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Most comprehensive ML/AI services
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ML services Al services Frameworks Compute Analytics & Learning
security tools
Build, train, and Easily add Choice and Fastest and Comprehensive Get deep on
deploy ML fast intelligence to flexibility with lowest-cost capabilities, ML with AWS
your applications broadest compute options no compromise DeepRacer
framework and AWS

support DeeplLens



Amazon Personalize

Real-time personalization and recommendation, based on the
same technology used at Amazon.com

| Get started with Amazon Personalize | R s M e 0s 8 Se Ve
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4,900 flights per day to 355 In 2018, 1.7m flights carried
airports across 5 continents 158m passengers
i &
United operates more than 1300 United has the world's most
mainline and Express aircraft comprehensive route network,

including 7 U.S. mainland hubs
providing service to 193 countries

UNITED

A STAR ALLIANCE MEMBER
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Humanizing and contextualizing customer
interactions on our digital channels is a top priority
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Over 1 billion 82% of check-ins
digital visits a year are on United
and growing by 10% digital properties
( \/ % \
United digital sells 3 out of 5 travelers

71 tickets per minute rely on the mobile app
for day-of-travel
activities




We leverage machine learning across our customers'’
travel journey to create more personalized experiences
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C Mile Play

»

Ready. Set. Earn.

Book and take a trip 1 time by
June 11, 2019

Driving engagement t0 get 2,500 bonus award miles.
through one-on-one 30 days ef
game formats

o

Note: May take up to 72 hours to reflect progress

How to participate

Book and take a trip*




Driving engagement throu
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esnee 8:40 AM 100%
< Mile Play o)
Ready. Set.

Earn.

You're only 1 away!
Purchase an Economy Flight 1 time
to win 6,500 miles.

14 days remaining

X

How to Participate

Registered May 1, 2019
Ends June 11, 2019
*Must spend $225

More details

1 Economy flight
6,500 bonus miles

esnee 8:40 AM 100%

< Mile Play )

Ready. Set.
Earn.

You're only 2 away!
Upgrade to Economy Plus 2 times

to win 2,400 miles.

14 days remaining

How to Participate

Registered May 1, 2019
Ends June 11, 2019

More details

2 Economy Plus upgrades
2,400 bonus miles

one-on-one

ccsse 8:40 AM 100% m—
< Mile Play )
Ready. Set.

Earn.

You're only 4 away!
Purchase a Premium Flight 4 times
to win 54,000 miles.

14 days remaining

W W W

How to Participate

um flight

Registered May 1, 2019
Ends June 11, 2019
*Must spend $1,100

More details

4 Premium flights
54,000 bonus miles

ame formats

esnce 8:40 AM 100%
< Mile Play o)
Ready. Set.

Earn.

You're only 1 away!
Check a bag 1 time
to win 250 miles.

14 days remaining

How to Participate

Registered May 1, 2019
Ends June 11, 2019

More details

1 checked bag
250 bonus miles



-nabling
customers to
explore by ac

CIVity

or destinatior

Destinations recommended for you

Find out more about the places we think you'll love.

9 Departing from Chicago, IL, US (ORD - O'Hare) Change my

Montego Bay, Jamaica Orlando, FL, US

flights from $503 flights from $97

San Juan, Puerto Rico

Like most of Puerto Rico, San Juan was battered by the 2017 hurricane

that swept across

certainly wasn

flights from $366

the island. But if the capital was knocked down, i Belize City, Belize Mumbai. India
ocked out....

flights from $426 flights from $719

Resorts & relaxation i Outdoors Culture Entertainment




Curating flight

nased on

‘ecommendations

ravel patterns

Departure: Chicago, IL, US — Atlanta, GA, US

| fares shown are the total price roundtrip, per person. Fares include

257

Sun 7/7 Mon 7/8

$275

W) Recommended flight @

6:00 am 8:56 am  Nonstop

m P Details

8:00 am 11:06 am Nonstop

m P Details

Operated By Re
- Recommended flight @
5:40 am 12:44 pm Nonstop  zh4m

Operated B Airlines Dba United Ex

=5 and fee

Wed 7/10

Basic Economy
(most restricted)

