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About Jonathan Gillespie

Bachelor of Commerce — Majors in Strategic Marketing & Strategic Management
Bachelor of Tourism — Majors Hotels & Facilities Management & Sustainable Tourism
Planned and launched successful hotel & tourism booking website for Tourism Dunedin
Digital Marketing & CRM Consultant to group of 120 hotels across APAC

Designed and developed Member Services Systems for hotels and a Club

Award Winning Member Communications & Feedback System for Silverneedle Hotel

Group
Certified ADMA Digital Marketing Strategist

Founder and Managing Director of Boss Digital Limited

12 years website and app development, digital marketing, CRM and loyalty systems
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’1:1‘* About Boss Digital

Boss Digital is a leading international digital agency in Hong Kong specializing in cutting edge
website design & development and digital internet marketing consulting. We aim to leverage
companies and brands in the digital field through our specialist knowledge of digital marketing
strategy and experience developing end-to-end digital marketing solutions.
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Strategy &
Planning

Business Analysis, Market
Research, Competitor
Analysis, Review of Digital
Assets, Marketing,
Strategy Development,
Campaign Planning,
Analytics & Optimisation

Design &
Production

Create a corporate
identity, brand
experiences and stories
through inspiring creative

Online Marketing

Drive traffic,
engagement, targeted
leads & sales via
integrated online
marketing campaigns
according to the stage in
your business life cycle

Mobile Marketing

Interact, increase
engagement and sales
from your customers
through mobile
marketing channels.

Loyalty & CRM

Cultivate customer
loyalty through intuitive
CRM solutions that
communicates, nurtures
relationships, drives
repeat business and
loyalty
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1984: Motorola’s DynaTAC
8000X Is the first cell phone
to hit the commercial
market

1992 : First text message - Neil Papworth
with message “Merry Christmas”

Marketshare 100%

2000s: 12,000,000 text messages sent

Nokia was first manufacturer in  PS" Month, on average 60 per user

1993 to support text messaging
2008: MSN- 330 million

1998: Nokia, the new S0A LA S iR R
market leader, launches 2008: Apple releases
2006: BiackBerry, the iPhone 3G

the 51109
worldwide PDA leader,

S Global Touchscreen
releases the Pearl™®

Global Mobile
Marketshare 22.9%"

Global PDA

1994 : ICQ Marketshare 19.8%

aunched

1984 1352 1993 1556 1958 2000s 2006

Marketshare 28.6%"41"

We've come a long way

2009 1 billion users worldwicle,
53 IMs a day

2014 : 541,000,000,000 text
messages sent per month, on
average 491 per user

2014: Samsung. the

smartphone market leader,
releases the Galaxy S5@

Global Smartphone

Marketshare 24.5%

2014

2017

Apple is cumrent
smartphone leader
gained back
market share with
release of iPhone?

2017: IM's
account for more
than double the
amount of SMS's
sent per day

2017



Asia Digital Media Statistics

TOTAL
POPULATION

e

URBANIZATION:

47%

ACTIVE ACTIVE MOBILE
INTERNET SOCIAL SUBSCRIPTION
USERS MEDIA USERS S

1.91 1.51 3.99
BILLION BILLION BILLION
PENETRATION: PENETRATION: VS. POPULATION:
46% 36% 96%

Jan 2017 - Digital in Asia — Pacific
Key statistic indicators for the region’s internet, mobile, and social media users
Ref: https://wearesocial.com/sg/blog/2017/01/digital-in-2017-global-overview

ACTIVE MOBILE
SOCIAL USERS

1.44
BILLION

PENETRATION:
35%
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Asia Smartphone Statistics

Smartphone Users and Penetration in Asia-Pacific,
by Country, 2014-2019
millions and % of mobile phone users

