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GENERAL TERMS & CONDITIONS
REQUEST FOR QUOTATION (RFQ) AND REQUEST FOR PROPOSAL (RFP)

1. Awards will be made in the best interest of the State of West Virginia.
2. The State may accept or reject in part, or in whole, any bid.
3. All guotations are govemed by the West Virginia Code and the Legislative Rules of the Purchasing Division.

4. Prior o any award, the apparent successful vendor must be properly registered with the Purchasing Division
and have paid the required $125 fee

5. Al services performed or goods delivered under State Purchase Order/Contracts are to be confinued for the
term of the Purchase Order/Contracts, contingent upon funds being appropriated by the Legislature or otherwise
being made available. In the event funds are not appropriated or otherwise available for these services or
goods, this Purchase Order/Contract becomes void and of no effect after June 30.

6. Payment may only be made after the delivery and acceptance of goods or services.

7. Interest may be paid for late payment in accordance with the West Virginia Code.

8. Vendor preference will be granted upon written request in accordance with the West Virginia Code.

9. The State of West Virginia is exempt from federal and state taxes and wilt not pay or reimburse such taxes.
10. The Director of Purchasing may cancel any Purchase Order/Contract upon 30 days written notice to the seller.

11. The laws of the State of West Virginia and the Legislative Rules of the Purchasing Division shall govern
all rights and duties under the Contract, including without limitation the validity of this Purchase
Order/Coniract.

12. Any reference to automatic renewal is hereby deleted. The Contract may be renewed only upon mutual written
agreement of the parties

13. BANKRUPTCY: In the event the vendor/contractor files for bankruptcy protection, this Contract may be
deemed null and void, and terminated without further order. '

14. HIPAA BUSINESS ASSOCIATE ADDENDUM: The West Virginia State Government HIPAA Business Associate
Addendum (BAA), approved by the Attorney General, and available online at the Purchasing Division's web site
(hitp://www.state.wv.us/admin/purchase/vrc/hipaa.htm) is hereby made part of the agreement Provided that,
the Agency meets the definition of a Cover Entity (45 CFR §160 103) and will be disclosing Protected Health
Information (45 CFR §160.103) to the vendor. -

15. WEST VIRGINIA ALCOHOL & DRUG-FREE WORKPILACE ACT: [f this Contract constitutes a public improvement
construction contract as set forth in Article 1D, Chapter 21 of the West Virginia Code ("The West Virginia Alcohol
and Drug-Free Workplace Act"), then the following language shall hereby become part of this Contract: "The
contractor and its subcontractors shall implement and maintain a written drug-free workplace policy in compliance
with the West Virginia Alcohol and Drug-Free Workplace Act, as set forth in Article 1D, Chapter 21 of the West
Virginia Code. The confractor and its subcontractors shall provide a sworn statement in writing, under the
penalties of perjury, that they maintain a valid drug-free work place policy in compliance with the West Virginia
and Drug-Free Workplace Act. It is understood and agreed that this Contract shall be cancelled by the awarding
authority if the Contractor: 1) Fails to implement its drug-free workplace policy; 2) Fails to provide information
regarding implementation of the contractor's drug-free workplace policy at the request of the public authority; or
3) Provides to the public authority false information regarding the contractor’s drug-free workplace policy "

INSTRUCTIONS TO BIDDERS

1. Use the quotation forms provided by the Purchasing Division.

2. SPECIFICATIONS: ltems offered must be in compliance with the specifications. Any deviation from the
specifications must be clearly indicated by the bidder. Alternates offered by the bidder as EQUAL to the
specifications. must be clearly defined. A bidder offering an aiternate should aitach complete specifications
and literature to the bid. The Purchasing Division may waive minor deviations to specifications. .

3. Complete all sections of the quotation form.

4. Unit prices shall prevail in case of discrepancy.

5. All quotations are considered F.OB. destination unless alternate shipping terms are clearly identified in the
quotation.

6. BID SUBMISSION: All quotations must be delivered by the bidder to the office listed below prior to the date and time
of the bid opening. Failure of the bidder to deliver the quotations on time wili result in bid disqualifications:
Department of Administration, Purchasing Division, 2019 Washington Street East, P.O. Box 50130,
Charleston, WV 25305-0130

Rev. 7/01/08



Representation Services RFP Innl—lnk

Table of Contents

A S ON | L e e e e e e e
OFGANZAEON v ..o o i e e e
Central Reservation TEChNOIOGY . ... o i e i s i o
Organization CRAtS . .. . i e e e e

B Sl ON 1l o ot o e o e e
New Property Implementation . ...
Property Management TOOE . . . . i e 08

CrSECHON [l e ot ot e et e 10
Reservation DelVEIY. .. .. i i i e e e 10

~N N b W ow

Property Management System Connectivity ... ... e 11
D SECHON IV oot e oot e e e e e e e 13
Internet BookKing ENGINE ... ..oiii oo i i e 13
Packaging & Package SaleS ... ..o e a0 16
GIOUD BOOKINGS 1. . oo e oottt e et et et ettt e 1B
E: SectionV . e e e e e 19
GDS Representatlon e i 1D
Third Party Distribution and Connectlwty e a0 20
Revenue Management FUNCHONS . ......vii i it e oo e e 2
Channel Management FUNGHONANLY ... ..o i e a0 2
Fr SECHOM VI e oo e e o e e e e e 24
REPOMES . o oo o e e e 24
AccoUNt ManNAGEMEBNL.. .. . oo iie et e e e 26
G2 SECHON VL o et oo e e et e e e e e 28
Customer Service and SUPPOM .. . . e i it it 28
H: Section VI COSIS ..o et e et e et e et e e e e e e 30
Implementation Fees (Sealed ENVEIOPE) ..o it e 301
Annual/monthly/periodic Fees (Sealed ENVEIOPE) .. ..o v s 31
Transactional Fees (Sealed ENVEIOPE) .. ... e w0 3
Training Fees (Sealed ENVEIOPE). .. ..o v et a oo ee e O
24/7 Customer Support Fees(Sealed Envelope) . ... a0 31
Total Estimated Fees per Park (Sealed Envelope).. ... i 31
Services and Fees Schedule (Sealed Envelope) ... .. ... o v 313

Gonfidential: InnLink LLC 130 Maple Drive North Hendersonville, TN 37075 www.innlink.com 1.800 525 4658  Page 2 of 33



Representation Services RFP innLlnk

A: Section |

Organization

Describe your business including services offered, industries served, hotel market
segments/tiers served, and administrative infrastructure.

InnLink has grown steadily since 1991 to become a leading provider of reservation services for the
hotel industry. Being hotel people, InnLink doesn’t just provide central reservation services; we're
your valued partner. We ensure you a level of customer service unmatched by any other industry
vendor. InnLink’s reputation for providing excellent customer service is core to our business and
embraced by all members of the company. We have created simple, productive and reliable
processes to guide you through the world of connectivity.

InnLink has made the strategic decision to only offer products directly related to its core business,
CRS. Management believes staying focused is critical to maintain high quality and profitability.
InnLink’s core service model consists of:

e Internet booking engine: iLINK- web based 5 step HTML booking engine/ Q4 2009 Flash
Booking engine.

e Electronic distribution connectivity: eLINK- GDS/ADS/IDS next gen seamless and Expedia
Quick Connect.

« Voice contact center: vLINK- onsite 80 seat call center 24/7/365, with cross selling functionality
for chains.

« Group reservation experts: gLINK- group desk manages the entire group booking process for
the hotel, group request, rates, ongoing communication and contract. InnLink is the first CRS
to offer this comprehensive solution.

