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- New Options for Old 
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founder of ConnectionsAI (CAI) and CTO 
of ConnectionsAI, Jason Scinocca, “Guest 
Textperience ™… The ubiquity and use  
cases of texting”

Anthony Link Jason Scinocca
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Holiday Inn Club Vacations Mapping 
Post-Pandemic Recovery

The COVID-19 pandemic caused 
unprecedented disruption to the 
timeshare industry, resulting in resort 
FORVXUHV��VWDႇ�IXUORXJKV�DQG�RZQHUV�
unable to use their prepaid vacation time. 
Imagine the challenges during this time 
RI�VHUYLQJ���������RZQHUV�ZKR�YDFDWLRQ�
DW�������YLOODV�LQ����8�6��6WDWHV��:H�
DVNHG�-RKQ�6WDWHQ��3UHVLGHQW�DQG�&KLHI�
2SHUDWLQJ�2ႈFHU�RI�+ROLGD\�,QQ�&OXE�
9DFDWLRQV�,QFRUSRUDWHG��+,&9���WR�VKDUH�
KRZ�WKH�SDQGHPLF�LPSDFWHG�WKH�FRPSDQ\�
DQG�OHDUQ�KRZ�LW�QRW�RQO\�VXUYLYHG�WKH�
pandemic but is currently mapping a 
post-pandemic recovery.

([SODLQV�-RKQ��³2QH�RI�WKH�PDLQ�OHVVRQV�
ZH�OHDUQHG�ZDV�WKDW�FRPPXQLFDWLRQ�
LV�NH\�DW�HYHU\�WXUQ��:KLOH�WKLV�LVQ¶W�D�
QHZ�FRQFHSW��LW�ZDV�FHUWDLQO\�UHDႈUPHG�
GXULQJ�WKLV�FKDOOHQJLQJ�WLPH��:H�
utilized emails and social channels 
to communicate important updates 
WR�RXU�WHDP�PHPEHUV��RZQHUV�DQG�
guests. Throughout the pandemic, our 
PHVVDJLQJ�EHFDPH�PRUH�IUHTXHQW�DQG�
SUDJPDWLF��1HZ�LQIRUPDWLRQ�UHODWHG�WR�
resort amenities, activities or services 
EHFDPH�DYDLODEOH�RQ�RXU�ZHEVLWH¶V�5HVRUW�
8SGDWHV�SDJH��GHYHORSHG�WR�FUHDWH�D�
VLQJOH�VRXUFH�RI�LQIRUPDWLRQ�RQ�WKH�ODWHVW�
resort developments. Maintaining total 
transparency is crucial in building trust 
DQG�GHDOLQJ�ZLWK�DQ�XQSUHFHGHQWHG�DQG�
ever-changing situation.”

$GGHG�-RKQ��³,�EHOLHYH�D�IDPLO\�FXOWXUH�
WKULYHV�LQ�WLPHV�RI�FULVLV��2XU�WHDPV�
EDQGHG�WRJHWKHU��HYHQ�ZKLOH�WKH\�ZHUH�
physically apart. In late-March and April, 
PDQ\�WHDP�PHPEHUV�VKLIWHG�WR�ZRUNLQJ�
UHPRWH��D�YHU\�GLႇHUHQW�G\QDPLF�IURP�
ZKDW�WKH\�ZHUH�XVHG�WR��1DWXUDOO\��WKHUH�
DUH�FRQFHUQV�VKLIWLQJ�D�PDMRULW\�RI�\RXU�
ZRUNIRUFH�WR�DQ�HQWLUHO\�QHZ�VWUXFWXUH��
EXW�RXU�WHDP�PHPEHUV�IXOO\�HPEUDFHG�WKH�
µQHZ�QRUPDO�¶

:KLOH�ZRUNLQJ�DSDUW��DQG�VLPXOWDQHRXVO\�
GHDOLQJ�ZLWK�PDQ\�FKDQJHV�DPRQJ�
WKHLU�RZQ�IDPLOLHV���WHDPV�JUHZ�FORVHU�
WRJHWKHU��7KH\�IRXQG�FUHDWLYH�ZD\V�WR�

ERQG�±�IURP�YLUWXDO�KDSS\�KRXUV�DQG�
=RRP�VSLULW�ZHHNV�±�DQG�WLUHOHVVO\�ZRUNHG�
to help our Company through resort 
closures and the reopening process. 
7KH\�DOVR�OHDUQHG�LW�ZDV�LPSRUWDQW�WR�
VWD\�DJLOH�DV�WKH\�FRQWLQXHG�WR�¿QG�
WKH�SURFHVVHV�WKDW�DOORZ�LQIRUPDWLRQ��
LQQRYDWLRQ�DQG�DSSURYDOV�WR�ÀRZ�
TXLFNO\��$Q�DJLOH�WHDP�FDQ�PDNH�D�KXJH�

GLႇHUHQFH��HVSHFLDOO\�LQ�WLPHV�RI�FRQVWDQW�
change.”

5HVRUW�6DOHV�2ႈFH�&ORVXUHV��2XW�RI�DQ�
DEXQGDQFH�RI�FDXWLRQ�DQG�LQ�UHVSRQVH�
to various local government orders, they 
WHPSRUDULO\�FORVHG�WKHLU�UHVRUW�QHWZRUN�DW�
WKH�HQG�RI�0DUFK��6DOHV�FHQWHUV�FORVHG�
DQG�UHRSHQHG�LQ�FRQMXQFWLRQ�ZLWK�WKH�
UHVRUWV��)ROORZLQJ�D�VWDJJHUHG�UHRSHQLQJ�
DSSURDFK��DOO�+,&9�UHVRUWV�KDYH�EHHQ�
open since mid-July. A resort did not open 
XQWLO�KHDOWK�DQG�JRYHUQPHQW�RႈFLDOV�OLIWHG�
UHVWULFWLRQV�LQ�WKH�ORFDO�DUHD�DQG�ZHUH�LQ�
VXSSRUW�RI�UHVXPHG�WUDYHO��DQG�+,&9¶V�
QHZ�VWDQGDUGV�DQG�SURFHGXUHV�DURXQG�
VDIHW\�DQG�FOHDQOLQHVV�FRXOG�EH�IXOO\�
implemented. 

RESORT RESILIENCE

M aintaining total transparency is crucial 
in building trust and dealing with an un-

precedented and ever-changing situation.”

By Marge Lennon

John StatenHolidayInn.jpg
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6WDႈQJ��5HVRUW�FORVXUHV�IRUFHG�
WKH�&RPSDQ\�WR�IXUORXJK�
D�VLJQL¿FDQW�JURXS�RI�WHDP�
PHPEHUV��)RUWXQDWHO\��WKH\�
ZHUH�DEOH�WR�EULQJ�PDQ\�RI�WKHP�
EDFN�DV�UHVRUWV�UHRSHQHG��EXW�
QRW�DOO��'XULQJ�WKLV�WLPH��DOO�WHDP�
PHPEHUV�HQUROOHG�LQ�D�&RPSDQ\�
KHDOWK�LQVXUDQFH�SODQ�±�ZKHWKHU�
DFWLYH�RU�RQ�IXUORXJK�±�FRQWLQXHG�
WR�UHFHLYH�WKHLU�EHQH¿WV�ZKLOH�WKH�
UHVRUWV�ZHUH�FORVHG�

2ZQHU�&RPPXQLFDWLRQV��7KH\�
FRQWLQXRXVO\�VKDUHG�NH\�XSGDWHV�
DQG�LQIRUPDWLRQ�±�VXFK�DV�UHVRUW�
FORVXUHV�DQG�UHRSHQLQJ�GDWHV�±�
ZLWK�RZQHUV�DQG�&OXE�PHPEHUV�
LQ�D�YDULHW\�RI�ZD\V��LQFOXGLQJ�
SKRQH��HPDLO��VRFLDO�PHGLD�DQG�
RXU�FRPSDQ\�ZHEVLWHV��$�5HVRUW�
8SGDWH�SDJH�ZDV�SODFHG�RQ�WKHLU�
FRQVXPHU�ZHEVLWH�WR�SURYLGH�
D�TXLFN�RYHUYLHZ�RI�WKH�FXUUHQW�
VLWXDWLRQ��

2ZQHU�)HHV�8VDJH��&RQFHUQLQJ�
DQQXDO�IHHV��WKH\�SURYLGHG�JUHDWHU�
ÀH[LELOLW\�WR�RZQHUV�ZKR�H[SHULHQFHG�
¿QDQFLDO�KDUGVKLS�GXH�WR�WKH�&RURQDYLUXV��
)RU�������WKH\�DUH�HVWDEOLVKLQJ�DQQXDO�
EXGJHWV�WKURXJK�RQJRLQJ�GLVFXVVLRQV�
ZLWK�+2$�ERDUGV��WDNLQJ�LQWR�DFFRXQW�
DOO�WKH�IDFWRUV�DႇHFWLQJ�FRVWV�XQGHU�WKLV�
³QHZ�QRUPDO�´�&RQFHUQLQJ�SRWHQWLDO�

GHOLQTXHQFLHV��WKH\�KDYH�VHHQ�PDQ\�
PHPEHUV�ZKR�ZHUH�LQLWLDOO\�ODWH�VWDUWLQJ�WR�
EHFRPH�FXUUHQW��PDNLQJ�WKHP�RSWLPLVWLF�
DERXW�WKHLU�UHVLOLHQF\��7KHLU�LQWHUQDO�
UHVHDUFK�WHDP�GLVFRYHUHG�WKDW�+ROLGD\�
,QQ�&OXE�PHPEHUV�DUH�LQ�DQ�RYHUDOO�EHWWHU�
¿QDQFLDO�VWDWH�GXULQJ�WKH�&RURQDYLUXV�
SDQGHPLF�ZKHQ�FRPSDUHG�WR�WKH�JHQHUDO�
SRSXODWLRQ��

$IWHU�WKH�UHVRUW�QHWZRUN�UHRSHQHG��+,&9�
SURYLGHG�D�YDULHW\�RI�RႇHUV�WR�&OXE�
PHPEHUV�WR�HQFRXUDJH�QHZ�ERRNLQJV�
DQG�SURYLGH�JUHDWHU�ÀH[LELOLW\�ZKHQ�
SODQQLQJ�D�VWD\��7KH\�ZDLYHG�DOO�ERRNLQJ�
IHHV�DQG�UHWXUQHG�DOO�SRLQWV�IRU�FDQFHOHG�
UHVHUYDWLRQV��DXWRPDWLFDOO\�H[WHQGHG�

HCV Scottsdale Resort

CONTINUE TO PAGE 12

MEASURE. MANAGE.

CONTACT:
bobkobek@customercount.com
www.customercount.com

FIND US ON:

The Customer 
E! ort Score is 
one of the most 
important questions 
you should ask in 
your surveys.

WHY? BECAUSE IT REPRESENTS A TRANSACTIONAL 
MEASUREMENT OF CUSTOMER LOYALTY

Does your online feedback service provider ask the right questions to get 
XLI�ERW[IVW�]SY�RIIH#�(S�XLI]�QEOI�MX�HMƾ��GYPX�JSV�]SY�XS�GLERKI�]SYV�
parameters? 

If so, contact CustomerCount® and see how simple and easy it is to get the 
answers you need in order to make the appropriate decisions and changes 
that need to be made to create that customer loyalty. 

Vacation Innovations has been redefining the timeshare 
resale and travel markets for more than 20 years, and 
we’re just getting started.

With the addition of Holiday Systems International, our 
award-winning products and services drive revenue 
by providing tailored travel solutions for businesses, 
including:

• Owner referral programs
• Buy-back, trade-in, and resale solutions
• Loyalty systems and booking engines
• Custom membership platforms 
• Employee benefit programs
• Corporate travel systems
• Travel agency booking platforms 
• Tour lead generation
• Custom software solutions
• And more

How can we help you? 
Visit vacationinnovations.com/services for more.

vacationinnovations.com  |  holidaysystems.com 

Searching for a 
Custom Travel Solution?
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points that were expiring this year to 
next, and gave the whole member base 
additional bonus points this year to 
encourage travel.