2014 2015 2016 2017 2018 2019
iSmartphone users (millions)
IChina* 482.7 525.8 563.3 599.3 640.5 &687.7
India 123.3 167.9 2041 2438  279.2 3171
Indonesia 44.7 554 65.2 74.9 83.5 92.0
lapan 46.2 51.8 55.8 58.9 60.9 62.6
south Korea 32.2 33.6 34.6 35.6 36.5 37.0
Philippines 218 26.2 299 333 36.5 39.2
\Vietnam 16.6 20.7 24.6 28.6 320 35.2
Thailand 15.4 17.9 200 21.9 234 24.8
Taiwan** 15.1 16.4 17.2 17.8 18.3 18.6
imustralia 13.5 14.6 15.4 16.0 16.5 16.8
Malaysia 8.9 10.1 1.0 11.8 12.7 13.7
Hong Kong 4.4 4.8 5.0 5.2 5.3 5.4
Singapore 3.8 4.0 4.2 4.3 4.4 4.6
New Zealand** 2.3 27 29 31 3.2 3.3
Other 57.1 721 86.6 100.4 113.3 125.4

iAsia-Pacific 888.0 1,023.9 11398 1.254.7 1,366.3 14834

2014 2015 2016 2017 2018 2019
'Smartphone user penetration (% of mobile phone users)
Singapore 83.1%  85.2% 86.3% 87.2% 88.0% 88.9%
Taiwan==* 77.5%  83.1% 86.8% 89.3% 91.3% 92.5%
South Korea 79.5% 82.3% 84.3% 86.0% 87.6% 88.4%
Hong Kong 76.6%  807%  B84.0%  859% 87.2%  88.3%
mustralia 74.3%  78.4%  81.0%  B8246%  83.6%  84.3%
MNew Zealand** 65.2% T4.3% 79.0% 81.5% 83.0% 83.9%
IChina* 48.1%  50.9% 33.3% 56.0% 59.3% 63.3%
lapan 44.0%  48.9% 52.4% 55.1% 56.9% 58.4%
nalaysia 42.6%  46.6% 49.2% 51.3% 54.3% 57.3%
Thailand 349% 392% 428% 45.8%  481%  50.0%
Indonesia 326%  37.1%  404% 432%  454%  47.4%
Philippines 32.0%  36.6%  40.0%  431%  46.1% 48.4%
Vietnam 304% 362%  41.5%  468%  50.9%  54.6%
India 21.2%  263%  298%  334%  36.0%  39.0%
Other 209%  24.8% 28.0% 30.7% 32.7% 34.3%
iAsia-Pacific 37.3% 408% A43.6% 462% 48.7% 51.5%




What are we doing with our devices?

Check Emails

Social Media
90%

Searching Info on Internet
87%

~ » IM and VolP
g 90°/o
f:. Online Games
) J 37%

LA A

9 Checking Maps
60%

. Access Government

| I I | /Social Services
JE 379/

q

~
@ Looking for Jobs

s >

Booking Online
70%

R

Apps
95%

®)

Video & Music {ﬂﬂ

61%

E-education
44%

i,

=3 Online Buy & Sell
T 36%



How Digital
Communications, CRM &
Apps can enhance your

clubs?




;:9 They will help achieve a Club Managers’ objectives

Enhance the lifestyle of Club Members

Provide more convenient and better quality Member services
Market and promote of Club activities, news and developments effectively and efficiently
Improve operations and reduce staffing costs

Offer members a Member Services Portal and booking systems to increase activity and revenue that works
with your Club Management System

Offer a digital Member feedback system, better manage staff, improve Member satisfaction and reduce
staffing costs

Provide staff a better platform for organizing, marketing and promoting Club events, news and activities

Increase Member activity, Member engagement, Club revenue and profitability

{ , BOSS
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;ﬂ& Member Engagement in a Club

Ambassador
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i
#“Q Engaged Members

Open & read club
news & promotions

o Member engagement fuels a Club managers core objectives NEWSE
o Are loyal to the Club and longer term members i/ ‘) I ﬁ
e Are active users of club facilities Attend club avents
Book & utilise c‘.lub food .
& beverage facilities

o Books events, F&B and sports or recreation regularly / -

o Keep up to date with club news, promotions and magazines . @

e Normally are open to giving feedback Give Feedback a Utilise club
for kids activities

e

Represents the segment that brings greater Book sports &
profitability for the Club recreation regularly

A e

o
@
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#“Q Process to create Engaged Members