» Data Management tool: RESmatrix- ASP based management tool; advanced channel mgt,
chain mgt, yield mgt, eMarketing, group functionality and traditional functionality,

¢ Revenue consulting: ONtarget Consuiting- personalized consulting tiers to assist properties
optimize tools and services made available to them through in-house services and
partnerships.

Currently we manage reservations for over 1500 lodging properties throughout the US. In 2008
InnLink’s average property increased their CRS revenue by over 20%. InnLink is focusing primarily
on mid-tier chains and mid-scale limited service independent hotels in the US. InnLink offers a
comprehensive central reservation solution specifically designed for the hospitality industry.

InnLink occupies the sublevel and first floor of the SholLodge Building, 130 Mapie Drive North,
Hendersonville, TN. InnLink also maintains sales offices in Los Angeles, CA and Branson, MO.

InnLink attributes its successful growth in the CRS industry to key competitive advantages outlined
below:

e Customer Service- Customer service is provided 24/7/365 days per year. A 60 minute
guarantee is the first and only guarantee in the CRS industry.

e CRO Integrated Reporting- InnLink provides combined reporting with call center data and
reservation revenue.

» Chain Reporting Functionality- RESmatrix provides clients functionality required to make
decisions from a chain or regional perspective and data required to support those decisions, for .
example: chain reporting, chain room type management, chain policy management and chain
rate management, chain level data push down capability.

Confidential: InnLink LLC 130 Maple Drive North, Hendersonville, TN 37075 www.innlink.com 1 800 525 4658  Page 3 of 33
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o User-Friendly ASP platform- InnLink's straightforward graphic interface is quick to load and
easy to learn while increasing overall user efficiency and satisfaction.

« Tailored Implementation- InnLink has a dedicated implementation team to ensure quality and
efficiency during the initial start up phase and performs an initial review of property before
activation.

« Low Cost High Quality Provider- InnLink’s solution is of the highest quality and is extremely
robust allowing the user to manage channels and yield inventory.

» Easy Customization- InnLink’s CRS technology has been built on an extremely adoptive
platform, allowing innovative, fast and robust upgrades to the system in a competitive
landscape.

s Innovation Lab- InnLink has partnered with a industry renowned innovation lab to ensure
customer driven enhancements.

e PMS Integration- innLink has built an advanced OTA XML spec for PMS companies to quickly
and efficiently write to the CRS system.

Since 2000, InnLink’s customer base has grown from approximately 100 hotels to 13500
represented by hotel chains, independent hotels, franchise companies, state associations,
extended stay hotel companies, resorts, boutique hotels, distribution partners, and bed and
breakfast inns. InnLink operates profitably and responsibly with a staff fluctuating between 100 and
120 during the year based on seasonal requirements.

Our growth is focused and driven by excellence and the success of our customers. We make every
effort to support our customers proactively and react immediately. We have decided to stay
focused on the US market to ensure we can deliver excellence to all our customers.

Over the last couple of years InnLink has made substantial investments in technology,
telecommunications and staffing. We have demonstrated that the business of reservation services
is profitable if managed well. Consequently, the short term and long term forecasts are bright.

Central Reservations Technology

InnLink's new CRS is a web-based application built on a NET platform. All system and network
hardware and software is housed in an ATT co-location facility in Mesa, AZ and includes multiple
Dell servers, Cisco network hardware, and power supplies to ensure high availability, redundancy,
and to enhance Innkink's disaster recovery plan. The advanced architectural design allows for high
scalability and streamlining of enhancement/version releases of the CRS application based on
client business requirements and advances in the hospitality and general industries. A local
instance of the property database is housed in Hendersonville, TN for exclusive use by InnLink’s
call center agents for speed of access and added redundancy.

Windsurfer is currently used by three chain codes consisting of 400+ properties and has been
continually processing reservations since March, 09. The IL chain code is scheduled to be
migrated to Windsurfer in October when summer season is over and all PMS interfaces have been
completed.

Our current West Virginia Property, Chief Logan Lodge Hotel and Conference Center, is currently
on our i5 CRS system. They are scheduled to be migrated to our Windsurfer CRS in October with
IL chain code properties. The functionality in this RFP is based on innlLink’s new CRS system,
Windsurfer.
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Executive Staff

Brief biographies of the Executive staff of the InnLink organization and key account
management, implementation, support and financial staff.

Per Wendin — CEO

Per-Anders comes to the company with a background of entrepreneurship, process reengineering
and call center operations. Per has a thorough knowledge of business strategy. operational
strategy and change management and his expertise covers organizational transformation,
organization design, strategy, and performance improvement across a wide range of industries.
Previously, Per was a Manager with the Strategy and Business Architecture practice of Accenture,
focusing on organizational strategy and business enablement using information technology. Per
earned a bachelor's and a master's degree in business from University of Gothenburg in Sweden
and an MBA from Kellogg School of Management at Northwestern University in Chicago, Hlinois.
His experience aiso includes being a platoon leader in the Swedish Army, teaching high school
and college and launching several new business ventures.

Kristin Intress — President

As one of InnLink’s owners, Kristin has over 15 years experience in entrepreneurship, sales and
marketing. Kristin started her career as a front desk clerk in the hotel industry. After two years she
transitioned from hotels to restaurants. Kristin moved abroad and opened two restaurants and a
Nightclub in Scotland. During the course of her career, she has served in several sales and
marketing executive positions. She is currently dedicating her efforts to help build InnLink,
enhancing the experience for guests, customers, business partners and employees. Kristin earned
her bachelor's degree in Marketing from Winona State University in Minnesota and her MBA from
Northwestern University’s Kellogg School of Management. Kristin also served in the US Army.
Laurie Bechler — VP, Operations & Revenue Management

A veteran of 14 years, Laurie supervises Operations and Revenue Management teams and works
closely with IT and our Contact Center to facilitate service deliverables, process management, and
implementation services. Laurie manages vendor relations and is a key member of our business
development team. Laurie and her teams provide every client with exceptional service. Laurie's
insights, participatory skills, knowledge, and drive make her an essential element of the company’s
success. She has managed the conversion of a thousand+ hotels to InnLink's services. Laurie's
favorite quote by Eleanor Roosevelt, "Always do the thing you think you cannot do.”
Marc Jacobson - Director, Product Development

Marc Jacobsen brings a wealth of knowledge and energy to InnLink from his extensive background
in the hospitality technology industry. Having spent over a decade at Trust.Wizcom, where he
guided IT teams in North America and abroad in new product, business, and channel
development, Marc has extensive experience in the implementation of global connectivity
solutions. Early in his career, Marc managed GDS and CRS relationships while working for Hilton
Hotels Corporation and prior to that, for Nikko Hotels international. A graduate of Hunter College in
New York City with degree in International Relations, Marc has been recognized on several
occasions for his contributions and innovative solutions.

Jennifer Hauge, Director, IT

Jennifer Hauge has significant hospitality technology industry expertise and serves as Director of
Information Technology. Jennifer oversees a programming and development staff that is dedicated
to improving reservation and channel distribution for InnLink customers. Jennifer is responsible for
interface development and implementation, data integration, GDS and Pegasus services, and a
wide variety of InnLink’s core reservation services activities. Jennifer blends her management
talents and skills effectively, interacting with operations and other departments within InnLink to
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produce measurable results for innLink’s customer base. Prior to her tenure with InnLink, Jennifer
worked as Information Systems Manager for a major west coast hotel company.

