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Resort Improvements 2013

e Significant renovations to some common
areas were undertaken resulting in smart new
receptions, improved leisure centres and
swimming pools at many resorts

* Great work has been made on integrating
restaurant franchises into our resort
operations to ensure they deliver excellent
service and variety of menu
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Improvements 2013- EU

* Other improvements include water savings
and installation of motion sensors with
subsequent cost savings

e Resort Activities: 13,000 members & guests
joined DRIven to Fun activities and raised
€3,000 raised for a good cause



Resort Improvements 2013 - //
Canary Islands ’

Road resurfacing works and new lighting throughout the resort
— Jardines del Sol
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Resort Improvements 2013 -
Canary Islands |
Full refurbishment of Royal Sunset Beach Club Reception
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Resort Improvements 2013 - 7!
Canary Islands ’ |
Full refurbishment of the Reception area — Royal Sunset Beach Club
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Resort Improvements 2013 -

Canary Islands

Full refurbishment of the Bar— Royal Sunset Beach Club




Resort Improvements 2013 -
Canary Islands |
Full refurbishment of the Restaurant— Royal Sunset Beach Club
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Resort Improvements 2013- Canary Islands
Full refurbishment 21 apartments, some elite: Santa Barbara




Resort Improvements 2013 - i

Canary Islands
Refurbishment— Santa Barbara
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Resort Improvements 2013 -
Canary Islands
Refurbishment — Santa Barbara




Resort Improvements 2013 - V)
Canary Islands |
Full refurbishment of Reception — Sunset Harbour




Resort Improvements 2013 -  /
Canary Islands
Brand New Gym— Sunset Harbour




Resort Improvements 2013 - //
Canary Islands ’
New Children’s Playground — Sunset Harbour




Resort Improvements 2013 -
Costa del Sol and Balearics
Pool refurbishments — Sahara Sunset
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Resort Improvements 2013 - Italy

Palazzo at Soriano - Bedroom




Resort Improvements 2013 - Italy

Palazzo at Soriano — Garden Villa







Resort Improvements 2013 - Italy

Palazzo at Soriano — Spa
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Resort Improvements 2013 - UK’

Partial refurbishment — Pine Lake
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Resort Improvements 2013 - UK"
New Accessible apartment — Pine Lake







Resort Improvements 2013 - UK

Leisure Centre, gym — Thurnham Hall
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Resort Improvements 2013

Tennis court — Wychnor Park
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2013 Results

W 2013 results

Benchmarks
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Food and Bever

Score variances after the conference

M Increased
Equal

B Decreased

The Kenmore Club
Cromer Country Club
Palazzo Catalani
Royal Oasis Club At
Pueblo Quinta

Le Club Mougins
Wychnor Park Country
Club

White Sands Beach Club
Sunset Harbour Club
Alpine Club - Austria
Sunset View Club
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ACTIVITIES 2013 vs 2012/ e

33% of resorts
have decreased 61% of resorts

have increased
their scores

6% of the resorts have
remained the same
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2013 - PDS Alerts

EUROPEAN

AVERAGE 0.9%
‘ H below average EU

m 1% above EU
average

more than 1%
above EU average




2013 - Member contéc;ts

781

~  ———  complaints-

0.59% of
check outs

131,468
check outs



Resort Fees

Facilities and Services

Auxiliary Accessories

Baby Accessories

DVD Library

Gym Towels

Internet Kiosk

Internet WiFi

Launderette

Leisure Centre

Leisure Centre

0]

ymnasium

Members

24 hours £2

Free

20 Minutes F
1 Hour £13

Fee Per Connection
1Day £6.45

3 Days £l

7 Days £

Washer/Dryer Token £1.50

Fee Per Apartment
Free

Fee Per Apartment
Free

Non-Members

24 hours £3

Fre

1]

20 Minutes £4.6
1 Hour £13

Fee Per Connection

Washer/Dryer Token £1.50

Fee Per Apartment

1Day £13
3 Days
7 Days £70

Fee Per Apartment
1Day £5

3 Days £12

7 Days £330




RCI

Gold Crown 17 resorts

Silver 2 resorts

Hospitality to Silver 1 resort - Cala Blanca

Silver to Gold 3 resorts - Pine Lake / Royal Tenerife Country Club/Sunset View

Interval International

Select 11 resorts
Premier 6 resorts
Premier Boutique 1 resort

Palazzo Catalani VOjola d’oro

Tripadvisor

20 Resorts have reached an average of 4.5
7 resorts have reached an average of 4

4 Resorts have increased from 4 to 4,5
Resorts with Tripadvisor award —27% increase

Booking.com 25 resorts with award

Expedia Jps Top Ranking- Position 138




Acknowledgements

 Jardines del Sol Maria Cobos Reception
e Club del Carmen Maizie Moore  Reception
- Broome Park Karen Hodgkiss Activities
- Garden Lago Darren Selby Activities
 Vilar do Golf Alexander Brazao Activities
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CONGRATULATIONS TO THE 2013
WINNERS

The Alpine Club - The Best Small Resort
(Kenmore Club - Finalist)

Los Amigos Beach Club - The Best Big Resort
(Vilar do Golf - finalist) |



Chairman’s Awards Fmaflsts

Francisco Javier Martin and Jose
Gascuena - Dennis Walker Award on
behalf of Costa del Sol team

Jim McKirdy-Kenmore Club
Sandra Colaco-Vilar do Golf
Sunset View team

José Exposito-Santa Barbara



Resort Guides
Monscierge
Canal + in Spain
Accessibility Training
In Room Directories
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Monscierge

| FB Post
Hotel Info
Map / Directions
Recomm

m Flights

B Weather
Postcards

Sponsorship




Monscierge 20147

The current content is only using 40% . of its
capacity

What is coming :
* Diamond App
 Two way messaging



Welgome to

Los Amigos Beach Club

Home Screen



Zapping in the resorts

Previously most analogue TV channels were freely

accessible

Nowadays most European channels can only be
received in other countries via satellite and by means

of the correct code card

Thus, for the reception of BBC or ITV a special decoder
card is required. Howeuver, this card can only be sold
to UK residents which means unfortunately resorts on
the Continent can no longer broadcast British

channels
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Accessibility Training

Accessibility training has helped to increase awareness among our
team members of how to address different situations in.order to

offer the best service to our guests with disabilities.

More than 1,000 people
attended this training in
each of our European
resorts, including Sales &

Marketing team members




DEAR VALUED MEMBERS, OWNERS AND Gl

WE ARE HE

GET CONNECTED « - -
0-00- Calmlrycnoa Aras Cods - Nember

0 + Arca Code » Number

ACCOMMODATION TO ACCOMMODATION
Ploass costact recoption.

Intsenat kiosk avaliabio in tho Ocoan
Lousge. Codes avallablo at Reception.

DISCOVE
INSC
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WELC

SANTA BARBARA GOLF
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Brand new In Room Directories
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Sustainability Focus Group

* Diamond is a member of ITP ( International; Tourism
Partnership)

= Resorts have been implementing sustainable
practices and need your cooperation to make further
savings

= Example - 15,000 m3 of water were saved in 9
Canary Islands resorts over 5 years despite the
increase in occupancy



CHARITY EVENTS




Diamond Resorts International”®
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DRIven- to FUN
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