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1) Twitter guidelines — hotel accounts

* Hotel Twitter accounts must be managed only by hotel stafver by an
agency. Allocate only one or two staff members at your hotel to manage the
account and therefore ensure a consistent style.

* Hotelaccountsmust be updatec minimum of threetimesaweek If your
accountis not updatedegularlythenit is not working effectivelyandshould be
closeddown. Yourhoteltweetscaninstead bgostedvia the official company
account.

» Theofficial company Twitter accounis theonly accounto beusedfor
messagingn brand campaigns, regionedmpaigns, hotel openingtc.

* Besure tofollow our official corporate account. Youmay retweet contengosted
from this official accountput otherwiseyour hotelaccount’s contennust relate
only to your specifichotel— such asews, offersthingsto do in surroundingreas
etc.

* Do not ever spam on Twitter — i.e. constantly repeating sales offers. You need to
promote a mix of valuable content and unique offers.

* Only one account should be set up per hotel.

* Your hotel accounmust utilize the specified brand background on its prolkeg(
point 3 in this documept

» If you use a logo, ensure it is an official logo and displayed correctly — never play
with logos. If in doubt, consult your brand manager or franchise co(fmsa.
point 4.b) in this document)

» Hotel Twitter usernamemustbeall or partof your hotelname- notthebrand
name. FoexampleHotel SydneyDarling Harbourshouldbe somethindike
HotSydDH, notsimply Hotel or Hotel Sydney(remembefve can have more
thanoneHotellocatedin Sydney).

 Thehotel'swebaddress mudiethe brand's hotelwebsiteor relevantbrandsite
—never anunbranded website.

» Likewise, wherincludinglinks for bookingor additionalinfo in your tweets,
ensure yowsethe correcbrandwebsite— neveranunbranded site.

» Tweets should be commercially focused. While it is good to use a light,
conversational tone, remember that the point of your hotel account is to enhance
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your hotel’s profile and ultimately entice people to book. Don’t talk about your
favorite TV show — followers are interested in the hotel, not in a member of staff.

Hotelsmustalwaysrepresenthe group andtheir respectivebrandin thebest
possible way. Nevesayanything detrimentah your tweets.

Always be professional: never swear, be sarcastic or insulting. Always check your
spelling. Keep personal jokes and information for your personal account.

Ensure your follower count always remains larger than the number of people you
follow.

Take care with who you choose to follow — while you want to see what your
competition is saying and doing, following a whole lot of competitors does not
send the right message. We want thielowing ud

Be very careful not to leak information early or breach exclusive agreements
(such as Super Sales or agreements we have with television shows like ‘Sunrise’
or ‘Getaway’ in Australia.) If you're not 100% sure — check first!

Monitor and listen to what people are saying about you and/or to you. If a
customer uses Twitter to complain or clarify an issue, deal with it promptly via
the same medium.

Use search.twitter.com to keep an eye on what’s being said about your
hotel/brand.

Utilize tiny url generators to reduce the character count of your tweets. A good
one to try is www.tiny.cc

Ensurethatthe offersyou promotevia Twitter ardoadedandthereforebookable
online.

Weigh up the amount of time you’re spending on Twitter vs the return you're
receiving. Using Twitter should be a quick and simple exercise — not something
you need to agonize over! It is better to say nothing than something of little value.
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2) How to create your Twitter account

To create your Twitter account, go to:

http://www.twitter.com

When on the page click on the button entitl&gh up now.

- Havean account? [T

Share and discover what's happening
right now, anywhere in the world.

Join the conversatian,

#worldsthinnestbooks #goodtimes #madmen Mad Men Cowboys Eagles Google \

B 2008 Twittsr About Us. Confact Blog Statuz Goodies APl Business Help Jobs Terms  Privacy

Language: English»

Then simply complete the quick registration form.

Ewitter
Join the Conversation Almacy a0 itz Sign

Already use Twitter on your phone? Finish signup now
Full name
Username

our URL: hitp://twitter com/ll SERNAME

Password

Email

| want the inside scoop—please send me email updates!

Can't réad this?
[~]

UNjes 24-hour

Type the words above

Create my account
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Enter the following information:

* Full Name: enter the name of your hotel.

* Username Againenterthe nameof your hotel— but youmay needto shortenit.
Thereis amaximumlengthof 15 characters foeachusername, so yowill need
to adaptit to fit. Remembethough,your usernamenustbe hotel-specific anehot
brand-specific. Foexample:do not select thaisername ‘Hotelor
‘HotelSydney’astheremay be a numbeof Hotel hotelsin Sydney.

