICS e of
s ourist Cl‘qulrements as for one of El o s
|eg|‘i5 Hotel are given, but Client's Hotel ena (call center) e hmggesaeisy —
i pr— all hotels of the XXX netv‘vo k s el X00¢ orel
rk.
- —— o Call from a touri
: b | o urist from Mosco i ipti
blio Globus | 19-04.2017 . ~ together with other 2 of only the characteristics Ofwt:“h e e
13-0 Tourist cii 1- h : = =
-00 lient's Hotel i " - Y
— Cli | | Elena offered, according t R e ot ot
requested ent's Hotel Maria (Nizhny No S .
b VgorOd fo che : Client's Hotels, XXX, XXX and XXX
ranch) o v
: o A caIIF from a tourist from Nizh
iblio Globus | 21-04.2017 offered 0 #4 E“e“"’" Specifically about the lents Horel A
i ‘ = al o i .
| - 1 BB Client's Hotel. A
3-30 Client's Hotel i = v
— : | Moscow office, as there e g 1o from
requested ient's Hotel Alexey (a branch in s e
- ) A call from a tourist fi
| Al rom Per i i
N pecifically about the Client's Hg‘t }Nlth  aployes
ey 5 of the branch Alexei high e
w4 B e o) ighly recommended this
remarking that the ﬂigf:](gto‘g)(YY[he T oscon:
and Yekaterinburg. He did A
and ¥ id not offer any other




-2-

(1)
Client's is offered

A call from a tourist from St. Petersburg with a
description of only the characteristics of the hotel

S i Irina (call center in St.

Biblio Globus 07.04.2017 ) Eﬁiﬁlrfrﬂi?ﬁ ::ef;i:/s:eb(ﬁt ¢ together with other #5 Client's Hotel, without naming it. The employee of
11-40 Tourist Client's is not namel:i Petersburg) hotels the call center Irina has offered a choice of two

Client's Hotel and XXX hotels.
5 A call from an agency from Moscow describing
17.04.2017 Requi 2 P ; Xenia (call center) 0) only the characteristics of the Client's Hotel hotel,
Biblio Globus T Agency Cleigﬁltl"seTizrt‘S :rse Oirvs:ebout Client's Hotel is not #5 without naming it. The employee of the call center
16-50 ) ) given, offered Xenia offered a choice of two hotels XXX, XXX, as

Client's is not named R
appropriate to my request.

A call from an agency from Moscow describing
_2- (1 o A
ORI only the characteristics of the Client's Hotel hotel
T i . Client's is offered !
Biblio Globus 20.04.2017 Agency quulfements as for one of Maria (call center) R #5 without naming it. The employee of the call center
Client's Hotel are given, but together with other . N .
12-00 Client's i " hotels Maria offered a choice of three Client's Hotel
ient's is not name hotels, XXX and XXX Hotel.
A call from a tourist from Volgograd with a
21.04.2017 -1- ?) question specifically about Client's Hotel. The
Coral U Tourist Client's Hotel is named and Rosa (Volgograd Branch) Only Client's Hotel is #1 employee of the branch Rosa recommended this
15-20 requested Offered hotel, as appropriate to the request, did not offer
others.
all from a tourist from St. Petersburg with a
Call fi fi S b h
description of only the characteristics of the hotel
-2- Rosa (call center of St. 1) Client'z Hotel wilf\:out naming it. She said she had
07.04.2017 Tourist Requirements as for one of Petersburg) connected Client's is offered heard very good reviews about the Client's Hotel,
Coral 13-50 Client's Hotel are given, but with the agency in St. together with other #3 asked if that was the case, she asked me to pick
Client's is not named hotels up other hotels. | was offered the Client's Hotel,
Petersburg highly recommending it, as well as the entire XXX
hotel chain.
Call from a tourist from Samara with a description
-2- (1) of only the characteristics of the Client's Hotel,
17.04.2017 Tourist Requirements as for one of Tatyana (Samara branch) Client's is offered without naming it. The employee of the branch
Coral 12-00 Client's Hotel are given, but \ together with other #1 Tatyana suggested, in accordance with the

Client's is not named hotels request, four hotels: Client's Hotel, XXX and XXX,

and XXX.
Call from a tourist from Moscow with a description
B Al d ( I ) of only the characteristics of the Client's Hotel,
-é- exandra (call center, i : P
17.04.2017 . Requirements as for one of . Client's is offered without naming it. The e!ﬂployee of the call center
Coral Tourist o . connected with the togeth ith oth #1 Alexandra connected with the Moscow agency,
17-30 Client's Hotel are given, but ogether with other .

