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Cruising Australia — 1987!
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Royal Odyssey
Christmas in Paradise 1987

Through excellence, we create once-in-a-lifetime experiences every time.
- Holland America Line mission statement
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HAL/SBN brand overview

Market changes

What are we doing about the change
- How does it impact you?
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Carnival Corporation - The Family
Holland America Line PR DNCES CRVEES,
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Holland America Line — Simply Premium
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Itinerary Planning
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Our Commitment to Cruising Australia

P i T .

2013/ 2014/
14 15

HAL:
Oosterdam, Volendam
Ports 17 18
ne
Calls 43 55
o | SBN:
PortK'gﬂégLoo* Sojourn, Odyssey
Ports 17 “17”
Calls 31 TBA

Bold: HAL&SBN 2013/14/15
Ital: HAL in 2014/15
Red: SBN only
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Guest Mix for 2012 HAL Australia Voyages

0% 20% 40%
ausra |
onmeo sTates |
CANADA

GREAT BRITAIN

NEW ZEALAND
GERMANY (Deutschland)
NETHERLANDS

JAPAN

OTHER
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HAL 2012 Australian Trade Overview

USA CANADA AUSTRALIA GREAT BRITAIN NETHERLANDS GERMANY NEW ZEALAND
# of e m M B 1 1 t
Guests ””
6,511 1,786 7,071 1,102 286 404 561

Total
OBR S
pPCD

B Photo m Retail Shop  m Shore Excursions

B Bar M Beauty and Massa

e W Communicafion H Miscellaneous
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What do guests buy?

= Varies by...
— Itinerary
— Length of cruise
— Ship class
— Brand
— Time of year
— Nationality
— Trends
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Tour Development

Know the guest Tour Mix
> International/Domestic « Classics, i.e. city tours
> Independent groups ° Unlque/exc_:luswe _
> Back to Back cruisers > Local, i.e. ‘:‘_309" family,
> Cruise Pri customs - “insider
rws.e fice information”
» Repeat guests » Must do experiences
» Avoid redundancies Price Ce”mg .
> K i ; » Not if the guest perceives
now competing por value
options
Tour prices $27 — $11,499 pp
Duration 45 min. — 8 days!
Tours per port 0 — 39
Longest 1 day tour 18 hours
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What are we looking for?

= Local and international appeal
= Guides, guides, guides

= |t's all about the delivery —
= Quality transportation

= Brand specific/exclusivity

= Flexibility — we're not easy
to work with!

AT
ARES S -
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The Collections of Holland America

N NN SIOGONT PSS NLONIIONTS ’\?
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COLLEPTION , COHECT'ON CALLECTION
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55

N
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» Exclusive + Seven Wonders * Beentheredone . pyjyate transport  ° Socially &
* First class style of the World that? « Car, minivan, e_nvi_r(_)nmentally
» Smaller groups » Other national » Designed for boat, floatplane, S|gn|f|c_ant
treasures repeat guests etc. . "I::XlerS'or:jS,
» Tours that make * Beyond the well . Guest ‘aﬁﬁjigt(i)c(:)” or
you go “Wow” known attractions customizes their experience
itinerary * Marine
Protected Areas
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Uniguely Seabourn

= Exclusive experiences
= Expectations are high

* Private Arrangements
— Dedicated Private Arrangements Coordinator
— Uncompromising service
— Customized itineraries

SEABOURN’




Independent Attractions

« Package attractions
« Maximize time ashore

= We work hard to sell our
tours!
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Challenges

« Changing demographic
- Multi-language guests
= Independent travelers
- Safety
= |nsurance
= Pricing

— GST

— Foreign exchange
— Require net rates/volume

External Competition

) Holland AmericaLine
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External Competition

Embedded Sales Automation Programs _ _
Guests Booking Directly w/ Tour Operators

Internet Competitors

Guests Selling to Guests

Independent Tour Companies

EXCU rSion Groups Going Direct

Guests Choosing Alternatives Travel Agents Booking Directly for Guests

Guests Booking Through Online Consolidators

) Holland America Line
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Pre-cruise

=  Emails/Blasts

=  eBrochures ore Excur3|o S

e
014 Grand World Voy;

= Print brochures

= Shore Excursion Call Center
= Website

= Groups sales

= Social Media

= Sales Force

= Analytics team

@ Holland America Line
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Website

Destinations = Poris & Excursions - g+ m FiLike < 4.9k

.
Find Review Benefits of Booking Groups The Collections FAQs Terms and Conditions u VI d ‘ E O S
Select Destination Australis/New Zezland & 2. Pacific [=] Brisbane, Australia [=] E Show All Ports [ ] S h O reX
CRUISES WISITING BRISBANE, A
Cruise to Brisbane m P (@) rt

Once a harsh penal settflement, Brizbane is now Queensland's dynamic capital city. A blend of steel and glass defines
the skyline, while riverside delights - botanical gardens, promenades, cafes and markets - mesmerize at eye level.