» Password:Choose your password.

* Email: Enter the email address for your hotel account.

* Complete the Captchay typing in the words shown above.

Then, click on “Create my account” Fwitter will then redirect you to another page

From there, just click on the little link that says “skip this step”.

Once more, Twitter will redirect you to another page offering to follow some users — just
click on the link entitled “skip this step”

You will now reach your newly-created Twitter homepage!
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3) How to brand your Twitter account

What are you doing?

Home

% What to do now:
¥ 1. Tell us what you're doing in the box above
2. Find some friends and follow what they're doing
3. Turn on your mobile phone to update your friends on the
go

The first thing you need to do once you have created your account is update the look and

feel of your profile to reflect your brand.

brandtest

L] L] L]

following lollowers baeets

Tt ber Wiy

. the funniost Tweety ever

i1 in o book

Home

Sbranduest

Direct Metsages 1]

Favarites

Trending Topics

Mew Michael jackson
fockies

Halaween

Go to: “Settings”then click on the Design” tab at the top.

Then, click on the link entitletiChange background image”.

brandtest

Account  Password Devices Motices  Picture  Design

Select a theme

Chﬂ_ngf h fkgrﬂund mage ange design colory
i!p nanges

ca

Nama brandoest
] -] L]

S T —

Cuntomizn the wiy Twittes
looks for you and how your
profle laoka 1o others. Stam
with & pré=designed thems
and than, optienally,

CuMtnmILER [ WIth your Gwh
color seheme and
background image.

Tips

* You can see what your
changes look (ke
instantly, but they're not
saved untll you click “save
changes,”

w If you Want to Stan over,
elick “cancel.*
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From there, click ofiBrowse” andchoose from your Brand Folder an image that
represents your hotel.
When you have done this, click on “Save”

Now what you need to do is change the design coliirsk on the link entitled “Change
design colors”

S
cobor scheme and
background image.

Tips

» You can see what yout
changes lpok like
InGtanthy, but they're not
saved until you click “sive
changes,”

o If you want 1o VISR over,
click ‘cancel

Change backgre Chanage desjgn colors

There will be 5 boxes that will display on the page.

Open the pdf file entiled ‘Colour Spec’, which is located within brand folder.

Scroll down and you will find the colours that should be used for your particular brand.
An example foHotel is shown below.
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Background image :

puliman_background.jpg

Change design colors >> |7
background text links sidebar sidebar border
4B4B4B 39464 EE621B E1D9D0 EE621B

Then, simply click on the first box on Twitter and copy the colour code from the pdf and
paste it on the top right area on the Twitter page, where the numbers are displayed.

Click on “Done” for each of the 5 colours.

e e

iz . - =
'.J" . o s gl thivhs
| - B INES, ARGy
L= e e
Dot i B
BlingT g g

|
ﬁ ' w . I.::.:-: ;-:.:Hul
iy Byt (Pey o s
Rawill e i N
[RLE Y]
. & 0
* Paste the munber

from PDF Here for
- ‘ each Color Box
5\
[ruifels Dbl Taird it Change dihig (ol
.e .Il 1TLERRA

N e

When all 5 boxes have been updated, click on “Save Changes”
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4) Customize your profile

Goto “Settings”. The “Account” tab should now be open.

| From here you can change
your basic account mfa, finl
in your profile data, and set
Whethar you wint 18 bs

private of public

Account  Fastword  Molvle  Notices  Picture  Design | Connedtions

Tips

® Fllling in your profile
Username branguen Your URL hiep:f riweme gl LTl At information will heig
i i people ind you on

Twitter. For example,
. you'll be more lkely to
Email

mal vk Dt e e LFalcor C {urmup ina Tmr ﬂ“’\
i1 you've aded yosr
TiMe ZORE:  CMT = 07-00) Ranghok = location of your neal

name,

Mare info URL ke | faccorbatels com) n Change yousr Twitter user

Have 3 homégage of a blog? Pul the address here lﬁ!tﬂng' your exnsting
can &iso add Twiller LD vour site here) m-m,mm
mestagin, ar ofher dita
After changing it make
Cine Line Bio: | Fallow st on Twitter and wute 1 e your followers
! krvow w0 your'll contimue
AL yourssil in fewar Than L8O chary receiving ali of your
MERSAGES Wilh WOUr fiw
WA AamE

Lecanon:  Rangheh Thailand
Protect your atcount 1o

Where s the warkd are vou! Bwep your bweeli pibvate
Approve wh Can fotkow
VOU and Keep your tweety
Language  pnglsn = out of search resubts

Wt Langusge wisuld vou e 1o Twitter in

T Protect my tweers

a) Update the account information as follows:

Name: (you would have done this when creating your account) — this should be
the full name of your hotel.