Roundtrip

Not available

Not available

Economy

Roundtrip

$332

Roundtrip

$387

Roundtrip

$387

Economy
(flexible)

Roundtrip

$6

First
(2-cabin, lowest)

-

Roundtrip
$617

Roundtrip

$6
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INg a better
_experience
gh seat

recon

nmendations

|i| Available Ecomomy |ﬁ| Economy Plus®
S| Plus® —' Recommended for
you

ned until you select continue or select another flight

01 02 02 04 05

BORCRCRCRE
A0 () ()

() ()
() () ()

01 02 02 04 05

07 08

07 08

Available United
EconommyE

— | Occupied Exit Door
|_ Unavailable ‘

11 11/{4 15 20 21 22 23 24/25 26 27

593 Economy Plus
1A - Recommendead for you

- Enjoy extra legroom




Serving
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Nt at

the right time

2:44 =0

£ Reservation Details X

Frequent Flyer:

Seat(s): 32A, ---

Contact information

Upgrade to an
Economy Plus® seat

From §g per person

Travel made easier with

Premier Access®

From §2() per person

Other options

Change seats

Edit frequent flyer details

oll AT&T LTE 10:47 AM “ 3 59% W |

£ Reservation Details (]

Enjoy our premium cabin

/ Upgrade

From §139 per person

Switch to another

Flight

From §75 per person

Travel made easier with

Premier Access®

From $66 per person

Upgrade to an
Economy Plus® seat

From §59 per person



Responding to
customers quic
drives custome
satistaction

Kly
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Artificial
intelligence
automatically
identifies the
customer’s
topic and
recommends
compensation
options

Customer information is
displayed to the agent




-Mmpowering our emp

Wexpe

“I want to provide a
personalized customer
experience”

United
S o Customer

Service location

§ United
/ . customer

“I want to know that
someone is looking out

for me”

lence

DESTINATION

Check-in counter

Follow the line

oyees to personalize the

Using micro location
capabilities, we will locate
our Global Services
customers in real time to:

» Deliver proactive and prioritized
meet and assists

« Make up-to-the-minute accurate
operational decisions

» Understand their airport journey
to optimize our service model




Personalizing customer experiences
in Travel and Hospitality
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Content

Yanolja business Collecting real-time Yanolja cases
introduction data through for personalized
system integration guest experience



Yanolja is the fastest-growing, No.T OTA for
accommodation and leisure activity categories in Korea

Booking transaction volume trend 2300

\V‘\ 1400

641
302
Unit: KRW Bn 123
3 23 I

2014 2015 pAON IS 2017 2018 2019E 2020E




In addition to accommodation and leisure activities, Yanolja has
expanded its booking service to restaurants and transportation

i)

Restaurants Tours &
activities

-

Leisure tickets Accommodation




Yanolja is the No.1 cloud-based PMS provider in the world as well
as one of the largest franchised hotel chains in Korea and SEA

# of hotel properties franchised by ‘

# of hotels using PMS provided by ’
Yanolja in Korea & Southeast Asia

Yanolja in 160 countries

210100[0)
2500

112

2017 2018 2019E 2020E 2017

2019E 2020E
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Yanolja business Collecting real-time Yanolja cases
introduction data through for personalized
system integration guest experience
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e chain of Hospitality industry under existing

nology is segmented into many pieces

Segmented Hospitality value chain
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INteg

techn

-ating the full system in real time through existing
ology is very difficult, resulting in high cost
LE{% Online Q
% @ @ @ @ @ @ | |
-Hotel Offline Guest
| |

Connecting all the contacts is incredibly expensive



Thus, AWS Cloud is
necessary to integrate
online and offline
Drocesses across value
chain for collecting real-
time data in a reliable
manner

-
mid:

B

000

O
O
O

Hotel

AWS Cloud

loT

% Machine Learning

Blockchain




Fully integrated and connected intelligence through AWS
Cloud can enhance user experience and operational efficiency

