Welcome to CustomerCONNECT Keynote

Listen. Evaluate. Improve.
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LOVE AND LOYALTY,
NOT JUST FOR-MARRIAGE

Hilton’s VOC Program

Becky Ploeger, Global Head, Hilton Reservations and
Customer Care
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LOVE AND LOYALTY...

...Not just for marriage!




THE VALUE OF A BRAND
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GETTING THE COMPLET} TURE Hilton

More than a Survey 7/

. Viditiple \ -/ to hear your customer
_Proactiy / nd reactive feedback
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HOW WE ORIGI
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 Ifyou're not happy with your VOC
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ou're not happy with your VOC

program, re-imagine. it and




Hilton
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Eulture-of VOoC

>
Consisfency s
Balanced coaching-
Intense ownership

o
Establish goals

Defin&i behaviors
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sion Makin
Cadence of sharing
stories and trends
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Scorecard

Focus on continuous
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=~ _  Recognition

* Build excitement

» Little things matter .
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[VONSHIP EVC J'J’J‘L)J\J

Expand Conversational Predictive

Channels Locali-zation Data CSAT Analytics
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VOC-IMPROVED GUEST EXPERIENCE

During COVID and Beyond
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Don’t be afraid to start again
v/ VOCisimore than just a survey
/o Action the data
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We Are HILTON
We ArcHOSPITALITY

Hilton
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CustomerCONNECT
Listen. Evaluate. Improve.

Thank you for attending this session. This
event will be available for on-demand replay.
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