)RU�¿[HG��DQG�ÀRDW�ZHHN�RZQHUV��+,&9�
JDYH�D�ZHHN�EDFN�LI�WKHLU�ZHHN�ZDV�
DႇHFWHG�E\�UHVRUW�FORVXUHV��SURYLGHG�
the entire owner base three comp days 
RQ�WRS�RI�WKHLU�RZQHUVKLS�WR�HQFRXUDJH�
WUDYHO��DQG�ZDLYHG�DOO�FDQFHODWLRQ�IHHV�

5HVRUW�,PSURYHPHQWV�GXULQJ�'RZQWLPH��
+,&9�WHDPV�XVHG�WKH�XQH[SHFWHG�
resort closure time to complete various 
maintenance and deep cleaning projects 
WKDW�ZRXOG�EH�GLႈFXOW�RU�FRVWO\�WR�H[HFXWH�
LI�JXHVWV�ZHUH�RQ�SURSHUW\��7KH\�XVHG�
WKH�FORVXUH�WR�PDNH�VLJQL¿FDQW�SURJUHVV�
on a restoration and renovation project 

DW�RXU�+ROLGD\�+LOOV�5HVRUW�LQ�%UDQVRQ��
Missouri. Last year, the resort was hit by 
a serious hailstorm that damaged many 
RI�WKH�EXLOGLQJV��'XULQJ�WKH�FORVXUH��WKH\�
UHVWRUHG�DQG�UHSODFHG�WKH�GDPDJHG�URRI�
and building sidings, installed building 
and unit signage and spruced the resort 
ZLWK�IUHVK�FRDWV�RI�SDLQW�

/RQJ�5DQJH�&29,'�,PSDFW�WR�5HVRUWV���
“We believe this pandemic has reinvented 
WUDYHO��KRZ�IDPLOLHV�YDFDWLRQ�DQG�WKH�
ZD\�ZH�ZRUN��DGGHG�-RKQ��³:LWK�PRUH�
FRPSDQLHV�VXSSRUWLQJ�UHPRWH�ZRUNIRUFHV��
WKH�OLQHV�EHWZHHQ�WUDYHO�DQG�ZRUN�ZLOO�
intersect more regularly than we’ve ever 
VHHQ��7KH�WUHQGV�ZH¶YH�H[SHULHQFHG�
since reopening our resorts are behaviors 
ZH�GRQ¶W�IRUHVHH�JRLQJ�DZD\�DQ\WLPH�
soon.

7KHUH�LV�QRZ�D�KLJKHU�DSSHDO�IRU�ZLGH�
open spaces. Whether due to local 
UHVWULFWLRQV�RU�DQ�LQGLYLGXDO¶V�FRPIRUW�
OHYHO��IDPLOLHV�DUH�PRUH�IRFXVHG�RQ�
activities and destinations that emphasize 
EHLQJ�RXWGRRUV��)DPLOLHV�QRZ�SUHIHU�
staying at resorts with an expansive 
SURSHUW\�WKDW�FDQ�SURYLGH�GLႇHUHQW�
RXWGRRU�DFWLYLWLHV��7KH\�ZDQW�PRUH�WKDQ�
MXVW�D�JUHDW�SRRO��7KHUH�KDV�EHHQ�DQ�
LQFUHDVH�LQ�XVDJH�RI�RXWGRRU�DPHQLWLHV�
OLNH�JROI��KRUVHEDFN�ULGLQJ��RQ�SURSHUW\�
trails, and watersport rentals. Also:

• Families are continuing to choose 
destinations that are within a reasonable 
GULYLQJ�GLVWDQFH�IURP�WKHLU�KRPH�RYHU�
locations that would require air travel.  

��)XOO�VL]H�YLOODV�ZLWK�NLWFKHQV�DUH�PRUH�

HolidayHills Resort.JPG
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desirable than a traditional hotel room 
DV�WKH\�SURYLGH�JUHDWHU�ÀH[LELOLW\�DQG�
functionality to families that would rather 
not go out to eat.

