12th & 13th September 2018
Pestana Chelsea Bridge Hotel and Spa, London

Programme of Events

Wednesday 12th September
10.00 – 12.00
11.30 – 12.00
12.10 – 13.10
13.10 – 14.10
14.15 – 15.00
15.05 – 15.50
15.50 – 16.10
16.10 – 16.55
17.00 – 17.45
19.00 – 19.30
19.00 – 21.00

ARDA-ROC Europe Home Owners’ Association Meeting*
Delegate Registration
RDO Annual General Members Meeting
Lunch & Networking
Breakout Session: Resort Management
Breakout Session: Legislative & Enforcement
Coffee Break & Networking
Breakout Session: On-line Reviews
Breakout Session: GDPR
Delegate Registration
Welcome Drinks & Finger Buffet Reception

Thursday 13th September
08.30 – 09.00
09.00 – 11.00
11.00 – 11.30
11.30 – 13.00
13.00 – 14.00
14.00 – 17.15
18.00 – 22.15
22.45...

Delegate Registration & Welcome Coffee
Conference Sessions
Coffee Break & Networking
Conference Sessions
Lunch & Networking
Conference Sessions
Interval International, RCI & RDO Theatre Evening
Evening Feast & Wrap Party

Friday 14th September
Departure

*ARDA-ROC Europe HOA Meeting is by invitation only

Welcome to London and to the 2018 RDO
Conference – RDO9
It is with great pleasure that I welcome you back for another brilliant RDO
Conference, at the Pestana Chelsea Bridge Hotel & Spa, London. London is the
perfect setting for this year’s RDO Conference theme of ACT: Action Changes
Things. As a city, London is one of the most progressive in the world, with a
huge amount of investment, development and growth happening on a continual
basis. It is certainly not somewhere held back by indecisiveness and has instead
embraced the future, successfully combining its famous traditions, with a forward thinking movement into
the modern age. It is this ability and mindset of taking decisive action to make fundamental change that is so
vital in today’s modern economy and at this year’s RDO conference the focus will be on discussing how
important it is for those within the Timeshare and Vacation Ownership sectors to take action in order to create
positive change.
The Travel & Tourism sector continues to expand globally, with increasing numbers of people throughout the
world willing and able to take vacations, so in this sense there is certainly much to be optimistic about in our
industry. On the other hand though, just because more people are choosing to experience the joy of travelling,
this doesn’t mean they will automatically choose to take holidays in the same way as people have been doing
in past decades. In fact, with massive alterations taking place in terms of people’s lifestyles, technology and
more, the way they are choosing to travel and experience the world is shifting, so it is therefore extremely
important to recognise this and make the necessary adjustments in order to stay relevant.
This is why at the RDO9 Conference we decided on the theme of Action Changes Things, because now is
most certainly the time to ACT! Our industry of course, has large numbers of satisfied guests, who are often
our biggest fans, but we certainly cannot expect to continue as we always have done indefinitely without
making any fundamental changes to our products, marketing, sales processes, delivery and customer care.
In the words of legendary entrepreneur and business investor Gary Vaynerchuk: “When it all comes down to
it, nothing trumps execution.”
This year’s conference is, once again, fitted into a shorter time frame, but with a clear goal of quality rather
than quantity. We will be opening the morning sessions with a brief look back at what timeshare promised to
deliver 20/30 years ago and how it stands today, which will ACT as a backdrop to the afternoon sessions,
where speakers will focus on specific ways in which we can actually ACT i.e. what action will change things.
RDO9 promises, as with previous conferences, to be a lively event, filled with engaging and inspirational
presentations from a selection of amazing speakers from diverse backgrounds, to inform, inspire, and educate
you with their presentations surrounding this year’s theme ACT.
We have two fantastic keynote speakers: Ellis Watson and Alex Hunter. Both come from very different personal
and business backgrounds, but bring a wealth of knowledge and experience which they put to effective use
in their presentations and speeches, that they give at conferences all over the world.
I would like to offer a huge thank you to our Platinum sponsors, Interval International and RCI and our Gold
level sponsors, Dial An Exchange, Light Enterprises and Shawbrook Bank. We are extremely grateful to our
sponsors each year because without them the event wouldn’t be possible. Additionally, without the tireless
hard work of my fellow RDO Conference Working Group colleagues, none of this would be possible, so also
a big thank you to them for their huge effort once again.
We welcome you to what is going to be an excellent conference and a great opportunity to meet and network
with many others working within our industry and to relax and socialise with colleagues.

