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John Deighton is Harold M. Brierley
Professor of Marketing Emeritus, and the
Baker Foundation Professor of Business
Administration at Harvard Business School.

He is an authority on consumer behavior
and marketing, with a focus on digital and
direct marketing. He is currently developing
course material on Big Data in Marketing.

He led the HBS Executive Education
program in Digital Marketing and taught the
elective MBA course, Digital Marketing
Strategy.
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The program was launched with an “everyone is a winner” sweepstakes offering
each hotel guest an opportunity to win, everything from a cruise to a free drink.

See what

youve ]ust
won!

T
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Introducing Hilton’s Million Dollar Thank You

No one says “thank you” like Hilton
with millions of dollars in instant gifts
from United, TWA, Hertz and Cunard

friendly skies to Hawaii ... California. .. l-‘lorid:u i
any of the 50 states as often as you want.
Or you can win a years free travel for two to any
T ination* Imagine going to London

is or Rome just for the weekend ... virtually
any weekend!
There are gifts of a year’s free stays at Hilt
And you can even set sail for the luxury of a
gone era with deluxe cruises for two 10 Europe on
Cunards QE2**

Plus enjoy ()thu not so lmJe gifts

You've already won!
Hilton wants to say
“thanks a million”
£ losomeone spe-
5 cial—you, our
i

we're L‘IVIl]k way

millions of dollars

You geta

s time you
sas simple as

that. There are no points

to collect or keep track of.

Finding out what you've won is e HLI:I“\' simple. Just
peel open the gift card you getat t heck-out
counter...and your gift is revealed instantly.

Wake up to some really big gifts

We will be giving away over 30 different travel and upgrades
gifts—including some really big gifts. ticipating hotels.

Like a years free travel for two anywhere in the W\ N 2 Of course, there
U.S. on United Airlines. 4 Soyoucan fly the y ———— is tch: you have
. tone of the

best hotels in the country to qualify. A Hilton.
Where you can expect to be pampered, indulged,
spoiled and pleased.

And lhr:n you can expecta ;,m

travel gifts like dlSC()Llnl.s
and upgrades on Hertz,
United and Cunard. And
free dinners, ¢

our par-

travel restrictions do 'Em Fora complete list of res
Award Brochure available a the front desks ofal partic

CUNARD
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Hilton HHonors — The Launch
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Each Guest completed a guest profile, providing data on # of business trips, # of
hotel nights, along with participation in airline and hotel loyalty programs.

How to check-in to Hilton...
and check-out with an instant gift
every time you visit

1. Visitany participating Hilton and pick up this
Million Dollar Thank You Brochure

2. Complete the Guest Profile in the brochure.

3. When you turn in your completed'proﬁ]c at the
check-out counter, you'll receive a gift card for each
night of your visit.

4. Peel open your gift card and see what you've
won. Procedures for redemption of your gift can be
found on the gift card and in the Award Brochure
(Brochure is available at the front desk of any par
ticipating Hilton.)

Your Million Dollar ID Card. .. what it is and
why you should keep it

By retaining this ID Card, you won’t need to com-
plete another Guest Profile during your next Hilton
visit in order to receive gift card(s). All you’ll have
to do is show your ID Card to the front desk staff at
the check-in counter.

program of guest privileges and rewards we will be
introducing later this year.

By completing the brief Guest Profile that’s at-
tached, you'll help ensure that the guest program
we're introducing meets your needs. You'll also
enable us to send you more details about our new
program—in advance of the general public.

Even better, you can get started in this new program
today. Simply keep your Million Dollar ID Card to
identify yourself every time you visit a participating
Hilton.

No one leaves Hilton without a thank you

For over 60 years Hilton has come to symbolize the
finest in lodging, location, cuisine and service.
‘Today this tradition lives on ... with our Million
Dollar Thank You. It’s one more way to prove our
commitment that “No one leaves a Hilton without

Your Million Dollar ID Card
and million plus reasons to use it

Its your instant entry to Hilton’s Million Dollar
Thank You in instant gifts. By presenting this card
to the front desk staff at the check-in counter, you
won't have to fill out another Guest Profile to
receive your next gift card.

Owr [COwrs Cwiss [Jvs CIDR

First Name Wil Last Name Suffix

Title (1F using Business Address)

Company Name (If using Business Address)

HILTON’S

MILLION DOLLAR

ID CARD
D | &

Signature

008312074

1. Total Number of Business Trips
taken by air in 1986

2. Total Number of Nights
stayed in hotels in 1986:

3. Which airline frequent flyer programs are you currently
an active member of: (Please check all that apply and
then circle the one program you use most frequently.)

athank you.” [ United Camerican  [JDela
More “Thank You's” are on the way very soon So be an instant winner today—compliments of O B Easier Bl Contiotaat
This Million Dollar Thank You is just the beginning Hilton. Just hand your completed Guest Profile to Tome Ox Bitiess Bidress Apt. No. or Saite
of a much richer the cashier at the check-out counter. Peel open your [JU.S. Air ] Western [JPan Am
card. And discover your Thank You gift.
G State/Province Tp ] Northwest [ Piedmont
HILTON’S ey fe Jother
Country Home Zip Code (If not provided above)

MILLION

MILLIO
THANK YOU
ac

THANK yo; I

N OV’

DOLLAR
&KYOU

( ) ( )
Home Phone

Business Phone

Number of Nights

008312074

Number of Cards Issucd

4. Which hotel frequent guest programs are you currently
an active member of: (Please check all that apply and
then circle the one program you use most frequently.)