Define Member Activities & Objectives

Define What is Engagement for your Club and the KPls

Define Engagement touch-points of Members

Review, audit and asses strategies and communications methods you will utilize to create engagement members
Prioritize which systems and programs you will setup to drive member engagement

Setup Member Management Systems with modules needed

Implement Member Management Activities, Communications, Tailored Marketing & Promotions
and Respond to Feedback

Analyse, Report & Optimise

& BOSS
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@ Strategies to Create Engaged Members

P
' | ]
http:// "
m =
0 Club Member Services
Portal

Website e o
Reporting & Member Self Service
T T Ehagrs Secki:

E I
<— “‘h —
9 Engaged Members

Member J/ Frfoﬂle &
Frnalzins Marketing & Experience | \ember Incentives frEceics
Automation
ll
2z
o
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@ Club Website t'"h Public Interface

Engage prospective Members & existing Members
Responsive Website Design — Desktop & Mobiles
Display Club news, promotions, events

Provide information on Club facilities, sports & recreation
LADIES RECREAIION CLUE = NOITICES

Provide information to Food & Beverage outlets

Filter
NOTICES

Find Membership Application forms

HAPPY INTERNATIONAL WOMEN'S
DAY!

Celebrating achievements of all the

Q000000

: ol Provide a portal for Members to access
amaing women oul there today,
Member Services

( )\ BOSS
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Welcome, HELEN A ALEJO!

5]

MY ACITILS

MY ACCOUNT

LIBRARY & MOMLS

MY DLIAILS

SPORTS & RECREATION

SANGTLARY 5PA

B Events
Mother's Day Buffet

14 May 2017, 12:00 PM - 09:00 Ph4

Venue: Family Clubhouse & Sundeck

MOTHER'S D,
Celebrate with Tour Mum a
offering in the Family Ol
wvailaie for the Surdech

Category: CRIME THRILLER
Statuis: RESERVED
Duse: 20002/2017

OO0 00O0 OO0

"‘" Core Member Features

View & book upcoming events and sports & recreation

Search, browse & reserve library books & movies

Enquire for functions, kids activities, spa/leisure facilities

View and reserve dining tables integrated POS provider
Browse wine shop, deli and book online

Receive news, notices & updating communication preferences

View member account statement, profile & my activity,
cancel bookings

All bookings/reservations/member profile updates are
integrated seamlessly with Aspen & updated in member
account

A\ BOSS

DIGITAL



®
.7\ Sports & Recreation Module

Sports & Recreation (Aspen Integration)

Browse and filter available courts for booking
< TUE 7 Feb >

Badminton  [EESTCE

7:00 AM Available | Awailable  Available

Book courts and receive notifications — 24/7

Cancel / Amend bookings

7:30 AM Available | Awailable  Available
8:00 AM Available | Awailable  Available
8:30 AM Available | Awailable  Available

9:00 AM Available - Available

9:30 AM Available | Awailable  Available

Booking charges updated in monthly account
statement via Aspen

10:00 AM Available | Available  Available
10:30 AM Available | Available  Available Receive booking reminders

11:00 AM Available | Available | Available

11:30 AM Available | Available  Available

Receive news from sports & recreation
set in menber preferences

12:00 PM Available | Available  Available

Q0 © 000 O

Enquire about coaching classes

[Q BOSS
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E‘_ Library Module

Reservation

ABOUT LIBRARY Are you sure you want to reserve
this item?

s rom 2 bece range:of categories. Every moetth, new ftles ane chosen hased on fap reviews from major English
Book Mermbers are. e

Close

Library (Aspen Integration)

Search, browse and filter through Library
books and movies

o Reserve library books and movies — 24/7

o Cancel and renew library books

e Library books and movie hire charges updated
on member account statement

e Receive notifications on overdue library books

[Q BOSS

DIGITAL



..@ Events Module

ﬁ - ] :

Mother's Day Buffet

Easter Adventure Camp 2 10 Apr 2017 14 May 2017, 12:00 PM - 09:00 it

#1435 A 5 <
Venue: Family Clubhouse & Sundeck

Easter Egg Hunt 17 Apr 27
T1:K AN

Mixed Progressive Series 29 Apr 2017
1:30 P

Stuart Glass Team Challange 29 Apr 27T
200 M

Maother's Day Buffet 14 Moy 2017
12:00 P

To the Ends of the Earth 18 May 2017 N

7100 PM

MOTHER’S DAY BUFFET
Celebrate with You Mum an unbestabie Mothers Day bulfe:
offering in the Family Clishouse and Sundeck. Reservations
availabie for the Sundeck seating aes any