Robin Mills
Chairman, RDO Conference Working Group and Communications Council

Moderator and Speakers
RDO9 Moderator
Robin Mills - Vice President Business Development EMEA,
RCI Exchanges
Robin is an industry veteran with over thirty years’ experience spanning many areas.
Robin initially started with a developer in Portugal back in the eighties prior to joining
Interval International where he held a number of senior positions, he then went on
to be CEO of RMI and Petchey Leisure at the same time as developing one of
Europe’s prime points programmes, Club Infiniti. Robin recently assumed the role of Vice President Business
Development for RCI EMEA. Robin is an active member of RDO holding currently Chair for Communications
and the Conference as well as being a Board member.

Key Note Speakers
Alex Hunter - Online Brand & Customer Loyalty Expert, Attaché
Alex has worked for a variety of different companies and organisations, including
being part of the team that launched the award winning US airline Virgin America,
before leading Virgin’s entire digital strategy, including Sir Richard Branson’s personal
strategy.
Alex is also the creator and host of the award winning online travel show, Attaché,
that is aimed at helping frequent company business travellers discover all they need to know before visiting
a new city.
In speeches and workshops, Alex demonstrates how to create a meaningful bond with customers by showing
the human side of brands, building relationships online and in the real world, exploring the psychology of
brand loyalty, and revealing some of the best tactics for keeping customers happy and loyal.

Ellis Watson - Executive Chairman & former CEO, DC Thomson
Ellis has a prestigious career spanning many decades at a variety of famous
organisations. He has previously worked at News International, licensed Who Wants
To Be A Millionaire? to 100 different countries while CEO of Celador International,
became MD of Mirror Group Newspapers, helped rejuvenate and turn around the
fortunes of Greyhound Bus in the US in a space of just 14 months, and ran Simon
Cowell’s Syco corporation.
In barn-storming speeches, brimming with humour and original thinking, Ellis shows how to deal with
disruptive forces, create a positive culture, and inspire enthusiasm throughout the organisation and move
from mission statement to fighting spirit: “There’s no point in waiting and hoping for a wave; go and create
one yourself.”

Give your sales team the power to
make travel dreams come true.

Whether you’re looking for an impactful first-day incentive, a marketing premium or a thank-you gift,
Dream Vacation Week certificates fill the bill. The certificates provide your customers with a tremendous
value, giving them access to weeklong resort accommodation, year-round, in top travel destinations
around the world — significantly below market rate. Dream Vacation Week Prime delivers even more
destinations and travel opportunities throughout the year, including the most highly demanded times.
Dream Vacation Week and Dream Vacation Week Prime certificates are available in a colourful
brochure or in a convenient electronic format. And redemption is a breeze at dreamvacationweek.com.

prime

Activate your certificate now!
Go to DreamVacationWeek.com.

• Fun-filled resort vacations in a variety of
popular travel destinations
• Comfortable accommodations and amenities
• Seasonal availability (some restrictions apply)
• Book up to 180 days in advance

• Superior resort vacations in prime domestic
and international destinations
• Luxurious accommodations and amenities
• Travel year-round
• Book up to 270 days in advance

prime
Activate your certificate now!
Go to DreamVacationWeek.com.

For more information, call your Interval International resort sales and service representative.

Guest Speakers & Panelists
Richard Aston – Director Deal Advisory, KPMG LLP
Richard is responsible for KPMG’s mid-market UK travel and leisure team across the UK. He
has focused on deals for the past 15 years working with both B2C and B2B businesses and
has led work on key transactions such as with Travel Republic, On the Beach, Cruise.co.uk,
Leisure Pass, Big Bus, ATPi and Reed and McKay. Richard leads KPMG’s relationship with Thomas Cook and
supports a number of growing travel businesses as they look to expand and consider private equity or alternative
structures to support their future growth. Richard also leads KPMG’s relationship with a number of PE owned
assets.