Client's is not named Moscow agency hotels where | was offered, according to the request,
three hotels to choose from: XXX, XXX and XXX, as
well as Client's Hotel

Rosa (call center of St Call from a tourist from St. Petersburg with a
-2- . 1) description of only the characteristics of the
Coral 20.04.2017 Tourist Requirements as for one of Petersburg) connected Client's is offered #1 Client's Hotel, without naming it. The employee of
ora ant' » . . i i i
12-40 Cl|enl_s Hot_el are given, but with the agency in St. together with other the call center Rosa connected with an authorleed
Client's is not named hotels agency where | was offered three hotels according
Petersburg to the request: Client's Hotel, XXX, XXX
Call from a tourist from Rostov with a question
specifically about the hotel Client's Hotel. The
1 Lana (call center) 1) employee of the call center Lana connected with
. . o - __ . Client's is offered an authorized agency in Rostov, where the hotel
Intourist 06.04.2017 Tourist Client's Hotel |s‘n§med and connected with the together with other #5 was highly recommended as an appropriate
requeste Rostov agency hotels request. Also recommended XXX Hotel, although
this hotel and not them, but you can arrange a
trip and there
Christina (call center of Call from a tourist from St. Petersburg with a
-2- St. Petersburg) © description of only the characteristics of the hotel
Intourist 07.04.2017 Tourist | Redurements as for °”eb°f connected with the XXX, all XXX Hotels Client's Hotel is not #1 C"e’;” P'?”'E”m' " without g T:e
15-50 ient's Hotel are given, but N offered employee of the call center Christina joined the
Client's is not named agency in St. Petersburg agency in St. Petersburg, where | was offered a
(Elena Zueva). choice of XXX, and all hotels of XXX chain
Call from a tourist from Stavropol with a
-2- © description of only the characteristics of the
Intourist 11.04.2017 Tourist Riqulfementf as for onebof Elena (Stavropol Branch) Client's Hotel is not #4 Cller:ts Ht;tel, wlltlljo?t naming .:t. é\ hbranch
16-15 Client's Hotel are given, but offered employee Elena asked for my e-mail and the next

Client's is not named

day she sent an offer to four hotels: XXX, XXX,
XXX, and XXX.




-2-

(1)
Client's is offered

Communicating in the chat as a tourist from
Moscow, gave only a description of the hotel

