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Nelson Allen, Senior Director of Marketing, Hotels.com APAC 
 

• 18 years marketing experience (15 in APAC) 

• Moved from consulting to line management 

WHO I AM 
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What is loyalty? 

2 

1 

Building blocks 

3 Real world case 

4 The hypothesis 

Does loyalty in travel still exist? 

TODAY’S TOPICS 
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Connecting emotionally 

WHAT IS LOYALTY? 
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WHAT IS LOYALTY? 

Earning repeat business 
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Caring for employees 

BUILDING BLOCKS 
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Seeking customer contact 

BUILDING BLOCKS 
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Making it personal 

BUILDING BLOCKS 
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Superior customer experience 

IN SHORT… 
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What about  

Loyalty 

Programs? 
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Crazy fast expansion 

Source: Finaccord Ltd., Aug 2015 

Estimated Coalition Loyalty Program Members (Global, Billions) 

Airline 

Banking 

Hospitality 

Retail 

WHAT ABOUT LOYALTY PROGRAMS? 
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Questionable engagement 

% Unfavorable Customer Opinions on Social Media (US) 

Source: Capgemini Consulting Analysis, Dec 2014 

WHAT ABOUT LOYALTY PROGRAMS? 
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What people really think 

Survey Finding Translation 

1. 89% of opinions on loyalty 

programs are negative 

• “9 out of 10 customers think 

loyalty programs suck” 

2. 97% of loyalty programs are 

based on purchases 

• “We don’t care what you 

think, we care what you buy” 

3. 9% of loyalty programs are 

offered across all channels 

• “Loyalty programs serve our 

needs, not the customer’s” 

Source: Capgemini Consulting Analysis, Dec 2014; Scott McKelvey, Mar 2015 

WHAT ABOUT LOYALTY PROGRAMS? 



14 

What people really think 

Source: Scott McKelvey, Mar 2015 

“Loyalty gained through 

bribery only lasts until 

another company offers a 

better bribe.” 

WHAT ABOUT LOYALTY PROGRAMS? 
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Hotels.com Rewards 

REAL WORLD CASE 
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How it works 

• 10 + 1 concept 

• Secret prices 

• Free to join 

• High eligibility 

• No restrictions 

Front and center… 

REAL WORLD CASE 
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2. Property Page 

3. Booking Form 

4. Email 

1. Search Results 

How we align 

REAL WORLD CASE 
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Benefit tiers 

Tiers Base Silver Gold 

Tier criteria 
0-9 nights stayed in 

12 months 

10 nights stayed in 

12 months 

30 nights stayed in 

12 months 

Tier benefits 

Collect 10 nights, get 1 free 

Secret Prices 

Dedicated customer service 

Hassle free travel guarantee 

Early access to deals 

Exclusive deals 

REAL WORLD CASE 
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How we track 

1. Earn 

Mix 

2. Join 

Ratio 

3. Active 

Members 

4. Repeat 

Rate 

5. Return 

Path 

REAL WORLD CASE 
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Results we get 

31 Rewards 

Member 

Non-Rewards 

Member 

Hotels.com Net Room Nights 

1 

3 3x 

REAL WORLD CASE 
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So does 

loyalty exist? 
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Loyalty may not exist, but Commitment does 

Source: The Taylor Group, inspired by Heidi Reeder, “Commit To Win,” May 2014 

COMMITMENT 

 

 

 

 

 

 

 

Satisfaction 

Alternatives 

Investment 

Commitment Equation 

THE HYPOTHESIS 
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What can we do better? 

Expand reward 

mechanisms 

 

(not just 

purchases!) 

Build personal 

relationships 

 

(Customer VIP 

events) 

Track Net 

Promoter Score 

 

(“would you 

recommend?”) 

THE HYPOTHESIS 



24 

If you want  

loyalty, 

get a dog! 

THANK YOU, AND ENJOY THE CONFERENCE! 