Victoria Bacon - Director of Brand and Business Development, ABTA
Victoria leads the Association’s communications, marketing, events and business
development teams, in her role as Director of Brand and Business Development. She joined
ABTA as Head of Communications in January 2011. ABTA has been voted a Consumer
Superbrand and a Business Superbrand in a poll of leading business brands. Victoria joined ABTA from Future
plc, a FTSE-listed global consumer media company, where she was Head of Group Communications. Previously
she held senior in-house roles at BP plc and Kimberly-Clark plc. She spent her earlier career at corporate
communications consultancies Hill & Knowlton and Fishburn Hedges.

Justine Banister-Day - General Sales Manager, Pearly Grey Ocean Club
Having initially trained at drama, Justine chose a career path in sales, working in various
sectors including the record industry and London’s financial district. At 22 she was recruited
by Global and worked with their OPC team in Tenerife. In 2003 Justine joined the sales team
at Pearly Grey Ocean Club, and in 2007 she was appointed to General Sales Manager. Her overall responsibilities
include team leadership, recruitment and training, client liaison and future planning. Justine has an in-depth
knowledge of all aspects of a timeshare resort sales and marketing operation, together with the fundamental
values required to lead an ethical sales process.

Danica Davis - Product Specialist, ReviewPro
Danica is Project Specialist at ReviewPro, the leading provider of Guest Intelligence solutions
for the hospitality industry. She is responsible for ensuring clients are supported and informed
so that their business can get the maximum benefit from the software. With almost a decade
of client marketing experience and 7 years in the hotel industry, Danica has both the creative edge and the
insider knowledge of how to help businesses affect meaningful development. Prior to her current position at
ReviewPro, she was the PR & Online Reputation Manager for Apex Hotels.

Steven Dow - Vice President of Revenue Management Europe, Diamond Resorts
As a twenty-year commercially focussed hospitality veteran with an entrepreneurial approach,
Steven has led large scale commercial projects and business programmes in both private
and public operating entities across European and North American territories. He has spent

the last twelve years identifying new revenues, through the creation of a European hotel business generating
multi-million pound revenues from scratch, including a team of seventy-five plus individuals, specialising in
revenue and yield management, call centres, hotel operations and leadership development with offices in United
Kingdom, Spain, Tenerife, USA and Canada. Steven also serves as Vice Chair European Revenue Management
Advisory Board for the Hospitality Sales & Marketing Association International.

José Miguel Echenagusia - Vice President Legal Services EMEAA, Interval
International
A qualified lawyer in Spain and in the UK, José Miguel advises Interval International Limited
and VRI Europe Limited on a wide range of legal matters throughout the European, Middle
East, Africa and Asia region. These include monitoring developments on timeshare and consumer legislation,
preparation and advice regarding contracts with developer clients, suppliers and consumers. He has
responsibilities for compliance and regulatory affairs and he is regularly involved in the legal aspects of
corporate and commercial matters, including the provision of legal advice associated with the expansion of
the company’s business into new markets.

Chris Emmins - Co-founder & Director, KwikChex
Since 2010, Chris has been responsible for KwikChex gaining global recognition for tackling
unlawful behaviour enabled by the Internet. Chris works closely with many authorities,
including in the UK, the Competition & Markets Authority, Ministry of Justice, Trading
Standards and the police. Internationally, he has been consulted by consumer protection authorities from the
EU, Australia and the US. He regularly acts as a witness in civil and criminal cases against rogue businesses. In
the timeshare sector he directs the Timeshare Task Force, an RDO-sponsored initiative, which provides free
assistance to consumers and assists with actions against rogue businesses.

Darren Ettridge - SVP Resort Sales & Service EMEAA, Interval International
Darren is responsible for managing Interval’s sales and service operations in Europe, Middle
East, Africa and Asia. In this role he directs sales and resort marketing strategies and oversees
the operations of Interval’s offices in the region. Darren joined Interval International in 2000.
He has extensive experience within the vacation ownership sector initially gained with his previous employer,
First National Bank (FNB). During his time with FNB and Interval, Darren has become an established and
respected figure within the EMEAA timeshare industry. He is based at Interval’s London office. Darren serves on
the Board of the RDO.