.
Sample shore excursions: Brishbane Sights & Lone Fine Koala Sanctuary. n 3 2 % m O re I I k e Iy t O
: T . .

Shore Excursions =~ Weather  Departure Information b O O k afte r VI eWI n g

. .
All Activities c ions 3 Leam more about The Collections of Holland America Line
rches Bl 4 Cotecton B towimpwn]  Lemmms e = \Website redesi gn
Australia Zoo and Mooloolaba On your Own
Experience the amazing Australia Zoo, once the home of the famous Crocodile Approximately & Hours ] Val u e | I I e S S a e —
Hunter, Steve Irwin. Here you will have entry to a facility housing more than
1,200 animals. Plenty of shows introduce you to the animals and the Croc Show m
at noon is not to be missed. See all the famous mammals, birds and reptiles

that you would expect to find and much more. Continue to Mooloolaba for some W hy b u y fro I I I u S ;
n

free time at ... ; X
Be the first to write a review
B8 Email Excursion o Add to Favorites  [fela i FeltT] VIEW DETAILS

Brisbane & Botanical Gardens

|w
4

Tour historic Brishane, passing Parliament House, the Treasury Building, City TS T
Hall and the Old Customs House. You will also pass the city's Cultural Centre
which combines the Art Gallery, the Performing Arts Complex, the Museum and 35

Public Library—all landmark properties. The gentle Brisbane River flows
through green, inner-city parks, past an unusual blend of historic and modemn
architecture not ...

Be the first to write a review
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Shore Excursions — Online Reviews

Past guest reviews provide authenticity to the shore excursion program

High Country Explorer: Off the Beaten Track

This adventure tour explores one of New Zealand's least-visited

® areas—the rugged hill country of the Southern Alps, which offers a h
& dramatic contrast to the flat Canterbury Plains surrounding ]
Christchurch. This off-the-beaten-track excursion will take you into

pristine high country that even Mew Zealanders seldom see. From

Approximately @ Hours

A4 :

i

a
— Akaroa, drive across the fertile Canterbur'_.,' Plains before CfDSSiI’Ig * * * * * o
" the Enjoyed it?
4.7 out of 5
Value

B8 Email Excursion i Add fo Faverites  [izlale] (@ /(o] VIEW DETAILS 4.7 out of 5
4 out of 4 (100%) reviewers would
W W W W W Soutof5 recommend this product to a friend.

. Write a review
Expensive, but worth every penny

Date:April 7, 2013 copperheadnaz
Lo on: Surprise, AZ
ear: 2013
th: March

This tour was on the expensive side, but it was worth every penny from the
time we were picked up at the port until we were dropped off over 9 hours
later. If you enjoy a little adventure, the jet boat ride makes it all worthwhile
Most of us have net enjoyed this mode of travel in the past, so | found it Would you recommend this
really fun. The four-wheeling was done on vehicles which were enclosed and
not scary at all. The scenery we saw was spectacular. The late lunch served
at Flock Hill Lodge was very tasty. If you want to get out and see the New
Zealand we all dream about, then take this tour

product to a friend? Yes

3 out of 3 found this review helpful. Vote: 3 D Report inappropriate content
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Shorex Promotional Emails

Holland America Shore Excursions®ignare%
Web version®s%ignore®: ./ Like us on Facebook

f Holland America Line

A Signature of Excellence

1. Increase prebooked participation
and demand

2. Mitigate erosion of our sales

3. Currently blasted in North America

Find Shore Excursions | Onboard our Ships ' Reserve Spa & Indulgences

See More & Save Up to $125 on
Select Shore Excursions”

Add one exceptional memory after another to
your cruise experience, and let us take care of the
rest.

+ Quality & Service: Professional, local
quides offer exceptional guidance
ashore and Shore Excursions staff on
board provide expert advice

+ Convenience & Peace of Mind: Make
the most of your time ashore with worry-
free retumn to the ship

+ Uncompromised Value: Superior
quality and competitive pricing on award-
winning shore excursions

+ Upgrade your Mariner Society status:
Eam one Cruise Day Credit for every
US$300 spent on shore excursions

Special Offerl
Promo code: HAKGO1 “New

promo code

Book shore excursions online or

Save up to $125 on select Shore capability”
Excursions* when you enter the above
promo code.

" Special Offer!
Promo code: HAKGO1

explore

ashore Book by Thursday, March 7.