Family Photo Day 21 May 2017
s A

0 Adults

1 Adult

2 Adults

3 Adults

4 Adults

5 Adults

Event Module (Website CMS Managed

o Search, browse and filter for events

e Book events, receive confirmation on event
bookings, cancel event booking in member profile

o Event bookings charged to Member Account
by Event Manager

0 Events will be manager can set event
capacities thresholds and add custom fields to
event booking forms

[Q BOSS
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% Dining Module

Dining Module (Website CMS / POS
Vendor)

o Search, browse, filter for dining tables to
book at Club venues

0 Book dining table and receive booking

confirmation. Booking updated in
e N RO Member Account via POS vendor &
::ED — Aspen and can cancel/amend

02/08/2017

VENUE

MEMBER LOGIN

Forgot password

NOTICE BOARD

BOSS

DIGITAL




% Online Shop Module

Online Shop (Website CMS / POS
Vendor)

e Search, browse, filter shop items + food &

beverage
LE CHAIS

e Order wine, deli, pizza (any shops in the Club) and
will be billed and updated on Member Account
ORDER WINE statement via Aspen API

SEARCH BY KEYWORDS

Lo




Receive News, Notices & Promotions

News, Notices and Promotions

e View & browse news, notices and promotions

0 Subscribe for the news, notices and promotions
with mobile app or website — update preferences

il o Receive notifications of news and notices on
mobile and browser notifications

re laday

READ MORE

2017 CAR PARK LABELS

BOSS
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“‘Q' Digital Communication Methods

|5

Website - Blog,
Promo Banner,
Pop-Up News
Page, Infographic,
Photo Gallery,

Videos, Pod Casts

f ¥ Bin

Social Media Post

o

Re-targeting Banners

Search Engine Ads —
website, member
database

Browser Notifications

SMS

@

Digital Displays —
(like touchscreen TVs)

)

©

Instant Messaging

L

Push Notification

>

AR
VR

BOSS
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*a:x What to use when

Email

Advantages:

Can be stored for later

Include more content and can be visual
Low opt out rate

Disadvantages:
Low open rate ~ average 25%
Not timely

When to Use:

Non-time sensitive communication

For info that people may need to reference
later

Examples:

Successful Sign ups
Confirmation of Booking
E-newsletters

Visual Promotions

o

SMS

Advantages:

Generates 90% open rate, read within 3
mins

Can be received without a smartphone

Disadvantages:
Downside is SMS cost
Can only be sent to mobiles

When to Use:

Useful for critical business info, timely
Important information

Not to be used when need to keep
message info for later

Examples: Wine delivery is ready
Can also be reminders of bookings

Push Notifications

Advantages:

Generates 90% open rate

Free for sender & receiver

Can control when receive settings

Less intrusive & can send without app open
Cross platform delivery

Disadvantages:
Higher opt out rates

When to Use:

User for app event activity — new app
content, notices, reminders, special offers
etc

Don’t use for info needed to reference later
on

Examples: Reminder of your Squash Court
booking on 261" May, Court 3 @ 6:45pm



*ﬁg What type of push notifications are there?

Simple Push Notification
Scheduled Push Notification

Geo-Targeted Push Notification — Promos, Specials when your in a
defined area

Data driven Push Notification — Confirmations, Alerts, Reminders, Neoshop
Targeted Promotions Paul, you are 200 yards away from
our store. Get 3 15% discount today

using your 5,000 loyalty points.