Mark Forrester - Chairman and Founder of 80 DAYS
Mark is the Chairman and founder of 80 DAYS, a creative and digital marketing agency
specialising in the luxury travel sector. Mark founded 80 DAYS (formerly Occupancy Marketing)
in 2001 and the company now provides branding, design and marketing support for over
500 four and five star independent hotels in the UK, Europe and Middle East. Over the last 16 years Mark and
his team have been working closely with hoteliers to help them maximise the impact of their book direct strategy.

Paul Gardner Bougaard - Chief Executive, RDO Ltd
Paul has been Chief Executive of RDO since 2007 and was formerly a practising barrister at
the English Bar ultimately specialising in EU Law. After leaving the Bar, he worked at the EU
Commission in Brussels, before moving into financial services with Abbey National, where he
headed up their European expansion and then became MD of their Estate Agency network. He left Abbey to
join IFG Group, where he ran their trustee business and then their overseas operations. He had a brief spell in
business consultancy with IIB, before joining RDO.

Gordon Gurnik - President, RCI Exchanges
Gordon is responsible for the strategic direction, operation and growth for RCI Exchanges. A
long-term veteran of RCI, Gordon joined the company in 1987, serving in various roles during
his tenure including within contact centers’ operations, revenue management, club
development and product development. Recently he led the exchange business through a process to
significantly enhance the online exchange experience for RCI’s members. Through the years, he has been
instrumental in advancing the company’s products including the development of RCI Points®, The Registry
Collection® program, and enhancements to RCI® Weeks. He has consulted on the development and
implementation of shared ownership clubs and has facilitated brands launched into the timeshare sector.

Patrick Ingram – Group Managing Director, CLC World Resorts & Hotels
Based in offices in Spain, Patrick has been a main Board member for 16 years, firstly as
Finance Director and for the last two years as Managing Director. Patrick qualified as a
Chartered Accountant with BDO in London and then worked for the House of Fraser Group,
then the biggest privately owned Company in the UK, where he became Finance Director of one of their
subsidiary Group’s. Leaving the UK in 1995 to travel through Asia and Australasia, he somehow upon his return
found himself at CLC World in Spain and has not been bored since.

Hassan Kadbi, CEO Hapimag, Switzerland
Born 1978 in Lebanon and grown up in Beirut, Hassan joined Hapimag in 2005 as a Resort
Manager in Bodrum. Following a number of different appointments from Area Manager to
Chief Resorts Officer, Hassan was appointed as CEO in November 2016. Hassan Kadbi holds
a Bachelor of Arts in International Hospitality and Tourism Management at the University of Bournemouth (GB)
and a Higher Diploma in Hotel Management at the IHTTI School of Hotel Management in Neuchâtel (CH). Before
he joined Hapimag he worked in various management positions in different international companies the last
being Hilton. He also realized some projects in Asia.

Dimitris Manikis - President & Managing Director EMEA, Wyndham Hotels
& Resorts
Dimitris Manikis was appointed President and Managing Director for EMEA in April 2018. He
is responsible for the development of all of Wyndham Hotels & Resorts’ brands in the EMEA
region as well as maximising the performance of all new and existing franchise and managed hotels. He focuses
on driving the strategic objectives of Wyndham Hotels & Resorts including quality and technology solutions as
well as loyalty, sales and marketing. Prior to joining Wyndham Hotels & Resorts, he spent over 27 years with
RCI, the worldwide leader in vacation exchange, across a number of senior roles, and most recently served as
Vice President of Business Development for EMEA.

José Luis Mella - Resorts Operations Director, VRI Europe
José Luis is Resorts Operations Director of VRI Europe, headquartered in southern Spain, it
is one of the largest management services company in the region. With 27 years’ experience
at senior level in the development and management of shared ownership resorts, adopting a
strategic continual improvement and diversified growth philosophy resulting in a long-held reputation for
excellence, within the shared ownership sector. Born to Spanish parents, raised in England and Cornell University
educated, Mella began his career in the hospitality industry, opening a 335-room timeshare resort with a set up
team, handpicked from the USA.

Stefan Mende - Sales Director, Anfi Group
Originally from Munich, Germany, Stefan achieved a Diploma in Business Administration and
went on to develop a strong background in the automotive industry while working for several
years with Audi/Volkswagen. In 2005 he moved on to the Sales and Management of timeshare
operations and developments and has worked in the Middle East as well as Europe. In 2016 Stefan was
appointed Sales Director for the Anfi Group in Gran Canaria, where he enjoys living with his young family.