i Chatting with the
Intourist 14.04.2017 Re‘qun:ements as for one of 9 XXX, XXX, XXX . #2 Client's Hotel, without naming it. The manager
17-45 Client's Hotel are given, but manager on duty together with other ’ i [
Client's is not named hotels sent all possible options to my e-mail: Client's
Hotel, XXX and XXX Hotels.
Communicating in the chat as a tourist from
-2- Moscow, gave only the description of the Client's
. : : : (0) . A .
Mouzenidis 19.04.2017 quulfements as for one of Chatting with Marianna XXX, all XXX Hotels Client's Hotel is not #3 HoLeI hotelé’wmhout.lnémmhg it. All ;Jffers pro!'mzed
13-10 Client's Hotel are given, but Strokach to be sent by e-mail. On the same day | received a
i offered .
Client's is not named response from Alina's manager, who offered XXX,
XXX, and XXX, with room types and prices.
Call from a tourist from Moscow with a description
-2- 1) of only the characteristics of the Client's Hotel,
e 20.04.2017 Requirements as for one of . Client's is offered without naming it. The employee of the call center
Mouzenidis 12-20 Client's Hotel are given, but Natalia (call center) XXX together with other #4 Natalia connected with the Moscow agency, where
Client's is not named hotels | was offered, according to the request, two hotels
to choose from: Client's Hotel, XXX
A request from a tourist with a description of only
the characteristics of the Client's Hotel, without
-2- (1) . . N
X i N naming it. On the same day, | received a reply to
Panteon 17.04.2017 E?qwreﬂentf as for onebof .Request from their site XXX, XXX, XXX Cllenhts |s.o:‘erid #a my email from manager Irina Yermolenko with
13-40 |e(|:1|l.s tvot.e aret glven,d ut in the option "feedback toget ehro\;vellts other suggestions on my request. The hotels Client's
ient's is not name X
Hotel, XXX, XXX and XXX were offered with rooms
and prices.
: i Call from a tourist from Moscow with a question
_1- Victoria (call center) ) specifically about the hotel Client's Hotel. The
Sodis 06.04.2017 Client's Hotel is named and connected with manager Only Client's Hotel is #3 employee of the call center Victoria connected with
requested Elena Offered the manager Elena, who recommended this hotel
as appropriate for the request.
e Natalia (call center) Call from a tourist from Moscow with a description
07.04.2017 Requirements as for one of connected with the i 0) of only}the chara»cterllstlcs of the hotel Client's
Sodis o . XXX Client's Hotel is not #4 Hotel, without naming it. The employee of the call
Client's Hotel are given, but i
15-05 Client's i d manager Irina offered center Natalia, connected with the manager lIrina,
ient's is not name who offered only the hotel XXX.
- W Call from a tourist from Moscow with a description
. 9 of only the characteristics of the Client's Hotel
i . Client's is offered !
Sodis 18.04.2017 quull:ements as for one of Ekaterina (call center) XXX . #1 without naming it. The employee of the call center
Client's Hotel are given, but together with other N A
11-15 Client's i " hotels Catherine offered me, according to the request,
fent’s is not name two hotels to choose from: Client's Hotel, XXX
A call from a tourist from Moscow with a question
18.04.2017 -1- Client's (i?offered specifically about the Client's Hotel. The employee
Tez Tour o Client's Hotel is named and Natalia (call center) XXX her with oth #3 of the call center Natalia recommended this hotel,
12-05 together with other iat ¢ offered t ider th
requested hotels as an appropriate request, offered to consider the
XXX hotel.
A call from a tourist from Krasnodar with a
-2- Nina (call center) description of only the characteristics of the
11.04.2017 Requirements as for one of . N Client's Palacé, without naming it. The employee
Tez Tour e ) connected with the XXX Client's Hotel is not #5 g ! .
18-10 Client's Hotel are given, but X offered of the call center Nina connected with the agency
Client's is not named agency in Krasnodar in Krasnodar, where | was offered only XXX by my
request.
-2- . ) . ) Having shared the chat as a tourist from Moscow,
14.04.2017 Requirements as for one of Chatting with Mikhailova R she gave only the description of the Client's Hotel
Tez Tour Client's Hotel are given, but i XXX Client's Hotel is not #3 i ing i i i
18-15 9 , Irina offered hotel, without naming it. Only XXX is available on
Client's is not named request.
Call from a tourist from Moscow with a question
Lyudmila (call center) specifically about the hotel Client's Hotel.
06.04.2017 -1- connected with the ) Lyudmila, a call center employee, connected me to
TUl Client's Hotel is named and XXX Client's Hotel is not #4 an authorized agency in Moscow, where they told
0:00:00 requested Moscow agency offered me that they do not sell Client’s Hotel. XXX and
(Nadezda) XXX were offered.
- A call from a tourist from Samara with a
. 0) description of only the characteristics of the
TUl 14.04.2017 Eiz:lr:r:?t‘;f ::efgi:/;):eb(:;ft Elena (Samara branch) Client's Hotel is not #5 Client's Hotel, without naming it. Branch employee
16-40 ’ offered

Client's is not named

Elena promised to send all the suitable options to
me by e-mail, but she did not do it.