Pam Walrond - Director, Sales and Marketing

Pam joined InnLink with an extensive sales and marketing background in the technology industry
with a focus on new customer programs and process implementation. Pam is responsible for
increasing InnLink's exposure with hotel chains, lodging associations nationally, regionally and
locally, and with independent hotels through industry advertising and tradeshow events. Pam will
lead InnLink communications to ensure our customers are well informed on how InnLink and our
alliance partners can help them drive revenue and efficiency in their hotel operations. Pam holds
an undergraduate business degree from Drury University and an MBA from Tulane University.

Betty Rickman — Manager, Implementation and Support

Betty has 15 years with InnLink and manages our Implementation and Customer Service Teams.
She has Internet’/GDS Specialist, OTA Specialist and Lanyon Specialist on her team to focus on
those procedures directly and enable the Implementation and Customer Service team
Melinda Bailey - Manager Call Center Operations

Melinda manages all call center operations and has been serving InnLink for 7 years. She is a
Signature Training expert. She holds an Associate Business Degree from Hartville Tech.
Annette Cobb — Manager, Finance and Accounting

Annette manages our client contracts and contract administration. She is also responsible for our
accounts receivable and accounts payable functions. Annette brings 25 years of Administrative
experience {o her function.

Provide an Organization Chart for the execulive, reservations processing, product
development, and product/customer support sectors of your organization.
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Differentiating Advantages

We believe InnLink differentiates itself in a number of ways
¢ New, great technology
* Strong partnerships
* Focus on limited service in the US
* Not afraid to be different to serve customers better
» Customer service

Confidential: InnLink LLC 130 Maple Drive North Hendersonville, TN 37075 www.innlink.com 1 800 525 4658 Page 6 of 33
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B: Section |
New Property Implementation Process

Describe the Process for new property set-up and the length of time anticipated for the
property information to be distributed into the various distribution channels. Provide an
internet “URL "for an example of Property Management Tool.

Each property is assigned a designated Implementation Specialist who assists the property
through the entire implementation process. Customer input is collected with a property
database form, database interview, or inputting into the online database system based on
property preference. The process below identifies the Implementation team, IT team and
Sales/Revenue Manager commitments. Note that the bottom timeframe identified in black
represents the expired days in the proces. Times identified in red represent customer
commitments required to meet the commitments.

innLink Customer Implementation Process (independent hotels) Innl.lnk
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InnLink’s Implementation Team reviews all rates, room inventory and HOD during a property’s
implementation process. The team approves prior to transmitting the initial property data to the
GDS. Thereafter, customers may enter and manage HOD using the RESmatrix. The HGD
modifications are transmitted directly to the GDS. InnLink’s Customer Service Specialists
review and monitor the GDS database and functionality 24 hours / 365 days per year to insure
your highest visibility and standards.
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Property Management Tool

Functions available to on-property staff via InnLink’s web-based user interface,
including:

¢ Reservation notification retrieval

¢ |nventory allocation management

¢ Rate management

» Report production (provide samples)

» Descriptive data management

s Other functions

- RESmatrix is the central customer access to CRS data. It contains 14 main
ﬁggmat"x‘ tabs with a variety of functionality. The RESmatrix data management tool
T is an easy to use, intuitive, internet based application. The secure,
password protected system allows the property to set up unlimited user
» Chain Manager profiles. The application provides yield management, channel management
+ GDS and chain management functionality to optimize profitability. Many
Property Description customers have complimented InnLink on the ease of use compared to
© Rate Hanagement other CRS data management systems.

RESmatrix provides the user a one stop location for important information

» Chent Manager

w

= fiveniory Management

> Avaijability

. GroupPackagerservice | and tools; property description management, training documents, demo'’s,
* Reservation OTA merchant contracts, billing statements, advanced eMarketing, tracking
: :“””;S tools and InnLink updates. A property not using a PMS interface uses
¢ Repol

. Marketing RESmatrix to manage room inventory and rates for real time updates to all
- Security reservation channels. Rates, inventory and property description can be
Biling | changed with a simple key stroke. RESmatrix was created for simplicity yet
S | built for advanced functionality. InnLink has the ability to easily turn on or
restoLLc o200 Tamsat|  Off functionality based on properties/chains needs.

s Reservation notification retrieval: Reservations may be retrieved by selecting the “Reservation”
navigation within the RESmatrix. Details of the reservation include confirmation number, date
booked, arrival date, check out date, channel, room type, add-ons, amount, total, guest name,
credit card (if user is authorized) and notes.

e Inventory allocation management: Inventory may be viewed and modified by selecting the
“Inventory Management” navigation with the RESmatrix. A user will be able to update room
inventory, allotments and sell limits. Restrictions such as MLOS, no arrival and lead time are
located on the Availability navigation within RESmatrix.

« Rate management. Rates may be viewed, created and modified by selecting the Rate
Management navigation within RESmatrix. Rate options include creating rate codes, tiers and
seasons along with managing occupancy-based and extra person rates, derived rates, override
rates, yield management settings and add-on / dynamic packaging rates.

» Report production {See more information in Section VI): Revenue reports display real time (20
second lag) and InnLink can also provide combined call center & revenue reporting. Reports
are year over year and date driven. Each report can be saved to eliminate redundant activities.
Reports can be run for a single, multiple or chain analysis from one secure location. Reports
can be scheduled daily, weekly and monthly for auto-email transmission.
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» Descriptive data management: A user will have full access to add and meodify property
descriptive and multimedia content including but not limited to locations and general descriptive
data, currency, taxes, directions, transportation, reference points, property and room amenity
selections, area attractions, meeting information, dining options and restaurant information,
general and specific accommodation details, policies (cancel, guarantee, deposit, family plan,
pet policy, payment methods, extra charges), selling points and marketing messages.

+ Other functions: Example of other functions include marketing (customizing HTML guest
confirmations, cancellations and modifications; and web tracking), security (creating user
names and security levels for property personnel), billing (online invoices), training (via
www.gotomeeting.com and video), and competitive shopping (up to seven competitors within
three to five channels),

A read only test property login has been created that you can view the Property Management Tool
at https://res.windsurfercrs.com/admin/Login/Signin.aspx. Login using User ID: WestVA (not case
sensitive) and password: 209125 This will give you access to see two test properties, TSBecky
and TSJULIE. This User ID will be available until 12/01/09.

A full demonstration of the Property Management Tool is available upon request

Confidential: InaLink LLG 130 Maple Drive North, Hendersonville TN 37075 www.innlink.com 1.80¢ 525 4658  Page 9 of 33
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C: Section lli

Reservation Delivery

Describe the various processes (e-mail, CRS/PMS interface, fax, etc) through which
Agency would be advised of new reservations and modifications/ cancellations to
existing bookings.

Reservations, modifications and cancellations may be sent to Agency properties via the following
methods:

e Fax — Less than 5 minute delivery
o Email — Less than 5 minute delivery
» CRS/PMS Interface — real time delivery

We recommend the CRS/PMS interface as the primary delivery method and email as the fallback
notification. You have the choice of displaying or removing credit card information from an email or
fax transmission. The Credit Card information would then only be posted in the CRS enabled by
specific User level preferences allowing the ability to incorporate PCI compliance measures even
for non-PMS interfaced properties.

A property may choose fax or email as the faliback notification. The notifications remain available
to the property for 365 days. The notifications may be recalled, and are available in the production
system for 365 days. Thereafter the notifications are purged. These notifications can be backed up
if requested at chain level.

Sample of a typical new booking notification message, a typical modification notification
message, and a typical cancellation notification message.

Dear Parm Wairond

Shell Landing Lodge In Cannon Beach, OR s
folding 2 reservation for you, Please yevievi the
foflowing informatien @ind let us know if you
need to make any changes to the reservation.