Eugene Miskelly - General Counsel, CLC World Resorts & Hotels
Based in offices in London and Spain, Eugene has been a main Board member and Group
General Counsel with CLC World Resorts & Hotels for 19 years. The role also involves heading
up the Group’s HR department looking after around 2000 staff. Eugene qualified as a lawyer
in the UK and following time in private practice, he worked for five years in private equity investment and then
in various trust and holiday exchange companies before joining CLC. Eugene chairs RDO’s Legislative Council
and is a Board member.

Elizabeth Morley - Senior Associate, Howard Kennedy LLP
Liz is a senior associate solicitor in the Dispute Resolution group at Howard Kennedy, with
extensive experience of a wide range of commercial disputes. With a practice covering media,
human rights and international matters, she provides advice on a range of issues, including
privacy, freedom of speech, freedom of information, data protection, defamation and IP infringement. She
frequently advises media organisations and publications, but has also acted for corporates, media and publishing
agents, NGOs, charities, individuals and those in the public eye. Liz was recognised as a Next Generation
Lawyer by Legal 500 in 2017.

Jackie Murphy - Managing Director, Flagship Consulting Ltd
Jackie co-founded Flagship Consulting over 25 years ago, and has worked with the timeshare
industry for even longer, supporting both developers, exchange companies and RDO in
reputation management. She excels in issue management PR, problem solving and making
a real difference to clients’ bottom line performance. Whether it’s corporate work, crisis PR, consumer or B2B
PR, Jackie’s planning skills, tenacity and enthusiasm combine to ensure the best results for her clients.
Her client experience extends beyond the timeshare industry into travel and leisure including cruise lines,
hotel groups, tour operators and technology businesses. Jackie also works in the professional services and
HR sector.

Howard Nusbaum - President & Chief Executive Officer, American Resort
Development Association (ARDA)
Howard C. Nusbaum has served as President and CEO of the American Resort Development
Association (ARDA) since 2000. His current role at ARDA includes serving as president of
the ARDA Board of Directors, the ARDA International Foundation (AIF) Board of Directors, and the ARDA-ROC
Executive Committee. He also serves as publisher for ARDA’s Developments magazine, the “voice of the
vacation ownership industry.” Beyond ARDA, he serves on the Board of Directors of the U.S. Travel Association.
He is a frequent speaker on financial, international and vacation ownership topics – both domestically
and internationally.

John Spence - Chairman & Founder, Karma Group
John Spence has the unique talent to break down as yet unseen barriers, whether spotting
and acquiring land in areas still undiscovered that later become global hot spots, from Goa
to Uluwatu Bali to Gili Meno, to creating a new five star experience and brand philosophy that
has changed what staying in a five star resort means. Now famously referred to as the “Five Star Hippy” lifestyle,
Karma clients flock to the experience and other brands aspire to achieve it. A keen patron of the arts, passionate
sports fan and supporter of numerous charities; John was the 2010 Ernst & Young Australian Entrepreneur Of
The Year.

Kevin Wash - Partner, VOS Consultants (Vacation Ownership Services)
Kevin works with clients in emerging markets creating new vacation based models focusing
on developing untapped markets. As a passionate sales trainer he is responsible for the VOS
Sales Health Check program. His experience in the industry ranges from sales to DOS, PD &
VP Sales & Marketing levels, in global giants as MVCI, IFA Hotels & Resorts and Diamond Resorts. He was also
a key figure in the creation of Weholi, a Swiss based on line platform designed specifically for the Industry. Kevin
is actively involved in the set up of Chateaux Lifestyle a new fractional ownership concept in France.

Rob Webb - Partner, BakerHostetler
Rob maintains a diverse international hospitality law practice with a strong emphasis on resort
development and the travel and leisure industry in the U.S. and the Caribbean. Rob has been
active in the American Resort Development Association (ARDA) – the U.S. shared ownership
trade association – for more than 38 years. During an absence from BakerHostetler, Rob served as president
of Island One, Inc., a multisite timeshare developer based in Orlando. With this perspective, as well as his
involvement in the timeshare industry from its birth, Rob is able to anticipate trends and change in the industry
and serve his clients beyond expectations.