•  The demand for contactless options are 
here to stay. From booking to check-out, 
JXHVWV�ZLOO�H[SHFW�FRQWDFWOHVV�VHUYLFHV�
throughout their entire stay.  

• Current trends are pointing toward an 
increase in weekday demand, likely due 
to adults working remotely and children 
being in virtual school.” 

Post COVID.  Concluded John, “With 
change, there is always a need to 
innovate. Communication and action 
will remain crucial in building trust with 
owners and guests, who may have new 
concerns and priorities about traveling. 
We developed Safe Travels, a program 
WKDW�µFKHFNV�DOO�WKH�ER[HV¶�RQ�WKH�KLJKHU�
safety and cleanliness standards. 
5HFHQWO\��ZH¶YH�ODXQFKHG�D�QHZ�EORJ��
&KHFNLQJ�,Q��ZKHUH�UHDGHUV�FDQ�¿QG�
destination inspiration plus helpful travel 
tips.

 Looking ahead, we anticipate a 
continued focus on digitizing and 
transforming our marketing, sales and 
customer relationship operations so 
consumers can interact (and even 
transact) with our brand through 
VHDPOHVV�GLJLWDO�SODWIRUPV��7KHUH¶V�VWLOO�

uncertainty surrounding when we will truly 
be on the other side of this pandemic, but 
I believe opportunities will be plentiful for 
those who can respond swiftly and move 
to capture the upside that will surely 
come. I anticipate that organizations will 
PRYH�ZLWK�PRUH�ÀXLGLW\�WR�SODQQLQJ�DQG�
H[HFXWLQJ�WKDQ�ZH¶YH�HYHU�VHHQ�EHIRUH��
Brands that remain agile to the changes 
around them will thrive.”

About John Staten. Since joining Holiday 
Inn Club Vacations Incorporated as Chief 
2SHUDWLQJ�2ႈFHU�LQ�0DUFK�RI�������-RKQ�
Staten helped launch the Company 
on an accelerated trajectory toward 
its growth goals, with key initiatives to 
heighten customer centricity and digital 
transformation and greatly enhance 
WKH�&RPSDQ\¶V�����\HDU�SDUWQHUVKLS�
agreement with IHG. In September 
������-RKQ�ZDV�SURPRWHG�WR�3UHVLGHQW�
DQG�&KLHI�2SHUDWLQJ�2ႈFHU�RI�WKH�
Company. 

-RKQ�KDV�QHDUO\����\HDUV�RI�VHDVRQHG�
H[SHULHQFH�LQ�ODXQFKLQJ�DQG�JURZLQJ�
businesses from venture stage to public 
FRPSDQLHV��DORQJ�ZLWK�XQLTXH�H[SHUWLVH�
in developing strategy, mobilizing 
organizations into action, and driving 
change while leading teams of all sizes, 

from startups to companies with more 
WKDQ�������HPSOR\HHV��+H�KDV�UDLVHG�
RYHU������PLOOLRQ�LQ�FDSLWDO��VXFFHVVIXOO\�
H[HFXWHG�DQ�LQLWLDO�SXEOLF�RႇHULQJ��,32��
on Nasdaq, and developed cutting-
edge Voice over IP (VoIP) technologies. 
Previous roles include Chief Operating 
2ႈFHU�IRU�.DSODQ�+LJKHU�(GXFDWLRQ�
DQG�&KLHI�)LQDQFLDO�2ႈFHU�DQG�
&KLHI�2SHUDWLQJ�2ႈFHU�RI�1HWVSHDN�
Corporation. John is a graduate of the 
8QLYHUVLW\�RI�)ORULGD��HDUQLQJ�D�EDFKHORU¶V�
DQG�PDVWHU¶V�GHJUHH�IURP�LWV�:DUULQJWRQ�
College of Business, Fisher School of 
Accounting.

Marge Lennon has been writing about 
the timeshare industry since 1978. 
She welcomes ideas for future Resort 
Trades stories. Contact her at Marge@
LennnonCommunications.com
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