InnLink

@windsurfarcrs com]

From: GuesiHouse Inn & Suites Music Vafley [mailte:ResMaiisend

Sent: Monday, March 16, 2000 11:22 AM
To: Walrond, Pam

Subject: GuestHouse Inn & Suites Music Valley modification confirmation number:Y 78725633

S
GUEsTHOUSE

R s IR v

Daar Fam Walrond

GuestHouse Inn & Suites Music Valley in Mashuille, TN is
helding a reservalion for you. Please saview the following
information and let us know if you need ta make any changes

to the raservation

Reservation hiformation

Confirmation Y78725G33
Rumber:

Reservaticn Pam Yalrand
Name:

Astivel Date: 0871472009

From: Gues

Fo: Walrongd, Fam

¢ no &
Sent: Monday, March 16, 2000 L1;22 AM

Cancelfation
Notification email

‘I Resesnvation Information

Confirmation (094302509
Number:

Resorvation Pam Wairond
Name:

Asrival Dates Monduy January 26, 2008

Sheill Landing Lodge
F177 Shelk Landing

Cannon Beach, OR
97110
FPhone: (303) 555~

www.townhouse-

Daparture

Date:

Room Type: Standard Rate, 2 Quaen Non
Smoking Balcony . Wireless High
Speed Internet,

| Room Rates: Starting 1/28/2008 (Nightly) $19

Tuesday Janusry 28 2008

Confirmation email

New Booking

Subtotalr a0l
528 50
520.00

Total Tax (15 .00%)
Besart Fee

Subject; GuestHouse [nn & Suites Music Yaltey canceltation cancellation number:d265

A

[
GUESTHOUSE
N

-
Thank you for choosing GuestHouse tnn & Suites
Music Valley

Dear Pam Wilrond

GuastHouse Inn & Suites Music Yalley in Mashville. TH
has bsen notified of your cancefiation.

Your canceliation number is: 4283. Record this
tancafiation number for your records

Wa appraciale your business and look fonvard to
sersing your futura iravgl nagds!

GuestHouse Ian & Sudes Music Yallay
Ressorvalion Sarvices

sic Valley [mailto:ResMaliSender@ywindsurfercrs o}

GueslHouse inn & Suiles Music Vallay
2420 Music Valley Drive
Phone: 6158354030
hep:tiwww. questhouseintl.com

TOLL FREE: 613-885-4030

Confidential; InnLink LLC 130 Maple Drive North, Hendersonville TN 37075 www.innlink.com 1 8OO 525 4658
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Property Management System Connectivity

Vendor should describe your 2-way interface with Property Management Software and
Success you have had doing so with Roommaster by InnQuest.

v Alipropertyreservalien input can
e pulled up 50 your costarmer can
call nntink for amy changes needed

* ebdarketing, collection of costaormer
data in ons location

v Rates sre updated through the
PRAS and alvasys accurste and reat
s 1o all channels

v Plusall benefits of Enhanced
Avnifability snd Basie Interfaces

Full property racm inventory
available for CAS to help sell
HBogm inventory is afways adcurate
and ragi time to all chankels
Siminates fear of overbooking
Plus Basic interface Benafits

safa Ceadit Card inforemation
Reducs Isbor aszocisted to
antaring resarvalions

lerense reservation dote SoCusacy

* Preventmisplacerment of
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InnLink's 2-way PMS interface with InnQuest roomMaster 2000 is based on OTA XML Technology
using TCPIP communications.

We have both a Basic Reservation Option and an Enhanced Availability and Rate Interface Option.
In the basic option reservations are delivered from the CRS to PMS and credit card data is secure.
Additional benefits of the Enhanced Rates and Availability include full property room inventory is
shared and maintained between the two systems allowing full availability to sell without fear of
overbooking. In the Enhanced Rates Interface rates are maintained in the PMS, updated to the
CRS and distributed to ensure accurate rates at all times.

Update frequency is single transaction. Reservation messages are queued and PMS performs
“get/post” at preset intervals usually in 5-10 minute intervals. In the Enhanced interface Rates and

Availability messages are exchanged immediately.
InnLink and InnQuest roomMaster have over 55 properties on their enhanced interface

The CRS/PMS interface implementation process

« Property Representative is provided with the setting and mapping template and uploads to
PMS

« Property insures that all CRS reservations are loaded in the PMS

« Property Representative provides IP address and Day of the Week rate patterns to CRS
e CRS supplies InnQuest and/or property with User Name and Password.

» CRS completes set up of rate patterns and preliminary inventory settings

» CRS completes set up of communication

+ CRS supplies test reservation when interface is complete and verifies receipt into PMS
« CRS coordinates and verifies match of room types and rate codes in CRS/PMS
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+ Property Representative performs the following syncs from the PMS to the CRS:
o Rates
o Rate Restrictions
o Inventory exceptions (out of order rooms, etc )
o All reservations
¢ CRS representative confirms receipt and works with Property Representative to insure balance

On-going support that InnLink provides for CRS/PMS interfaces.
e Monitor communications between PMS/CRS

e Assistance resolving communication issues, including assistance with reprocessing error
messages

» Identify cause of any reported inventory or overbooking issue and provide suggestions and
procedures o avoid similar issues

o Provide assistance with completion of reservation, rate or group block re-syncs
» Investigation of inventory out of balance issues
e Specific reports are available in RESmatrix to compare inventory and ensure balancing
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D. Section IV

Internet Booking Engine

Provide an overview description of your Internet Booking Engine (Branded Booking
Engine).
InnLink’s Internet Booking Engine was developed by Force 10, LLC, a joint venture by
WhiteBoardLabs and InnLink’'s owners. The IBE is built in .net and AJAX. The development team
has been awarded world class recognition for innovative CRS technology. InnLink offers three
versions of the booking engine; a five step HTML process, advanced customized HTML and a
FLASH “one screen” application (Q4 2009).

Key differentiators:
» Easily customizable, ability for guest to start at step one or step two of booking process
« Cross selling functionality for chains, availability for nearest proximity
e Rate categories are displayed based on rates built in RESmatrix (check box, pick list or neither)
« Guest can search by specific criteria; group block, loyalty number, IATA, promo code
o Group Block management, displays specific rooms and rates
o Promotional codes can be hidden unless specifically requested
» Rooms can be selected through guest search preference; rates, room type, rate type
 Scroll over for in depth room description, multiple images per room type
« Add-on dynamic packaging for up-sell revenue opportunities; items, date, date & time {email
confirmation is automatically generated for outside vendors or for internal notification)
e Advanced tax functionality for add-on items
« Customer preferences can be created to ensure personalized guest requirements; newspaper,
floor, etc. These can be displayed as a pick-list, checkbox or both. (chain and at property level)
« Confirmation email can be customized in the CRS, has print button on screen

Spacsel alfara from Amarici
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IBE include an availability calendar display to aid potential guest in identifying available

(or favorably priced) dates?

The FLASH IBE is slated to be complete in Q4 2009. The FLASH IBE will support a look up
calendar with advanced functionality (similar to how airlines provide a look-up matrix- as shown
below {A} ); rate chart displays, rate changes for pre-stay and post-stay date requests; up-sell

messaging (for one extra night only $XXX)

*Below are preliminary drawings for the FLASH booking engine, the design is subject fo change by
release date but functionality described above are part of the business requirements

The IBE’s “look and feel” can be customized to harmonize with the customer web site.

In addition to colors and images, a variety of pre- cleﬂned templates propertles can change the Iook

and feel — i.e,, placement of specific fields, upper
bar text, lower bar text and css Bar. The
chain/property has access tc  advanced
customized functionality (Code defined
parameters)
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Describe how the Agency might specify the sequence in which it wishes rooms/rates to
display to the Internet Booking Engine.