Cancel Continue

&\ soss

DIGITAL



Step 7: Feedback I

Member
Lifecycle
Communications

BOSS

DIGITAL




=

Event Marketing

= Publish Event

= Club E-newsletter

= Notices

= Club Magazine — Digital & Print

= Social Media Post — Boosted Posts

= Re-Targeting Banners — Email + Web
= |IM Groups e.g. WhatsApp Groups

= Push Notifications

4@{‘Club Marketing & Experience Automation

I@\

Relationship Building — Automated Communications
= News & notices

= Club Promotions

= Booking, Enquiry Confirmations

= Reminders

= Asking for feedback

[ - BOSS
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HELEN A ALEJO

:‘ﬂ& Member Preferences

Celebra
women:

Monday

Thu, 2§
Ryan Te

Fri, 2 D\

Tue, 24

Friday, |

Select All
Badminton
Bowling

Bridge

Classes

Family Clubhouse
Fitness Cenler
Food and Beverage
Golf

Home

Jr Activity

Le Chai

Library

Deselect All

o

Club
= Newsletter
= Notices

= Promotions

= Magazine

= Account Statement

= Booking Confirmations
= Booking Reminders

— (8 7

Emails ~ SMS  Push Notifications  Magazine

- Print or Digital

4 , BOSS
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@ Member Incentives

\“: Promotions
= Event Promotions - Club Balls, Sport Section events etc
= F&B Promotions - Afternoon Tea Sets Specials, Lunch Specials,
Sunday Brunches, Burger of the Month etc

2dvel'lt“l'e = Kids Club Specials — special packages for kids activities
amp = Library — reserve 2 movies and get the 3 free
XS R RS RIS E SRS R SRS 2L 28 X . . . .
Comp 1: 3, 5.7 Rpril (Mon, Ued-ri) = Wine Shop / Deli Shop / Club Shop Specials — weekly wine/deli
Camp 2: 10 -13 April {(Mon — Thu) .
8:450m - 19:30pm, Sports Hall & Offsite Venue SpGClals etc.
8- 11 years old
YT YT YTy FGG:SLW T YT Y
Merbers Prierity Communication Methods
Please sign up at the Sports Desk by 27 March. (17
r more information please contact ahan L] Em ||
Wy = Website/App/Social
k. = Push Notifications
= SMS
= Magazine

BOSS
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ﬁ Member Feedback System

Why is it important?

@ Build relationships with Members and give them recognition

@ Get more satisfied Members, who in turn are more active

g Solve any issues or complaints of service or facilities on the spot

g Offer incentives for Members to book again

g Digitize the feedback and suggestion boxes process, save time and operational costs

g Resolve any operational issues more pro-actively

g Reports on ongoing Club performance of business units surveyed, based on Member satisfaction

@ Provide a system for managing complaints and recovery procedures

( - BOSS

2 DIGITAL



ﬂ Member Feedback System

Australi

HOTELS: RESORTS-APARTMIENTS.

Fanns peleci Erard Chifley - s seac hant -

Thank You For Staying e rargn GEARME B = 2mE 3 Powizzde ramge "

Dear Customer,

‘Thank you for staying atin a on the
We hope that your stay was both enjoyable and relaxing

Iwould love to receive some feedback on your stay and any insiahis on how we could improve the
service and experience we offer. 1110115 will only take a few minutes to complete and you'll
receive avoucher for a complimentary bottle of wine on your next stay to thank you for taking the
time,

Alternatively,ifyou wish to make a comment or complaint pleas A Finrrmr = L] L]
Did you know you could be eaming points towards free nights for every dollar you spend with any Pries: L ] B
Gonstellation Hotel across Australia and New Zealand? - at

Barwr . e L No L

Withtne Escape Club, the more you spend, the more youll eam - and its absolutely free to join!

Join online now at it A eScapeciun com aul, or call Central on 1300 650 464
during business hours.