J[ N [JHoliday Inn  [[] Hyatt [ Intercontinental
4 N D OL L [IMarriott [JRamada ] Radisson
@S a lofer, o ‘%W [CJSheraton [ swouffer
) el
2ten. 1 ON S Folio Total Cashier' Initials/Date DJother

5. Have you completed a Guest Profile before?

O Yes

[CNo

Ashilule wwmer Sngagemenl
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= 500,000 Hilton guests completed a
“Million Dollar a Day” Sweeps profile

= The cost of the promotion was $500k, '\wij
including reward costs. e 1y ee
= 250,000 hotel guests with desired hotel St S
stay frequency were invited to join Hilton R
HHonors as charter members tS

= Marriott responded with magazine ads

positioning Hilton, a late entrant, as #2 ‘ a ﬁye@

» The program has evolved over the 30

years, with an slowly evolving strategy S‘t

= "Double Dipping" was institutionalized ; i : ;
Now gelt free nights, plus your points and miles.

= Rewards were fully funded as earned

= Success was measured in incremental
stay revenue using on-going research




Enrolling New Members ... Thak & -SSR | ) SMU|SCOXB
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Onboarding New Members



Emirates Onboarding — Week 1 B S COX

Emirates Airline does an excellent job onboard members into a complex
program over the course of three weekly emails

Harold Brierley | | Blue | 0 Skywards Miles

” In the first email, Emirates explains the

@ { -fmf’:"“ ; i
Emirates | S8 G differences between two types of miles
, N, - and highlight the ways to earn each

Let's falk N L
about Miles B0

What's the difference between
Skywards Miles and Tier Miles?

Hello Harold,
ow that you're an Emirates Skywards member, - : il
Now that you're an Emirates Skywards memb Skywards Miles Tier Miles
the first thing we'd like to tell you more about is :ameld Briert
Miles - what they are and how easy it is to earn are ) /a\, Your Emirates Skywards / -
them. i ) . Determine your
Membership Number earning and spending . tier status
Blue currency
You can earn two types of Miles: Skywards Miles
and Tier Miles. They both make your travel Skywards Miles Balance
experience more rewarding, but in different ways. 0
as of 20.07.2018
We've compared them below so you can get to V
know more about them. ) Earned on Earned only
Log in flights with us when you fly W’
and our partners ﬁ i B Aa Emirates*
6
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Emirates Onboarding — Week 2 Pl B a2 (@SMU|COX

To overcome complexity, Emirates continues their onboarding with a
second message showcasing the various ways to use your miles

oot Beioiey | e ——— While free flights and upgrades are the lead
| benefits, they highlight many ways to
redeem miles

Y

3
Emirates ‘ )]

| Skywards ‘ 3 9 el

| 1 _— - . g -.",' .'_! Dubsi 20 + T

Start a.new story with
Vour Sk\lwards Miles 7 : Flight rewards start from 15,000

Skywards Miles. Fly anywhere across Skywards Miles. Book in advance or

Hello Harold,

In our last email, we talked about Miles and how

easy it is to earn them. Now we want to tell you Name

about the most exciting part of earning L

Skywards Miles - spending them on rewards. ) Travel locally with one Enjoy a relaxing stay Book day trips and more
Membership Number of our partner airlines at selected hotels with our lifestyle partners

You'll find plenty of inspiration here. From flights Blue

and upgrades to hotel stays, concert tickets and

day trips, you've got more choice than ever when it gkywa'ds MlesEaancs

comes to choosing your rewards. as of 20.07.2018

Get tickets to concerts, Buy vouchers for family Plan a road trip with
sport events and more and friends our car rental partners 7

Copyrighl 2018 Drarlay Inslilule foe Costomer Engagement
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This message is important, but less
important for new members than earning

Emirates and redeeming

Skywards

A o S
-%*b.a e

Take your o
membershipto  #
the next level

Hello Harold,

Last time, we looked at your choice of rewards
when it comes to spending your Skywards
Miles. Now, we want to focus on the extra
benefits you can look forward to as you move up
through our four Emirates Skywards
membership tiers.

Your rewards start from the moment you join, but
there's much more to enjoy beyond Blue. The more
you fly with us, the higher your status. And each
time you reach a new tier, you'll be rewarded with
more Skywards Miles and more exclusive travel
benefits.

Copyrighl 2018 Drarlay Inslilule foe Costomer Engagement

Name

Harold Brierley

Membership Number

Blue

Skywards Miles Balance
0

as of 20.07.2018

Your

current
status

+ Fly for less with
Cash+Miles

+ Priority waitlist for
fully booked flights

25,000
Tier Miles or
25 qualifying

flights*

silver
R4

Silver

All the benefits of
Blue, plus:

+ Lounge access in
Dubai

+ 25% more
Skywards Miles on
all Emirates flights

gold

Gold

All the benefits of
Sliver, plus:

+ 16kg extra
baggage
allowance™

+ 50% more
Skywards Miles on
all Emirates flights

plagaum,

Platinum

All the benefits of
Gold, plus:

+ Complimentary
Gold status for a
friend or family
member

+ 75% more
Skywards Miles on
all Emirates flights