The Property may specify the sell sequence of rooms and rates within the CRS and on which
channel the rooms and rates will display. The Agency can input display sorting order for both
rooms and rates within RESmatrix. The IBE provides the option for guests to sort by Room Type
or Rate Type. When either guest option is selected the sorting order will govern how the Room
Types and Rates are displayed.
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Packaging & Package Sales

Describe how conventional packages (i.e.: product combinations pre-defined and pre-
priced) would be created in the CRS and then be booked via the IBE:

Conventional packages may be added in the CRS. Packages can be easily entered through
RESmatrix using the Package Tool and will be automatically displayed in the distribution channels
chosen. The Package Tool includes an image library on RESmatrix that assists you in building an
attractive display for your booking engine or you can upload an image from your computer system.
Inventoried Add-on’s can be included in the Package, these add-on's can be allocated only to
packages and pricing can be set to no fee. This feature allows the property to include inventoried
items to Package offerings.
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Billing

Packages may be dynamically assembled in the CRS and then be booked

Agency can establish an unlimited number of add-on offerings that can be assaociated to one or
more product offerings at the property or with local attractions. Confirmed add-ons will be included
and itemized on reservation.

Add-on “Service Categories” [Food & Beverage] and specific “Services” [Wine and Cheese Plate]
are customizable by the property. These items are displayed on Step 3 of the BBE for selection by
the guest. The core database structure is similar for free-sale and inventoried components. The
hotelier will have the option of inventorying each component or leave a component on a free-sell or
on-request [confirmed at check-in] basis. Inventory can be modified by the hotelier at will, with a
zero inventory meaning the option is not available for the date specified and subsequently will not
be displayed as a selectable option on the IBE. Specific policies can be associated with Add-ons
[ID required at check-in. 21years of age].

Group Bookings

May rooms in a group block be booked via the Internet Booking Engine? If yes,
describe process including any group organizer functions (such as establishing group
blocks, creating group landing pages, viewing pick-up reports or entering rooming lists.

Group functionality includes the ability to load group inventory, group rate codes and specific group
blocks. The functionality allows the entire process to be managed through the CRS.

Group Block creation: Groups can be created at the property level through the CRS or at Innlink
through the Group reservation department.
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e Property level: The CRS has integrated advanced group management functionality. The
property can create a group block within the CRS, allocate rooms, designate rates, and create
a customized email template for the group leader with multiple c¢ functions allowing the

property to remain in the communication string.

o Email Template includes:
Customizable email notification,
embedded link to bring group
member directly into the IBE
bypassing first two steps (only
showing specific identified room
types and if desired rates), upload
personalized photo for email, and
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e InnLink call center: Group desk
can create a Group Block as
described above on behalf of the
property. InnLink’s call center
operation will serve as a hotel’s
Group and Tour Reservation Desk
managed by dedicated Group
Sales Specialists (GSS) The GSS
will facilitate the entire group
booking process from initial
request to contract management.
The Group and Tour Reservation
Desk is available Monday through
Friday from 7am to 10pm CST,
and offers limited coverage on
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Saturday and Sunday.

Group Block management: Group reservations can be processed through email or the IBE.

» Email: The in house Group Desk accepts emails or RFP templates sent directly from Group
leaders. The process is managed through our in- house CRM tool, Satesforce, to ensure a high
touch personalized group booking process.

» IBE Screen: A group member can find a group block on the IBE two different ways; go 1o iBE
and enter group block number in field called “Groups” or go directly from personalized email
notification delivered from Group Leader, this method bypasses the first 2 steps of the |BE

process.
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Key Service Offerings for gLINK customers include:

» Promote chain level, property level phone numbers on website(s) all answered by Group desk
at InnLink

« Participate with the InnLink toll free 1-866-297-7400 direct to the group desk

o InnLink will work directly with the guest or tour operator to answer questions

» Provide a proposal with group rates, room availability and amenities

» GSS confirms group reservations on behalf of the property

» Conveys all group booking reservation details directly to your property

« Property can choose to have InnLink complete the group contract for the hotel

« Group members can confirm into the group block through booking engine, voice operations or
send a rooming list directly to GSS

By loading Group parameters and group rates, the GSS will have the information at their fingertips
to assist customers through the entire sales process. Examples of parameters to load are:

» Type of Groups that are accepted at property

e Special amenities and unique services offered to groups

e Comp policy

e Number of rooms classified as Group

e Group guarantee, deposit and cancel policy

¢ Baggage handling

» Property contact for Group questions
Group organizer functions (such as establishing group blocks, creating group landing
pages, viewing pick-up reports or entering rooming lists).

A Group Leader can create a group block via the property or InnLink group reservation desk. The
group block is created in the CRS and inventory, rates, shoulder rates and release dates are set.
The group is provided with a customized email template. The group leader is sent the template for
onward distribution with muitiple cc fields allowing the property to remain in the communication
string.

Email Template includes: Customizable email notification, embedded link to bring group member
directly into the IBE bypassing first two steps (only showing specific identified room types and if
desired rates), upload personalized photo for email, and allow for multiple cc communications.

IBE Screem: A group member can find a group block on the I1BE two different ways; go to the IBE
and enter group block number in field called “Groups” or go directly from personalized email
notification delivered from the Group Leader. Rooms are automatically pulled from inventory and
released based on parameters set during initial group block, override functionality is available at
property level through RESmatrix for changing original parameters.

Confirmation email, cancelflations and modifications: can be sent to group leader and property to
keep all members informed of group status.

Provide an Internet “URL" for an example of a property Booking Engine.
https://res.windsurfercrs.com/bbe/pagel.aspx?pcode=TSJULIE
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E. Section V
GDS Representation

Describe in detail the services that your organization commonly delivers in its provision
of GDS representation, including GDS data base maintenance.

Properties may participate in the GDS using InnLink's GDS chain code. There is no monthly
minimum fee or maintenance fee to use the chain code.

innLink offers Next Generation Seamless connectivity to Sabre, Galileo/Worldspan and Seamless
Connectivity to Amadeus. Rates and room inventory are pulled real time from the CRS. InnLink
utilizes ODDr for GDS data integration and automatic formatting of all property information to GDS
specifications.
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A customer can use the Channel Manager tool on the RESmatrix to limit room inventory on the
GDS or Pegasus and write customized scripts per channel if desired.

InnLink’'s Director of Marketing works closely with the GDS on marketing programs and
opportunities for individual properties and chain codes.
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Third Party Distribution and Connectivity

Online Travel Agencies (OTA) that InnLink has (or is developing) a direct CRS
connection.
InnLink was the first Reservation Service Provider to complete the Expedia QuickConnect direct
connect interfface. The CRS sends room inventory and rates to Expedia; Expedia sends
reservations fo CRS.

InnLink is partnering with Kayak to build an interface between the website and CRS. Clients must
sign an agreement for Kayak distribution via the interface.

InnLink is scheduled to release a direct connect to Sabre in 09
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Revenue Management Functions
Each property is assigned a Revenue Consultant or Account Manager after a 30 day review. The
revenue consulting team is responsible for:

¢ Analyzing pricing trends within a properties competitive set

e Understanding and providing recommendations; property descriptions, sales scripts, pricing
structure, and overall marketplace performance

¢ Conducting ongoing account meetings to measure success
» Providing information and options available to manage web presence
» Educating properties about navigating distribution channels and yield management tools

InnLink offers four levels of Account and Revenue Consulting to make sure we meet the needs of
each customer.

Bronze: Bronze is our basic account management level where the property recieves an initial 30-
day review and then support by our 24/7 customer service team.