» Username:(you would have done this when creating your account) — this should
be a username that relates to your hotel name, not just your brand. For example
you should not choose generic terms such as “Novotel” or “Novotel Sydney”
instead make it relevant to your hotel.

* Email: again, you would have done this when creating your account.

* Time Zone: choose the correct time zone for where you are located.

* More Info URL: enter the following: accorhotels.coniur Hotel Rid Code].

* One Line Bio: Here you provide information on why someone should follow you
on Twitter. Make it interesting — something that will make like-minded people
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want to follow you. Look at the example of other hoggtcount, to see what

other hotels have done.

* Location: type the name of your city and the name of your country.

You can leave the other settings as they are and when done click on.“Save”

b) Update your picture

Goto the “Picture” tab

Here, you will upload an image that represents your hotel on Twitter. The best option is

to have an image of your hotel, not a brand logo.

Simply click on “Browse”and choose your image from wherever you have saved it.

When done click on “Save”

brandtest

Account.  Password  Mobile  Hotlors  Pcture  Design Connections

Fuersfmacprol § fDesktopy 2900100, jpy ( Browse. )

Mairmam e of 700k PG, GiIF, PNG

@

ﬁ

|

s

You are now ready to use Twitter!

Pictura

Your Twiiter profile pic helps
Instantly identify you to
those foliowing vou - and
tells those who aren’t more
About you.

Tips

# A real picture of youriel
Is encouraged. it adds
personabiensss to your
weets.

& Bazauce the images 2
usuilly seen in a small
version, a erop of your
face works bl

* People can see the
full=sized version when
they click on your picture
from your profile page. 30
dan’y uplaad 4 Liny oA -~
we'll creaty the [humbagi
fof youi.

& I you want 1 control
exactly how i owil be
cropped. upload a souare
pleture,

® Nudity or chsoene images
are not allowed.

= Be sure you have
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5) How to follow others on Twitter

There are different ways to follow other people on Twitter. If you know the Twitter
profile URL of the user you want to follow, you can go directly there and then click on
the “Follow” icon.

Actor Hotels (AccorHolelsAPAC) on Twitter

Fitg: | /Twitter com ALcorHoteis APAC

/ aeeorhotels Karme Accor Halals

Asia Pacitic AccorHotelsAPAC e i o

Bia Fallew us and keep Lp to

date with 1ha latest
= Accortdoialy newi, specal
R wffers and promatipns
i = wgilabie all around the Asia
E’i@ o i Fagifie region.
. mir

- Endlowing  follmwery  Usted
RT @FairfaxTravel Couples
Retreat was a critical flop, but its
real star was the most beautiful
island on Earth. http://tiny.cc Actiony
[294Cz2 soedp i

Fakiwing

i
= M i

Tweets 1,033

Favairines

RT @qgfuavelinsider RT @AMz for Friends: Sydniy
gallerles for friends off to Bondi Sculpture Walk this whand
hep:/ friopuel com/yeSjbed

Congratulations Nevotel Caims Oasis Resort, namm ‘most
deluxe” in North Queenstand._ hrtp /bt ly/31Y]

Below the profile picture you will see a button that s&alow”
Go ahead and click difrollow” to start following the Hotel accoustin your region.

The second way to find other users on Twitter is to do a Se®wlthis by clicking on
the link entitled “Find people’at the top of the page.
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/ aceornotels
Anla Pacilic

Location Asia ”

RT @FairfaxTravel Couples Web http:/”
Retreat was a critical flop, but its r

real star was the most beautiful 3

island on Earth. http://tiny.cc Actiony

et s

Following

RT g ftravelinsider RT @ArMags for Friends: Sydney .i . .'-

!:I:]t:Iﬁlﬂf::'mmg}?ﬂ]mfonm Seulpture Walk this whend n -..,‘
S W
Congratulations Novotel Cairms Oasis Regort, named ‘most m.ﬁ! D E

deluxe’ in North Queensland... brip:/ /it ly/3LYPS - Mﬂ ‘

= poUorhiolaty o

Then, type a keyword into the search box. — For Example: type “Acod”click
“Search”.

ana Twittar | accor - Twitter Name Sesrch =1

Fittp: f {twatter com seasth/uwiers?g=accordc dtego y= peogleddoonn=find on_twiller

Find accounts and follow them.