Save up to $125 on select Shore
Excursions* when you enter the above
promo code.

Book by Thursday, March 7.

@ Holland America Line

A Signature of Excellence




Shore Excursion Call Center

= 15 person shore excursion call center
» 100K+ calls annually
= Alternative to the website
= Agents can upsell
= North American/Australian/Dutch
toll free lines - Australia since
February 2013

&) Holland America Line
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Group Shore Excursion Website

* Online requests
= Custom, exclusive transport

= Group tours visible only to
the group
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Social Media

$500 AMERICAN EXPRESS' GIFT CARDS!
Sweepstakes ends September 20, 2013

Amazing Alaska

Pinterest

Sweepstakes

Facebook, Twitter, YouTube & Pinterest

% Rob Blok » Holland America Line

anuary 29

How often would you see the opera house from this point?

nd America Line

¢ of Excellence

Explore South Americz #explored

Where in South America have you always dreamed of
cruising to? #Fillintheblank: :

Explore more of #SouthAmerica with #Explore4 — on
now: http://bit.ly/18NSVIF

& 767 people like this.
[ 28 shares

Like - Comment * Share

) View previous comments

Patrick O'Brien Rio de Janiero
10 hours ago via

Like

Paula Vinicor Wilcox Anywhere!!! Just being on a

TRAVELING CANUCKS - Travel & Adventure
log South America i el
6 hours ago - Like

0 Carin Denies Argentinal!!
= mohile - Like.

explored

lland America Line's Photos
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Onboard

- Tour Talks N;edde DU, :Rmégﬁtgc Berlin! ~ ]B§Steoxf'11nl
= Tour videos ad

Order Forms
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Flyers
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I P ad S A Holland America Line s Janet K. Smilowia

Bear Watching & Wil
Viewing Adventur

.
= Mobile Shorex POS Sys em
(
Sed ut perspiciatis unde omnis iste natus &fror
P h OtOS Se | I to u rS I sit voluptatem accusantium doloremque lalg antium,
u totam rem aperiam, eaque ipsa quae ab illo 1)

inventore veritatis et quasi architecto beatags®
vitae dicta sunt explicabo.

Flexible selling

$619.95

— We go to the guests A
mes

iﬂ Holland America Line ‘ Mirs. Janet K. Smilowitz # Holland America Line

7-DAY GLACIER DISCOVERY ON ms ZUIDERDAM ’ : & HIJULE = LOGOUT | SETTINGS

Guest
1536 Mrs. Janet Smilowitz ~ Mr. Name

CABINNUMBER ~ GUEST1

Tour title goes here and Tour title goes here and Tout title goes hereind Tour title goes here and Tour title goes here and
it can wrap 1o two lines it can wrap to two lines it can wrap to two lines Itcan wrap 1o two lines it can wrap to two lines
$000.00 (m) $000.00 (n) $000.00 $000.00

No excursions available for purchase at this port

Aug 27 Scenic Cruising The Inside Passage

Aug 28 Ketchikan, Alaska, US 1(3! Tour title Goes here and FOUF title goes here and Tour title goes here and Tour title goes here and Tour title goes hera:dnd
it can wtap to two lines it éan wrap to two lines it can wrap to two lines it can wrap to two lines itean wrap to two lines

GOSN O] $000.00 $000.00 () $000.00 ) $000.00 (n)

[tinerary
Aug 29 Juneau, Alaska, US 1( g Bt 1
Arrival: .00 Al Depart: 10:30 P

e
Aug 30 Skagway, Alaska, US 2(27), a4t x\/" §
» a8,

Arival: 700 A Depart: 9:00 PM

Ut title goes here and Tour title goes here and Tour title goes here and Tour title goes here and Tour title goes here and

Current itean wrap 1o wo s iCcon wiap t two fnes iCcan wiap t two lines itcan wrap t two lines ican wrap 1 two lnes
$000.00 n) $000.00 (n) $000.00 n) $000.00 $000.00

Shorex booked

5 0UT S
D Q HIJULIE | LOGOUT | SETTINGS G Q HIJULIE  LOG OU SETTINGS

Aug 31 Glacier Bay
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Onboard Guest App

— coming soon!

ol
FEB 19

= Pre cruise/cruise
= Guests control schedule
= Purchasing

@ Holland America Line

search Sign out

DURATION
Approx. 4 hrs, $219.95/§219.95

i L) more photos

R AR 2

gallery L bookings sign out
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To summarize......

) Holland AmericaLine
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= Flexibility

= Test new ideas

« Leverage technology

= Listen to our guests

= Know our guest

= Listen to our partners

- Communicate our message

) Holland America Line
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