Silver: At the silver level a property receives an initial 30-day review, access to our 24/7 customer
service, access to Innlink’'s Auto Rate Manager product, is assigned a dedicated Revenue
Manager and receives an optional annual review.

old: In addition to
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The CRS also contains a variety of Revenue Management facilities/technologies at no
extra charge.

Examples are listed below.

BAR - Rack or Best Available Rate are both available on the CRS. Any or all other rate codes may

be a percent or flat currency amount based off of Rack or Bar. A rounding up or down feature is
available for a based off rate. The calculation is dynamic for all based off rate codes and room

types.

Preduct Sell Order — Property may select the sell order of room types and rate codes. Room type
sell order and rate code sell order is updated on the RESmatrix by the property (instant update).
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Booking Pace Reports — Reservation revenue reports are generated from a live database and
are accurate within 20 seconds of the request.

Rate Tiers — Unlimited rate tiers may be created in the RESmatrix. Rate tiers can be modified
manually or a profile may be established that would yield tiers up or down based on property
occupancy in the CRS.

Auto Rate Management — This function changes rates/rate tiers automatically based on
occupancy and can close discounted rates during peak periods when you need tighter control of
your inventory This function also adjusts guarantee policies for high demand dates which
eliminates no-shows and last minute cancellations. An over-ride feature allows you to set date
parameters for peak occupancy periods which prevents discounted rates from being sold during
this time. The automation of rates, guarantee policies and occupancy are controlled in the
RESmatrix for all InnLink allocated inventory. Your rates can be built in RESmatrix to cascade by
percentage or currency amount off a set rate. Based on occupancy level, rate tiers will
automatically adjust when using Auto Rate Manager.

Channel Management — Streamlining management of the channels through which a hotel is able
to be distributed increases reservation ROI. The RESmatrix enables separate channels to be
managed through InnLink including each GDS, voice reservations, booking engine, Pegasus,
Expedia, etc. Providing one place to manage all channels permits a hotel to see the “big picture”
rather than having to manage channels separately and through extranets. Room types may be
opened, closed, no arrival or inventoried by date range by channel. Modifications are seamless to
every channel. The property receives an automatic confirmation on screen when changes are
accepted.

Discount Functionality- The CRS will allow properties to establish a variety of business rules
regarding “buy one, get one free” promotions — i.e., - free nights, additional discounted nights,
special discounted value adds, etc. Triggers for discounts can be based on the number of nights
reserved or based on total spend of the stay.

IBE integrated tracking- The CRS offers a web tracking option that is connected to the
confirmation page of the booking engine. Simply enter the website tracking code on the
RESmatrix and tracking automatically begins.

Advanced Rate Strategies- Advanced rate strategies may be performed by creating rate plans.
Rate Plans allow you to assign muitiple rates to a single rate code. Multiple rates connected to a
single rate code is called a “rate plan”. The rates are differentiated either by MLOS, Lead Time
and Value. Rate Plan allows you to offer multiple rates simultaneously within one rate code.

Describe any Revenue Management facilities/technologies supplied by third parties and
offered to your clients by your organization.

Rubicon — Rubicon and InnLink partnered together to display competitive rate information within
the RESmatrix to create a one stop location for viewing rates. This product is called revASSIST.

revASSIST gathers and presents competitive rate information automatically for up to 7 competitive
hotels that you identify in your competitive set of hotels. View the rates your competition is offering
among Internet and GDS channels for your most critical revenue periods. View the rate patterns
your competitors use and monitor their peaks and valleys.

Choose from one of three levels of revASSIST services: Basic, Standard or Expanded. Basic
presents you with 3 data source comparisons for up to 21 days prior to arrival date and delivers
reports to you via email 3 times per week. Standard presents you with 4 data source comparisons
for up to 30 days prior to arrival date and delivers reports to you via email 5 times per week.
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Expanded presents you with 5 data source comparisons up to 45 days prior to arrival date and
delivers reports to you via email 5 times per week. A property may enroll online by completing the
contract addendum and enroliment form.

Smith Travel Research — Smith Travel Research provides STAR reports to Innlink customers
complimentary or at a discounted rate. If the property is a first time STAR report customer, STAR
will be provided complimentary for one-year.

Channel Management/Extranet Management Functions — InnLink can negotiate all merchant
programs on behalf of the properties All existing merchant contracts can be moved to InnlLink to
allow the property/chain to manage all rates and inventory in one location. Expedia is the only
merchant program that is required to be held by Expedia but InnlLink has the Direct Connect
interface allowing all rates and availability to flow through RESmatrix.

Channel Management Functions
Describe the Channel Management facilities/technologies that you offer.

(For the purposes of this RFP, Channel Management is defined as the capability to control
the number of rooms offered, and the rate at which they are offered, through one, several
or all of the GDSs, through GDS-powered Web sites, through non-GDS affiliated Web sites
and through other distribution channels }

The RESmatrix enables separate channels to be managed through InnLink including each GDS,
voice reservations, booking engine, Pegasus, Expedia, etc. Having one place to go to manage
those channels permits a hotel to see the “big picture” rather than having to manage channels
separately and through extranets.

Room types may be opened, closed, no arrival or inventoried by date range by channel.
Modifications are seamless to every channel. The property receives an automatic confirmation on
screen when changes are accepted.

As a default, any channels without a status
are available for sale according fo the
inventory and strategies you have set for
your regular room and rate status.

The property is able to set sell limits, down
to last room availability, for each product
[room-rate] that is offered for each channel,
including the call center channel
Furthermore, the property can select, by
use of cross-referencing, which product will
be offered to which channel, allowing for
specific target marketing to one or more

specific channels.
Fach channel has the ability to hold a unigue script for customization to each audience.
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F. Section VI

Reports

List the activity reports or management reports that would be available to customer.
Provide samples of each report.

All reports are accessed using the RESmatrix. Reports can be generated in a PDF, HTML or Excel
file. Revenue reports are generated from a database and are accurate within 20 seconds of the
request. Non revenue reports are accurate as of midnight the day before,

tisted below are reports available on the RESmatrix.

Reservation Summary - One page reservation summary consisting of 4 reports showing number
of reservations, room nights and revenue reported by reservation activity date and arrival date and
broken down by business source and rate code

Business Source Arrival - Reservation activity showing reservations, room nights and revenue
broken down by source of business and listed by guest arrival date.

Sources of business for voice reservations include Business, Leisure, Group, Travel Agent, and
Loyalty

Sources of business for electronic and GDS reservations include Sabre, Galileo, Worldspan,
Amadeus, iLINK (Web), Expedia, Pegasus and WorldRes

Business Source Activity - Reservation activity showing reservations, room nights and revenue
broken down by source of business and listed by reservation activity date

Y/Y Business Source Arrival - Year over year comparison of net reservation activity showing
reservations, room nights, revenue and ADR broken down by source of business and listed by
guest arrival date

Y/Y Business Source Activity - Year over year comparison of net reservation activity showing
reservations, room nights, revenue and ADR broken down by source of business and listed by
reservation activity date

Rate Code Arrival - Reservation activity showing reservations, room nights and revenue broken
down by rate code and listed by guest arrival date Examples of rate codes include: RACK, AARP,
3A (AAA), CM (Commercial), GV (Government)

Rate Code Activity - Reservation activity showing reservations, room nights and revenue broken
down by rate code and listed by reservation activity date

YfY Rate Code Arrival - Year over year comparison of reservation activity showing reservations,
room nights, revenue and ADR broken down by rate code and listed by guest arrival date

Y/Y Rate Code Activity - Year over year comparison of reservation activity showing reservations,
room nights, revenue and ADR broken down by rate code and listed by reservation activity arrival

