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BACKGROUND SUMMARY

DELAY ANNOUNCEMENT OVERVIEW

« RCYC will be announcing a second delay in the inaugural yacht’'s completion and in-service date (TBD next week).

» Voyages for remainder of the year are impacted. The first voyage will be decided next week with the Marriott team.

« Approximately 1,800 guests are impacted by this cancellation. Approximately 225 of these bookings will be impacted twice.

 Offer will be 30% discount off future cruise. For double impacted, they will receive the original 30% plus another 30% for a
total of 60% off.

» VIP guests and agencies will be receiving a call out, prior to announcement

» Use of Marriott Elite CEC Agents — North America calls
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FAQs — FOR GSO USE

Q, WHY IS THE YACHT DELAYED AGAIN?

A. Due to challenges with shareholders of the Hijos de J. Barreras shipyard, The Ritz-Carlton Yacht Collection has worked to create
a long-term solution for the shipyard that will benefit current projects and future growth of the company. We have formed an
entity to effectively take ownership of the shipyard, providing us with control of the build process and ensuring the timely
completion of Evrima, the inaugural yacht of The Ritz-Carlton Yacht Collection. As a result of the time lost during restructuring
the shipyard, the construction delivery timeline of the yacht has been extended and the first voyage must be rescheduled.

Q, WHY IS THE YACHT DELAYED AGAIN?

A. We sincerely apologize to all guests who were ready to sail with us. With a long-term solution for the shipyard in place, we now
have control of the build process to ensure timely completion of our inaugural yacht. Our team is deeply committed to delivering
a highly customized, state-of-the-art build that will make our inaugural yacht the most distinctive of its kind.
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FAQs — FOR GSO USE

Q. WHEN IS THE NEW INAUGURAL

A. Ouir first voyage will be January 3, 2021. The yacht’s christening ceremony will be determined at a later date after we study the
best location to hold this important event.

FULL FAQs WILL BE SENT AFTER THE WEBINAR

WITH THE PRESENTATION
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BACKGROUND — TIMELINE FOR ANNOUNCEMENT

PLAN FOR DAY OF ANNOUNCEMENT — TBD DATE

4 N N N N )

9:00 AM EST/13:00 CET: . . . . . . 12:30 PM+: CALLS INTO 12:30+:
VIP OUTREACH CALLS 9'3.?£Q:AOE“”SJQ%Z%&ET' 1(2532;’1MCEOS|\-:I-CI;%0E(G:IIEJ THE CEC ELITE AGENTS YVCs BEGIN TO ACTION
BEGIN BEGIN REQUESTS

. /NG /NG /NG /AN /
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VIP Outreach Groups — Yacht Delay

Following groups require personal phone calls about the delay. Follow up with emails.

GUESTS TRAVEL PARTNERS

= Guests with VIP flag = Al TA’s - prioritizing the VIP’s = Impacted Incentive Groups — = Tour Operators

= Cobalt Guests first meeting planner and/or clients = Enrichment or Patron of the
= Ambassador = Impacted TA Groups = Charter clients who will want Arts candidates

= Lifetime Titanium = Inner Circle (W/GSO) to know their voyage is = Marriott hotels effected

= Residence Owners = Virtuoso Corporate unaffected = Port Agents

= Double Impacted Guests Leadership = Charter leads currently in = Manning

= FIT Groups — non-TA “ = Virtuoso Board “ negotiation “

= Media/Influencers = Key Accounts = Site visits impacted

= Family and Friends = Other agencies as reviewed

= Any high touch guests which by GSO

we handled escalated calls
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CEC TRAINING
CALL FLOW
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SAMPLE COMMUNICATIONS — Guest Version

OUTBOUND EMAIL - GUEST

g THE RITZ-CARLTON HT COLLECTION

Booking Number: 121

Dear SUZANNE,

z-Carlton Yacht

yard ha: d us to extend

t, we regret to inform y

vings,
iding independent air and ho

full refund of the el arrangements

may also be refunc ents through a

travel profs onal, they will rec

VIEW MORE INFORMATION

ore information, p

START FORM

ze for the

y measures to ensure

ook forward to

Prothero

utive Officer

CONTACT THE RITZ-CARLTON YACHT COLLECTION

+1 (305) 907-7099
or contact your travel professional.
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WEB LANDING PAGE - FOR GUESTS, TA’s, AND CECs

REQUEST CALL

sl
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INFORMATION REGARDING YOUR VOYAGE DELAY

r 12, 2020 that t

Please click the button be

START FORM

What if I want to reschedule my voyage to another date?

f you choose to reschedule your reservat

+ 30% voyage fare savings if

+ 25% voyage fare savings if rebooked b

+ 20% voyage fare savings if rebo

What if T want to cancel my voyage?

aid-to-date

f you choose to cancel
you choose to cancel your

©




CAPTURE GUEST INFO

1. CEC thanks them for their YACHT EXPERIENCE DESTINATIONS FIND A CRUISE OFFERS & PROGRAMS REQUEST E-BROCHURE
business, apologizes for the the <3
cancellation of their cruise ¢
plans. T3

THE RITZ - CARLTON

2. CEC asks guest/TA for info to fill YAGHT COLLECTION

in required fields (Reservation # SERVICE
was included in the email the

guest received) VOYAGE DELAY FORM

3_ |n the “Who |S Com pletn‘]g Th|s Please enter a reservation number below, as well as the guest's name as it appears on their passport / reservation.
Form’?” the CEC addS thell’ Fields marked with a * are required
name and |OcatI0n . — Reservation Number *
1000004490
4. CONTINUE to next page on _ . ,
form Guest First Name Guest Last Name
AGENT ENTERS JOHN POTTS
INFO - = Who is completing this form?*
MANDATORY (A\/; Guest () Travel Professional (@) Other
FIELDS -
Name of person completing this request *
ANGELA COMPOSTO, CEC MARYLAND

CONTINUE
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VOYAGE TAB: Capture Guest Preferences

1. Upper part of form greys out.

] THE? RIT‘Z-CAR‘LT()N
2. Next step of the process is YACHT COLLECTION

VOYAGE tab. SERVICE
3. Formis used in all cases-- VOYAGE DELAY FORM

Re b00k, Cancel Or Stl ” Please enter a reservation number below, as well as the guest's name as it appears on their passport / reservation.
CO”Sldenng Fields marked with a * are required
Reservation Number *
4. Note, if guest is escalating, see
ESC&|atI0nS Sllde further |n Guest First Name * Guest Last Name *
presentation

Who is completing this form? *

Guest Travel Professional Other

Name of person completing this request *

RE BOO K, CAN C E |— AN D STI LL Guest Phone Edit Travel Professional Phone

Edit
VOYAGE AIR HOTEL
INDICATE Guests who have been affected by this delay may choose to reschedule their voyage with a future voyage fare savings, or cancel their voyage and
GUEST'S receive a full refund of the voyage fare paid to-date.
REQU EST HERE How may we assist you in addressing your impacted voyage? *
() Rebook on Another Voyage (_) Cancel Voyage () Still Considering
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NEXT STEPS

REVIEW
« Decision on announcement date/first voyage
* Review the TA Partner List — GSO support on calls

» If you have an issue/question, please email us at: Sales@ritz-carltonyachtcollection.com
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UESTIONS

R
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