Find on Twitter Find on other networks bevite by wemadl Suggested Uiers |
You can find peopte, organizations, or comganies you know that already have a Twitter account. |

Whal acoount are you looking fa?

atend | |
60 100 & UREFNEME, Il OF Bl Rat, BB oF trand | |
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You will find a list of users with the keyword “Accor”.

Click on the “+” sign to follow the user.

[ Xak:] Twitter | aceor - Twitter Name Search =

i/ fwetter com, usersigs y=peagl

Cwitter: S Wt AN TN B

MName results for: accor Pidn't find who you
a looking for?

iE2af emall addreszes of
Ll

Follow AccorHotelsAPAC SEETERIE

AcoorHolels ARA * E - ¥
/é_ Ao Hosets | As P 4 = n
[ othver

Pag, bl i i vkar w |
1sand o Carth, b/
Aot | hasr sge

P Accorholels
a Augir HOVFL | Wiridwids
s Ania P
AccorHolelabe
Acear Hos

Tinr

When you've done this, the woftbllowing” will be displayed in green

You are now following AccorhotelsAPAC and will see all the tweets (posts) from this

user.

Important Note: Your Following and Followerscount is important. You should try to
follow only the users you are really interested in from a hotel perspective. Your followers
are the people that are listening to you. You should have many more people following

you than the number of people you are following.
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6) Getting started: create your first post

To post your tweets, simply go to your Twitter homepage and you can enter your status
into the box entitled “What are you doing?”

I'_':": 1 i i = .—' =Y am Home Profile Fng People Seftings Help Sign out
e e § :
brandtest
What are you doing? 0 i
This i a téest message hitp./ fwww. accorhotels.com 1 ;] o
wing Tollowars bt
List ar lous
" M, & direcitony Of injeresting
TaldRad [LLkL
Homa
Home
AccorHotelsAPAC RT @FairfaxTravel Couples Retreat was a S aidinat
ﬂ critical flop, but its real star was the most beautiful island
on Earth. hup://tiny.cc/z94Gz Direct Messages ]
o Favorites
AccorHotelsAPAC RT @qftravelinsider RT @ArtMaps for
Friends: Sydney gauwscs far !n:rds off to Bondi Sculpture a
Walk this whkend htp:/ om/yeS5jbed
Lists

Lvia arw trmating | yos et
e, conynting ol frignds

AccorHotelsAPAC Congratulations Novotel Calrns Dasls
Redort, named ‘most deluxe’ in North Queensland... - TN MRS M i ey
heepsf fbit v/ 3 1YPSt

B AccorHotelsAPAC Very happy to see this tweet Trending Toplcs
@moonstariady: Love the excellent customer service from

sofitel Krabl, | expected nothing less. #sofitel #krabi

Fort Mood
#Foritioogd

Eneniuail -
L [ TR T YOS T PR S T T Y PO P ebeforeiselldastrucy

You can enter your message here. Remember, you hmaiamum of 140 characters
You can enter a URL as well.

When you have completed this, click on “Updageid your message will be posted. All
your followers can now see this message in their timeline as well.

Note: Make your first update something interesting rather that the bland "Checking out
Twitter posts”. You can talk about your hotel page on the main group website, for
example.
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7) Different types of tweets

There are a few different ways of posting on Twitter:

Reqular Posts:
When you type a message into your Twitter account via the box entitled “What are you
doing?” then it will be viewable by all the people who are following you.

Singapore Hotels Association Recognises Novotel Singapore
Clarke Quay as the Greenest - hitp:/ffiny_cc/hcWVie

Replies:
When people reply to your “tweet” you'll see your username with the symbol @ shown

before it. You can respond to other people in this same way — simply type @ and then
their user name directly after that (no space). Then, leave a space and type your reply,
bearing in mind that it must all fit within 140 characters.

Replies are viewable by everyone who is following yotherother person you are
replying to.

@cheyyya - tell usabout your stay! Hope you enjoy every minute of
it. RT Check out frm mercure kuta and now going to novotel nusa
dua yip...

Direct Messages:
If you want to send a private message to somebody, you can send a Direct Message. To
do so, simply type the letter ‘aNith the person’s username.

If someone sends you a Direct Message, you'll receive it on a special page of Twitter and
will be notified via e-mail when someone Direct Messages you. Direct messages can only
be sent to people who are following you.

Direct message redbixby: jymminie
o redbixhy | sent you a twitpic to @redhixky earlier, did you see it yet A_4 10 1 1
L'nuf oo 35 erid !"‘rﬂ- an tees
D) Usenname - message S T
ReTweets

- 15 -



Twitter Marketing

ReTweets are the Twitter equivalent of forwarding an email. To post a copy of an
interesting Tweet (that someone else has posted) on your own account, simply type in
‘RT @username’ then enter the content of their tweet. See the example, below.