Pegasus Arrival Report - Reservation activity for bookings via the Pegasus switch showing
reservations, room nights and revenue broken down by web site name and listed by guest arrival

Pegasus Activity Report - Reservation activity for bookings via the Pegasus switch showing
reservations, room nights and revenue broken down by web site name and listed by reservation
activity date
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Y/Y Pegasus Arrival Report — Year over year comparison of reservation activity for bookings via
the Pegasus switch showing reservations, room nights, revenue and ADR broken down by website
name and listed by guest arrival date

Y/Y Pegasus Activity Report — Year over year comparison of reservation activity for bookings via
the Pegasus switch showing reservations, room nights, revenue and ADR broken down by website
name and listed by reservation activity date

Travel Agent Arrival - Reservation totals booked by travel agencies and GDS/Pegasus powered
web sites listed in descending order by total revenue booked by each agency/web site and
calculated by guest arrival date. Report includes IATA, agency name, agency address, total nights
booked, total reservations booked and total revenue

Travel Agent Activity - Reservation totals booked by travel agencies and GDS/Pegasus powered
web sites listed in descending order by total revenue booked by each agency/web site and
calculated by reservation activity date

Reservation Arrival Detail - Reservation detail including confirmation number, guest name, rate
code, business source, room type, arrival date, departure date, total revenue, number of nights
and travel agent information, if applicable, Reservation detail is sorted by arrival date. The room
type column labeled “ROOM CRS/PMS” displays the InnLink (CRS) room code followed by the
property’s (PMS) room code.

Reservation Activity Detail - Reservation detail including confirmation number, guest name, rate
code, business source, room type, arrival date, departure date, fotal revenue, number of nights
and travel agent information, if applicable

Reservation detail is sorted by activity date and includes separate listings for new reservations,
changes to existing reservations and cancellations

The room type column labeled “ROOM CRS/PMS” displays the InnLink {CRS) room code followed
by the property's (PMS) room code.

Lost Business Arrival- Summary of lost business, categories, denials, and cancellations sorted
by arrival date

Lost Business Activity — Summary of lost business, categories, denials, and cancellations sorted
by date of cancellation or inquiry

Lost Business Comment - Listing of all cancellation and lost business comments sorted by date
of cancellation or inquiry.

Comments displayed reflect actual comments regarding reason for not booking or canceling
Please note that electronic cancel comments are computer generated and do not reflect actual
comments

Availability - Grid showing future availability for 3 months listed by room type and day of the
month. Report displays the InnLink (CRS) room code and the property’s (PMS) room code.
Availability examples include:

| (rooms will be sold until designated inventory runs out)
X (closed out, no rooms can be sold)
N (No arrivals)

Guest List - Provides the property with a brief overview of all guest reservations booked through
innLink by either the Arrival date, In-House date, or Departure date
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Multi-Property Summary - Summary of rooms/reservations, room nights and revenue for each
property in the designated group and listed by both activity date and arrival date

No Property - Listing of all cities requested by guests where no property exists. Report is sorted
by state and lists each requested city within the state

Brochure - Name and address of each caller requesting a brochure during the reporiing time
frame

Monthly Call Statistics - Actual cali statistics, available on a monthly basis by entire chain,
showing total calls, number of abandoned calls, abandon rate, number of junk/harassing calls,
voice reservations and calculated voice conversion rate

callASSIST Call Time — Views times and number of calls of each CAl.Lassist telephone number.

Service Detail — Lists confirmation number, guest name, check in, check out, service name,
service revenue and notes

Lead Time — Summary of reservations, room nights, revenue, ADR and service revenue by lead
time

Length of Stay — Summary of reservations, room nights, revenue, ADR and service revenue by
length of stay

Guarantee — Summary of reservations, room nights, revenue, ADR and service revenue by
guarantee type

Region — Summary of reservations, room nights, revenue, ADR and service revenue by state
Country - Summary of reservations, room nights, revenue, ADR and service revenue by couniry
*An example of each report is provided as a separate document.

Can reports be exported to Excel or Access or comparable spreadsheet/data base
software? If yes, describe the process

All reports may be exported to Excel by selecting “Excel” from a pick list (drop down menu) on
RESmatrix. Reports can also be exported as a pdf or html document.

Reports may also be gqueued for automatic, periodic e-mailing to single or multiple
recipients,

Reports may be scheduled to email daily, weekly, monthly and annually. The reporting period can
bhe daily, weekly, monthly, quarterly or year-to-date. The scheduled report name may be
customized by the user and include a single property, multiple properties or all properties.
Recipients are entered in an open field with a 200 character limitation. Average email length 25
characters = 8 emails

Describe your Account Management Program. Include the process for adjusting,
finalizing and making payments for invoices. Describe how reservation or billing
discrepancies between the property and the vendor would be handied.

Account Management is represented by our Bronze level of Revenue Management support
described on page 21.

Billing is processed on the 1st day of the month following arrivals. Invoices are available within two
business days. Email notices are sent to property when invoices are available. Adjustments can be
made online and invoices finalized untii the due date/30 days after invoice date. Automatic
Payments are processed on 1* business day after the due date Properties are eligible for mark-
offs as long as invoices are paid by 30 days following invoice date or they are on an automatic
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payment through credit card or ACH. If Mark-offs exceed industry averages, InnLink reserves the

right t

CURRENT INNLINK INVOICE |

o request Mark-off back-up from th

e property.

RMNLINK LLC
130 MAPLE DRIVE NORTH
HENDERSONVILEE, TN 37075

; Kathays Tost Property 1
TSKAT
130 Maple Drive Morth

Handersonville TN 37975

INVOICE

Sand Paymant To:

INMLINK ELC

130 MAPLE DRIVE NORTH
HENDERSONVILLE TH 37075

INYOICE #208303 TSKATO
INVOICE DATE: 3/31/2008
BILLING FERIOD: DEMO
DUE DATE: 8/t3/2009

Totak Dus {

1627.60]

Amount Enclosed I

PLEASE RETURN THE EN'TIRE INVOICE WETH PAYMENT

RESERVATION REVENUE FEES o B Bt Aot
GDS §7494.50 rev 74550 @& 6.00% +4%.87 £49.67
' Voice S$1272.30 rev 427280 @ 5.00% 76.37 T6.37
Pagsus $2663.90 rev 2563.90 @ 5.00% 163.84 15383
: BBE $5865.80 rev 5855.60 @ 5.00% 293.28 293.28
; Net Rate/TravelWel $.00 rev 8.00 @6.00% 0.00 0.00
i 873.46 973.15
Cr 75.00 15.00
873,18 -1 )
RESERVATION REVENUE FEES
TSKAT Katheys Test Property 1
] GDS Detail
[Conf# Guest Name Arrive Depart  Nights Source Total Billable Actual
374200105 LUPTOM. COR 2005.01-02 2005-04-03 1 Worldspan 2950  29.30] 29.50
1171860105 MENDELS SCOTT 2005-01-022005-01-04 2 SABRE 13320 133 20] 133 20
1956436404 COOPER, TABITHA 2005-01-022005-01.03 1 Worldspan 29.50 29.50] 50
377700105 DRAZENOVIC VO 2005-01-022005.01-04 2 GAULEO 14800 148 n’o;’ Ty
225400205 SOFF RAY 2005-01-032005-04-06 2 ‘Worldspan 5900 59 oo’; Y
585135504 MANNS LATOYA 2005.04-052005.01-07 2 Worldspan 188,00 188 00] 15800
'|844800405 SOFF RAY 2005-.01-052005.01-06 1 Workispan 2950 29.50] 7050
720100406 LUPTON, CORI 2005-01-07 2005-01-08  f  Worldspan 2950 2050] 5550
1672300605 HAYS . MICHEAL 2005-01-07 20050108 2 Worldspan 7100 71.00] 7100
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G. Section VI

Customer Service/Support

List the days/hours that support is provided. Indicate your response speed
commitments.