Brian Young - Managing Director, G Adventures
In March 2015, after 11 years in the accommodation-only sector, Brian Young took on a new
challenge when he became Managing Director at G Adventures for the EMEA region.
G Adventures is the world’s largest independently owned small group Adventure Company,
founded by Canadian entrepreneur, Bruce Poon Tip. Brian is no stranger to entrepreneurship himself, having
founded On Holiday Group and Holiday Taxis. His travel experience spans operations, human resources (or
Talent, as it is called at G Adventures), sales and marketing, and customer experience within the tour operating
and online travel sectors.

UPGRADE YOUR OWNERS
To a premium lifestyle product
Use RCI’s highest tier of membership to attract potential and existing buyers,
offering them exclusive exchange privileges and benefits

RCI Platinum offers your owners:
O Priority access to Extra Holidays
O Member rewards on RCI transactions
O Premium lifestyle and travel discounts
and many other benefits

To learn more about the exclusive membership benefits and the reduced fee for
100 per cent Platinum enrolments, contact your RCI Affiliate Services Manager

RDO9 Breakout Sessions
Wednesday 12th September
14.15 – 15.00 (45 mins): Resort management in a world of diversity
Taking a historical and futuristic look at the ever-changing needs of resort properties influenced and
impacted by diverse and dynamic demands by guests and the business. Whether evolving vacation
ownership members or those visiting the resorts for the first time there is an expectation of quality and
a myriad of services to support the experience – not only of the time but ahead of the times.
Speaker:

José Luis Mella – Resorts Operations Director, VRI Europe

15.05 – 15.50 (45 mins): “We never sleep” – an update on RDO’s legal and enforcement activity
The legal panel will give an update on a range of issues, including the latest developments in the Spanish
Supreme Court rulings and the on-going lobbying programme. The session will cover work with the UK
authorities to take fraudulent individuals/companies to court and what new legislation is coming into
force that is set to curb the activities of claims companies. Find out how ARDA is tackling similar issues
in the US and whether there are lessons for RDO and its members.
Panellists: Eugene Miskelly – General Counsel, CLC World Resorts & Hotels
Chris Emmins – Co-Founder, KwikChex
José Miguel Echenagusia – Vice President Legal Services EMEAA, Interval International
Paul Gardner Bougaard – Chief Executive, RDO Ltd
Rob Webb – Partner, BakerHostetler
15.50 – 16.10 (20 mins): Coffee break & networking
16.10 – 16.55 (45 mins): The secret to winning awesome guest reviews
By leveraging Guest Intelligence effectively, brands can improve the experience they offer, increase
positive online reviews and encourage direct bookings. Join us to discover the key trends impacting
reputation and how to use the latest technological innovations to interact with guests before, during and
after their stay to outperform competitors.
Speakers: Danica Davis – Product Specialist, ReviewPro

17.00 – 17.45 (45 mins): GDPR - four months in...
The much-anticipated GDPR came into force on 25 May 2018 and transformed data protection law in
Europe. This session will consider what impacts the GDPR has had in its first few months and look at the
key points that businesses should bear in mind going forward, together with any other data protection
developments on the horizon.
Speaker:

Elizabeth Morley – Senior Associate, Howard Kennedy LLP

RDO9 Business Sessions
Thursday 13th September
09.00 – 09.15 (15 mins)
RDO Chairperson Susan Crook and Chief Executive Paul Gardner Bougaard open this year’s conference
RDO9 ACT: Action Changes Things.

09.15 – 10.15 (60 mins): Do it or die trying
Ellis has been at the centre of remarkable business transformations, all of which started with people,
perhaps like you, thinking they didn’t need to change... only to be delighted that they were pushed out
of their comfort zones. Sometimes, talking to people outside our industry helps us see how others do,
and this session will make you think dramatically differently about how you lead your business.
Speaker:

Ellis Watson – Executive Chairman & former CEO, DC Thomson

10.15 – 10.35 (20 mins): The way we were
Twenty to thirty years ago we as an industry offered a certain experience to our customers in the way
we sold and the product that we delivered. Generally clients were “cold line” generated and sold a
product, almost no one bought, which offered a reasonable level of quality, consistency and a home
away from home feeling. As we have transgressed the years are we that different, apart from a few
“tweaks” many would argue maybe not and heading forward should we now be radically looking at
changing both our marketing methods as well as product?
Speaker:

Robin Mills – Vice President Business Development EMEA, RCI Exchanges

10.35 – 11.00 (25 mins): Myth busters
Attacks on the industry’s reputation and attempts by fraudsters looking to make a quick profit without
concern for the damage done to those who use their products and pay their fees must be stopped. The
issue of owners being falsely persuaded to part unnecessarily with money to relinquish their timeshare
interests is not unique to Europe. In the USA, ARDA is facing similar issues and is adopting robust
strategies to address this cancer. ARDA’s Howard Nusbaum will update delegates on the programmes
being put in place that could provide the European industry with relevant ideas and solutions.
Speaker:

Howard Nusbaum – President & CEO, ARDA

11.00 – 11.30 (30 mins): Coffee break & networking

11.30 – 12.20 (50 mins): The top travel trends and what it means for timeshare!
Two travel experts will share recent research reports indicating what the public is beginning to expect
and demand from their holiday experiences – looking at destinations, value, things-to-do or technology.
Jackie Murphy will then lead a discussion with the experts and a panel of top developers about the
predictions and how our industry can respond and give our holidaymakers what they want.
Moderator: Jackie Murphy – Managing Director, Flagship Consulting
Speakers: Richard Aston – Director Deal Advisory, KPMG LLP
Victoria Bacon – Director Brand & Business Development, ABTA
Panellists: Hassan Kadbi – CEO Hapimag
Stefan Mende – Sales Director, Anfi Group

12.20 – 13.00 (40 mins): Personal fulfilment is the new ultimate luxury
John will talk to us first about how he sees this trend being both nurtured and developed within the
Karma Group. Secondly, he will present a brief fictional case study on a somewhat “tired legacy resort”
and explain how he would reinvigorate it to deliver a new beneficial value proposition, without necessarily
adding substantial financial investment, which often is not available within these scenarios.
Speaker:

John Spence – Chairman & Founder, Karma Group

13.00 – 14.00 (60 mins): Lunch & networking

14.00 – 15.00 (60 mins): The Art & Science of WOW!
The customer landscape has changed forever. The key to survival in today’s world is the importance of
evolving your brand and client/guest experience. Understanding that the winners will be those who forget
the transaction and focus on the relationship, and that the key to success is understanding the emotional
connection guests have with brands. Brand consistency across all customer touch points creates a
unified experience and removes potential "weakest links" in customer experience. You have a community
you just might not call it that. And they are hugely powerful.
Speaker:

Alex Hunter – Online Brand & Customer Loyalty Expert, Attaché

15.00 – 15.45 (45 mins): Standing on the Shoulders of a Giant
In this session you will hear what hospitality giant Wyndham Hotels & Resorts exactly delivers with their
generous loyalty programme. From their experience you’ll see further and discover how to make travel
possible for all. Along with key takeaways from the top, you will also be tooled with solutions from 80

Days, a luxury travel marketing company, who support smaller independent, non-branded properties to
compete for customers without the power of a mega brand.
Speakers: Steven Dow – Vice President of Revenue Management Europe, Diamond Resorts
Dimitris Manikis – President & Managing Director EMEA, Wyndham Hotels & Resorts
Mark Forrester – Chairman and Founder, 80 DAYS

15.45 – 16.15 (30 mins): Adventure travel done differently - G Adventures a global success
In 1990 Bruce Poon-Tip launched G Adventures in the belief that other travellers would share his desire
to experience authentic adventures in a responsible and sustainable manner. The tour operator has
grown from a one-man show to a company of more than 2,200 worldwide in 28 offices, and more than
700 adventures spanning the globe! Brian will share why its passion for making sure over 200,000
travellers get behind the scenes to experience the real world in an authentic and sustainable manner
has led to this success. And why it is important to recognise that life-altering experiences come in a
variety of flavours.
Speakers: Brian Young – Managing Director, G Adventures