RT @FairfaxTravel Couples Retreat was a critical flop, but its real
star was the most beautiful island on Earth. hitp/finy.cc/z84Gz

8) Monitor your brand and your competition on Twitter

You can gauge what others are saying about you or your competition online right now.

To do this, go to your Home Twitter Page (this is the page that displays after you log in
or you can click on theHome” link on the navigation area).

; , brandtest
What are you doing? i 0 tvests

o 0 o

fohowing followers listed

Fledg-ling Wine
n. 8 Twitter winemaking
proj=ct for literacy around the

Hofiia wiorld
Home
£ What to do now: e
® 1. Tell us what you're doing in the bax above 5
2. Find same friends and follow what they’re doing
3. Turm on your mobile phone to update your friends on the go

Lisis

Lists are timelines you bold
yoursalf, consicting of Friends,
famity, co-workers, sports teams;
you name i,

Trending Topics

olandaiibut

Go to the “Search”area on the right sidebar and type the keyword you would are
interested in.

For example enter your city name “Bangkokhd click on the “Searchbutton.
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RO T
Oirect Messages (1]

Favories

bangkok

a |

Listz

Lists 3r= timafines you build
yourset, ponsisting of friends,
family, co-worTkers, SpoTts tEEmE,

Ve e i

Y our timeline will be updated with the Tweets containing the keyword you entered

What are you doing?

i&ew, brandtest
¥?’1‘ O twests

0 0 0
following followsrs listsd

Fledg-ling Wine
n. 8 Twitter winemaking

Realdime results for bangkok ) Save this s=arch

ject for fiteracy around the
wjerld.

bestinthailand RT @sunnsecoast: Trendy South Beach Hua Hin -
Condos »acatlon hatels holiday apartments - http: /bit [y/ygllF
JBangkok #Phuket Thailand

clashdiskokids Bangkok here we come! Playing at Club Culture
tomormw night! Come say hi

I ustraliaasia RT @1stclassThai: Amazmg Thailand Hua Hin Photo
-!‘ Temples REAL amazmg Thailand http://bit 1/ |EVoE #Bangkok
#Phuket - nice photos

SiamHotelsBuzz RT | _-.usul ailand1: "Just Another Day at The
Bangkuk Zoo's & ParksI": http://su pri3J68kn #travel #ips #blog

| bangkol [a
—— "l

Lists
Listz sre timetines you buiid
yourself, consisting of friznds,

Tamily, co-workers, sports teams,
you nams it.

Trending Topic2

wwecooiagndafibut

This will allow you to monitor what users are saying.

From there, there are 3 things you can do:

1. Save the search by clicking on the “Save this Sealicik: The search will now
be saved in the “Saved Searchesction on the right sidebar. Anytime you want
to see the results, simply click on the item and the latest results will be displayed
on your timeline. You can do this for your hotel name / city / competition for

example.

Realtime results for bangkok © Remove this

« ArtfloorArtfan The weather here. bangkok uni rangsit is so damn
hotlll

nullx& was near Nawamin 163, Khlong Kum, Bueng Kum
Bangkuk 10240, Thailand .. idle

it just watched Anthony Bourdain in Bangkok. | want both of
v those things on me.

2z sgf

saved search

|bangkok

Saved Searches

bangkok

-17 -



Twitter Marketing

2. Reply to individual users by clicking on the arrow.

3. Save a tweet into your favorites by clicking the star.

4 bestinthailand BT @sunnsecoast: Trendy South Beach Hua Hin -
Condos vacation hotels holiday apartments - hitp://bit. 1y/ygllF

Reply: When you hit on the “replybutton, your status update will now have the
@username automatically inserted and you can type your message. When you click on
“Reply” after drafting your tweet, your tweet will be posted. The person you are replying
to will receive the message in their @Messages section and all your followers will be
able to view it in their timelines.

Reply to ArtfloorArtfan:
@ArtfloorArtfan Your Message Herel

reply

I mportant point: When interacting with other users in this way, please remember the
guidelines listed in this document and always be sure to represent Accor professionally
and courteously.

Favorites: When you hit the “Star’button for a particular tweet, it will be saved in your
favorites. You can then view your favorites by going to the Favorites section on the right
sidebar.

% brandtest

0 twests
0 0 0

N Act|
I - Aoty
::Dl& n. an activism tool for

Twitter

angsit is so damn
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