Our customer service team is located in Hendersonville, TN at the InnLink headquarters. Most
common services provided are:

¢ Package loading

* Rate changes

* Negotiated rates

* Trouble shooting of communication issues
¢ |[nvestigate “over bookings”

s OTA Display

* |BE Display

* Property description updates

s User name and password issues
® Policy changes

e Other

InnLink’s customer service is available 24/7/365. Average answer time for customer service calls is
less than 5 seconds and emails are checked at least every 15 minutes. InnLink offers a 60 minute
guarantee: if we haven’t responded to your issue within 60 minute of a call or an email, you can
terminate the contract with us without a penalty. (We are the only CRS company in the industry
with Guarantee statement)

Describe the process for reporting problems, tracking problems and the escalation
process, whether they pertain to system performance, service level adherence,
reservation disputes or other issues.

InnLink has a fully integrated CRM system, Salesforce.com (an ASP solution), dedicated to
tracking the property from entering the InnLink system through the life of the partnership. Every
employee has been trained to understand and utilize SF for all activities; phone logs, emails,
sending documents, eBlasts, tasks, and process flow. SF also supports multiple disciplines within
innLink; Sales, Marketing, Implementation process, Revenue management, Group contract
(gLINK), in-house IT project requests, Knowledge sharing, PDF library and most important Case

Management.

Methods of opening a case:
1) Email - customerservice@innlink.com (auto populates SF and opens a case for the support
team)
2) Phone - A property would call InnLink 24/7 support line
3) Web to case- Online status checking 2009: a form is provided on RESmatrix for the
property to submit a case directly. This function provides a unique user name and login for
the property fo externally monitor and track their case reaf time. This capabifity currently
exists, we are in the process of launching Q4.
Problem reporting can be initiated through any InnlL.ink employee and escalated to the appropriate
party for immediate acknowledgment and processing. At anytime any InnLink employee can
access the case to communicate the escalation path and current owner of the case and share

existing updates to the case.
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1} A Case is opened and a nofification is automatically sent to the property with a case
number, subject and who is currently assigned the case

2) As comments are added fo the case the property is automatically sent communication of
the update.

3) As the case is processed and closed the property receives a “closed issue” email with the

subject, description of issue and solution applied.
4) The case and the unique number are never deleted from the InnLink system All cases are
visible for employees to access fo ensure transparent communication internally and to the

property.

All critical escalation paths have been built within the CRM system.
1) Customer Service
2) Customer Service supervisor
3) Revenue Management
4y 1T
5) Implementation
8) Training
7) Internet specialist
8) Sales
9) Billing
10) CRS modification and requests

Classes and on-line tutorials are available to on-property and corporate staff to aid them
in remaining proficient in the use of the property user interface and the distribution
opportunities available to them through it

InnLink provides both live training and online tutcrials.

Live Training
Live training sessions are available both during implementation and ongoing.  During

implementation InnLink provides individual training session and ongoing InnLink offers regularly
scheduled training sessions for basic and advanced functionality.

Online Tutorials

InnLink provides multiple online tutorials. There is a training tab provided for ease of use. Online
sessions are recorded video/audio 10-15 minute tutorials. Each section speaks to a specific activity
the hotelier is required to train or retrain to ensure optimal usage of management tools for their
property inventory, rates and yield management optimization.

1) Refresher on basic property description fields
2) Rates and Rate tiers

3) Advanced Rate strategies

4) Inventory and Availability

5) Groups / Packages / Services

6) Auto rate manager

7) Channel manager

8) revASSIST

9) Reports and tracking tools

10) Customization: Advanced IBE, confirmation emails
11) Billing
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H: Section Vil - FEES

Fees are sealed in a separate Envelope as requested.

Gonfidential: InnLink LLC 130 Maple Drive North, Hendersonville, TN 37075 www.innlink.com 1800 525 4658  Page 30 of 33



REQ No DO ’O‘?, 23

STATE OF WEST VIRGINIA
Purchasing Division

PURCHASING AFFIDAVIT

VENDOR OWING A DEBT TO THE STATE:

West Virginia Code §5A-3-10a provides that: No coniract or renewal of any contract may be awarded by the
state or any of its political subdivisions to any vendor or prospective vendor when the vendor or prospective
vendor or a related party to the vendor or prospective vendor is a debtor and the debt owed is an amount

greater than one thousand dollars in the aggregate

PUBLIC IMPROVEMENT CONTRACTS & DRUG-FREE WORKPLACE ACT:

If this is a solicitation for a public improvement construction contract, the vendor, by its signature below, affirms
that it has a written plan for a drug-free workplace policy in compliance with Article 1D, Chapter 21 of the West
Virginia Code The vendor must make said affirmation with its bid submission. Further, pubfic improvement
construction contract may not be awarded to a vendor who does not have a written plan for a drug-free
workplace policy in compliance with Article 1D, Chapter 21 of the West Virginia Code and who has not
submitted that plan to the appropriate contracting authority in timely fashion. For a vendor who is a
subcontractor, compliance with Section 5, Article 1D, Chapter 21 of the West Virginia Code may take place
before their work on the public improvement is begun.

ANTITRUST:
in submitting a bid to any agency for the state of West Virginia, the bidder offers and agrees that if the bid is

accepted the bidder will convey, sell, assign or transfer to the state of West Virginia alt rights, title and interest
in and to all causes of action it may now or hereafter acquire under the antitrust laws of the United States and
the state of West Virginia for price fixing and/or unreasonable restraints of trade relating to the particular
commodities or services purchased or acquired by the state of West Virginia. Such assignment shall be made
and become effective at the time the purchasing agency tenders the initial payment to the bidder

[ cerify that this bid is made without prior understanding, agreement, or connection with any corporation, firm,
limited liability company, partnership of person or entity submitting a bid for the same materials, supplies,
equipment or services and is in alt respects fair and without colfusion or fraud. 1 further certify that | am
authorized to sign the certification on behalf of the bidder or this bid.

LICENSING:
Vendors must be licensed and in good standing in accordance with any and all state and local laws and

requirements by any state or local agency of West Virginia, including, but not limited to, the West Virginia
Secretary of State’s Office, the West Virginia Tax Department, West Virginia Insurance Commission, or any
other state agencies or political subdivision Furthermore, the vendor must provide all necessary releases fo
obtain information to enable the Director or spending unit to verify that the vendor is licensed and in good
standing with the above entities.

CONFIDENTIALITY:

The vendor agrees that he or she will not disclose to anyone, directly or indirectly, any such personally
identifiable information or other confidential information gained from the agency, unless the individual who is
the subject of the information consents to the disclosure in writing or the disclosure is made pursuant fo the
agency's policies, procedures and rules. Vendor further agrees to comply with the Confidentiality Policies and
Information Security Accountability Requirements, set forth in http:/Avww state wv usfadmin/purchase/privacy/

noticeConfidentiality pdf.

Under penalty of law for false swearing (West Virginia Code §61-5-3), it is hereby certified that the vendor
affirms and acknowledges the information in this affidavit and is in compliance with the requirements as stated.

Vendor's Name: M\Lfﬂk ( LZ\ Q_,/
Authorized Signature: e S2 /MW Date: Cj/L/ /07)

Purchasing Affidavit (Revised 01/01/09)
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