Both myself and the team lock forward to welcoming you again soon. LLE L Lakeage

Kind regards, doalt Gy ne (2]
Manager’s Name Seam REwisurant Tam -]
CEE i B L
X X X K X SR . £l L
Travelling again soon? Check out the hot Spring deals at some of our other i i "
Australis resorts!
: B
Australis Sovereign Hotel Australis Diamond Beach Resort
» 5140 2 Bedroom Resort Vila s - Yau L
it ]
plstea gictumst 2 platea dictumst
REgisand TEd B
Anwisrart L] (L] L
Australis Opal Cove Resort Australis Noosa Lakes Resort
» 5125 Resort Room » 5130 1 Bearoom Apartment —— v
» Buffet Breakiast » Entry to golf course Plas - T il
) 8riokso1Go | ) sotte of wine onarrval Paieia [F—— B
Manage Complaints
—i 2 Rawtrant L
Complamts for| <1 w| seectaran v B = — [ w0 ]
L1 LY A I e
" /] @ © © ©
ral ¥ | o-uwmgsocvo |
Complaints
Crested Surnmary Customer Hotel Status
210708 14:5 - ¥ stay Wy ok m y - H
$19798 14145 Lol 00138 QNSNS CUPA L S12. L ANE B (G Indne. Suzanng Chiney ot Lenncns. Brisbane -
highlighled e fact hat | needed 3 ver Quesl 9om..
210708 11:42 Yoy naed 1o change vour poiicy 8 30ding an 813 chargs 19 ysng 3 Credlt Houghton, Peter Hew
Saud - 100 need 19 Ab30rd Mis Coat - I i very INCOMSIRNt®) have 1 90 and Chifley Albury

= DIGITAL
070708 1820 33 1 stated when we booked into ur room. the oilel was cirty & we found Graham, Rob New

abbaco produ of T = T Chifley Albury

working | bogked in by




His @l @S g

‘.Q Club Content & Member Services Admin

Event Management — Publish new events, set capacities, receive bookings and booking { BOSS

notifications, manage event calendar, notices, news and photo gallery S oplerat

Sports & Recreation Management — Manage bookings in Aspen, publish f aspen
L

news, notices, promotions, update photo gallery and website content ODIGITAL e subisofiware

Library & Movies Management — Manage library books and movies via Aspen. f

Publish news, notices, promotions, update photo gallery and website content D oicTi. QU as‘:l,beﬂwn

Spa & Leisure Facilities Management — receive and manage spa enquiries, functions, kids activities,
coaching enquiries, publish news, notices, promotions, update photo gallery and website content

[ )]

Food & Beverage Management — receive and manage dinging room bookings (via website or POS ,
provider), publish news, notices, promotions, update photo gallery and website content S GiciTAL

News Module — manage news, e-newsletters, magazine, notices, promotions { BOSS 5 Ml Chimyp
. L =

Member Feedback Management — manage and respond to Member feedback & complaints, report f BO
N
on Club operational performance based on Member satisfaction ¢ DIGITAL

Reporting & Member Data & Analytics — report on Member activity, f

active users, bookings, enquiries, feedback, track app events, promotional © " 55T ¥ Firebase d @W%

campaign performance



ﬁ? Infrastructure Needed

‘A
"JQ C@ iIT|

"' .. React Native ~ IR

1]

BOSS
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’ Firebase m

n

oaspen

club software




@ Summary of Benefits

Improve relationships and enhance the lifestyle of Club Members

Provide better quality and more convenient Member services

Offer Members a self service booking system and Apps to increase activity and revenue in the Club — allow bookings 24 hours

ZUREQZAREY

Provide Staff an Admin portal to manage and update their section news, content, photos, promotions and events

g Offer Member’s the ability to view their member profile, upcoming activities, cancel/amend, update their details,
communication preferences and see their Member Account in real time through the website or App

g Carry out tailored lifecycle marketing to Members - Personalize Member’s experiences and communications based on what they
wish to receive, data driven promotions and bookings or shop order order reminders

[:J\/ Improve operations, respond to Member feedback, better manage staff, digitize feedback processes and
improve Member satisfaction & reduce staffing and operational costs

g Report and analyse Member activity, bookings/enquiries/feedback, marketing, app usage & communications

D\/ Increase Club Member activity, Member engagement, Club revenue and profitability y

s » BOSS

DIGITAL
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*;:g Boss Digital

Kai Tak Commercial Bldg ' *

Kai Tak Commercial Bldg, 317-319 Directions
Des Voeux Rd Central, Sheung Wan,
Heng Kong

BOSS

DIGITAL

Save

View larger map

T.+852 2503 1300

- enquiries@bossdigitalasia . com

A BO7B Kai Tak Commercial Building
317 - 319 Des Voeux Road Central
SheungWan

m

www.bossdigitalasia.com

Follow Us
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THANK YOU!