Collected data of guest and hotel

Collecting guest preference data for Providing personalized offers customized

each touch point in real time ) for each touch point
Maximizing operational efficiency for

data for each process each operation process

Collecting hotel manager's operation
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Yanolja business Collecting real-time Yanolja cases
introduction data through for personalized
system integration guest experience



Yanolja case 1:

Hotel automation
solution for better
user experience




Yanolja case 1:

Blockchain unified
pass and reservation
system based on AWS
Cloud can improve
customer satistaction

Blockchain

(DIDs)

\'4

Privacy
protection

Yanolja
core system

Integrated data
from OTA to hotel



Yanolja case 1:

Blockchain unified
pass and reservation
system based on AWS
Cloud can improve
customer satisfaction




Yanolja case 1:

Blockchain unified
pass and reservation
system based on AWS
Cloud can improve
customer satistaction

N

satisfaction

Customer (imimﬁ/]%




Yanolja case 2:

User identification
through Amazon
Rekognition and
blockchain (DIDs)
Improves occupancy
rate and revenue with
higher customer
retention rate

Blockchain

(DIDs)

\'4

Privacy
protection

Yanolja
core system

Amazon
Rekognition

Predictions of
guest profile



Yanolja case 2:

User identification
through Amazon
Rekognition and
blockchain (DIDs)
Improves occupancy
rate and revenue with
higher customer
retention rate
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Yanolja case 2:

User identification
through Amazon
Rekognition and
blockchain (DIDs)
Improves occupancy
rate and revenue with
higher customer
retention rate

N

—
Amount =T
of sales =55

N

Number of
reservations

00%%{

C




Yanolja case 3:

Prediction of guest
personalization
through AWS loT
services and Amazon
EMR enhances
customer convenience
and reduces amenity
and operational costs

Amazon
SageMaker

\'4

Privacy
protection

Yanolja
core system

AWS
loT
services

\'4

Collecting
data




Yanolja case 3:

Prediction of guest
personalization
through AWS loT
services and Amazon
EMR enhances
customer convenience
and reduces amenity
and operational costs




Yanolja case 3:

Prediction of guest
personalization
through AWS loT
services and Amazon
EMR enhances
customer convenience
and reduces amenity
and operational costs

Amenity

v’

$950

(per 50 rooms)

Inventory [Pr——
(]

management 0

N

cost 1

v’

$1K

(per 50 rooms)




Yanolja case 4:

Prediction of guest
preference through
AWS loT services, AWS
AppSync, AWS Glue,
Amazon Athena, and
Amazon EMR iIs
necessary for setting
Uup appropriate in-
room conditions

IN advance

Air conditioner

Smart speaker/tablet

Curtain

Motion
sensor

Light

Application




Yanolja case 4:

Prediction of guest
preference through
AWS loT services, AWS
AppSync, AWS Glue,
Amazon Athena, and
Amazon EMR iIs
necessary for setting
Up appropriate in-
room conditions

IN advance




Yanolja case 4:

Prediction of guest
preference through
AWS loT services, AWS
AppSync, AWS Glue,
Amazon Athena, and
Amazon EMR iIs
necessary for setting
Uup appropriate in-
room conditions

IN advance

Customer / Q@

operational cost

v’

Y

D
o 7

$6K

(per 50 rooms)



Through AWS Cloud,
the fully integrated and
connected solution in
real time will enhance
user experience in the
Hospitality industry

AWS Cloud

SEAMLESS

CONNECTED

loT Machi.ne

Learning
Analya , ,
:_- Guest

Blockchain

\
s \
Gplication

CONSISTENT



HYALT

Personalizing customer experiences
in Travel and Hospitality
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Company Purpose

We care [ov people 50 they can be Theiv beil.



Cor
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OVeE

View

@

LANGUAGE ¥  WORLDOFHYATT 2 SIGNIN ¥

OFFERS | HOTELS & RESORTS MY RESERVATIONS | MEETINGS & EVENTS | ABOUT US

United States & Canada

Africa & Middle East

Caribbean & Latin America

TIMELESS

P HYATT
WP REGH

BOUNDLESS PORTFOLIO

1. &

INDEPENDENT COLLECT
-
—

DESTINATION

Australia & Pacific




My team and customers

Team

Customers

A

P

|
J 5

Business intelligence

N oos  [D]
S B N
\— c ,

Sales Marketing

&

Data science

Real estate

2

Data engineering

7. ———
S Oo0

4 $ \ ‘DDD‘

] 000
b —
Finance Hotel

operations



Business challenges

—

ONONG,

A

C

J

Personalizing
guest experience

Differentiating Hyatt
from competition

s
(5_@_6\/

Dynamic business
environment

High competition
Long sales cycles

Complex customer journeys



Personalization

AL
+
AWS

\/‘7

Hyatt delivers unique guest experience with AWS

Challenge

How do we advance care and create
personal connections with our
guests at scale?

Solutions
Data and Analytics plays a key role
AWS helps us scale

Benefits

_ifetime Value

Room Upsell and Addons
Property Recommendation




Journey to AWS

Technical limitations

Slow time-to-market

Lack of advanced data-science tools
Scalability

Speed to introduce new servers
and services

‘ o

Improvements with AWS

Self-service analytics

Streamlined deployment of models
and pipelines

Much better tools

Zero downtime



AWS work and solution

Pipeline to generate lifetime value, room upsell, and add-ons

dWs

-
— > . HYALT
Production
data

Amazon Redshift AWS Lambda Amazon Redshift
Train/test l

data
B
RR—> @ Models

Data Amazon
scientists SELEIYELG

Predictions

Hyatt hotels




AWS work and solution

Pipeline to generate property recommendation

dWS
N1
(o % ("
- - — —>  HYALT
Models Scores
Amazon Amazon Amazon Amazon Hyatt.com

Redshift EMR EMR Redshift




AWS work and solution
Pipeline to display hotel operation data on 3D heatmap

adWs

\/‘7

Automated by Amazon CloudWatch to ingest and process new data

[ — +
Processed Extracts

Raw data

data
: A Kinesi : .
Third-party ~ 1...2mbda  AmazonKinesis  baaruchese  Lambda i AmazonRedshift  Tableau
APl endpoints Raw data servers
On-demand
Re-processed reprocessing
Amazon S3 E data historic data

Amazon EMR



Transtormative
business results

Personalized room upsell
and add-ons

Brought incremental revenue of US
$40MM in the first 6 months of 2019




Transtormative
business results

Personalized property
recommendation

Increased guest satisfaction of
most loyal guests

=] Wed, Sep 18 =] Thu, Sep 19 FIND HOTELS

EARN UP TO TRIPLE POINTS

Members can start earning around the world with their second qualifying
stay from September 15 to December 15 with Bonus Journeys.

LEARN MORE

® & @ ¢

Earn up to 10 free nights at Hyatt hotels with the
| World of Hyatt Credit Card. LEARN MORE

GO SOMEWHERE new

Hyatt Regency Hyatt Regency Chicago Hyatt Place Chicago /
Chicago Fukuoka VIEW HOTELS > Downtown-The Loop

VIEW HOTEL > VIEW HOTEL > VIEW HOTEL >

THE BENEFITS OF BOOKING ON hyatt.com



-anstorr

native

3D heatmap

Usiness results

Improved stay experience
through personalized

hotel operations

10th Floor West Tower

9th Floor West Tower

8th Floor West Tower

Tth Floor West Tower

6th Floor West Tower

5th Floor West Tower

4th Floor West Tower

34th Floor East Tower

33rd Floor East Tower

32nd Floor East Tower

31st Floor East Tower

30th Floor East Tower

Hotel Name Bldg#
Hyatt Regency Chicago
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Thank you!

AWS
re. | nve nt © 2019, Amazon Web Services, Inc. or its affiliates. All rights rese



re: INven