16.15 – 16.55 (40 mins): You are only as good as your last ACT!
The objective of the final session is for the panel to share their experiences of change, reflect back on
previous sessions and debate what actions could be made to the product and sales approach to bring
about positive fundamental change. This dynamic session will also provide the opportunity for delegates
to share their own opinions on what they have heard and seen during the conference.
Panelists:

Darren Ettridge – SVP Resort Sales and Business Development (EMEAA), Interval International
Patrick Ingram – Managing Director, CLC World Resorts & Hotels
Gordon Gurnik – President, RCI Exchanges
Justine Banister Day – Sales Manager, Pearly Grey Ocean Club
Kevin Wash – Partner VOS (Vacation Ownership Services)

16.55 – 17.05 (10 mins): Christel House Presentation

17.05 – 17.15 (10 mins)
Robin Mills Chairman RDO Conference Working Group & Communications Council will bring to a close
this year’s conference RDO9 ACT: Action Changes Things.

RDO9 Sponsors
Platinum Sponsors

INTERVAL INTERNATIONAL
Since 1976, Interval International® has been a leader in the shared ownership industry, providing resort
developer clients with outstanding sales, marketing, and operations-support services, as well as
compelling product enhancements that augment ongoing owner satisfaction.
The company operates an unparalleled exchange network of quality resorts, with nearly 3,200 properties
located in more than 80 countries offering members holiday flexibility. Global Member-Services Centres
provide personal assistance to member families who are enrolled in various programmes.
Partnering for Success
With Interval, clients have a partner at every stage of the development process. From programme design,
to digital sales and marketing tools, Interval assists in optimizing the viability and success of developers’
projects, which can include traditional timeshare, points-based programmes, fractional resorts,
condo-hotels, and private residence clubs. Many of the world’s foremost hospitality brands and
prominent independent resort developers are among Interval’s clients.
Serving Holiday Owners
When purchasing holiday time at an Interval-member resort or club your owners not only get to trade
their ownership for time at a resort in Interval’s Quality Vacation Exchange Network but through Interval
Gold® and Interval Platinum® members have the ability to trade their ownership toward the purchase of
a cruise, hotel, tour, golf, or spa holiday.

RCI
RCI is the worldwide leader in vacation exchange, housing a unique portfolio of brands. RCI pioneered
the concept of vacation exchange in 1974, offering members increased flexibility and versatility with their
vacation ownership experience.

Today, through the RCI Weeks® programme, the week-for-week exchange system, and the RCI Points®
programme, the industry’s first global points-based exchange system, RCI offers its app. 3.9 million
members access to more than 4,300 affiliated resorts in 110 countries.

RCI’s luxury exchange programme, The Registry Collection® programme, is the world’s largest
programme of its kind with approximately 200 affiliated properties either accessible for exchange or
under development on six continents.

RCI’s portfolio of brands also includes Love Home Swap, one of the world’s largest home exchange
programmes, DAE, a direct-to-member exchange company, and @Work International, a leading provider
of property management systems.

RCI is part of Wyndham Destinations (NYSE: WYND).

Gold Sponsors
DAE
Established in 1997, DAE is the world’s leading alternative for vacation exchange.
DAE’s approach to exchange is simple – a platform that is easy to use and puts
members’ needs first. It's why they have become one of the industry's most awarded customer service
providers, servicing timeshare owners worldwide with their innovative direct-to-consumer model. With 11
offices located across North America, UK, Europe, Asia Pacific, South Africa and the Middle East, DAE
delivers a suite of products and services to assist end users, HOAs, Management Committees and
timeshare affiliated businesses to achieve their goals – providing tailored solutions to meet individual needs.
DAE offers a value added Gold Advantage benefits program along with low exchange fees, 24/7 live access
to exchange weeks, personalized customer service, worldwide vacation availability, and discounted rental
weeks in prime locations. For more information, visit dialanexchange.com or daelive.com

Light Enterprises
Light is all about Compelling Content. Content that changes hearts and minds,
content that moves people, content with bite. Whether digital, moving image or
physical, it’s what it does that counts. Compelling is the operative word. Light Enterprises is now one “light
year” in. Generator Systems has become Light Interactive, Group Impact, the film company, has become
Move Productions and we have a brand new consulting wing called Bright. The world has changed and
so have we. Light Interactive develops and supplies both the Generator interactive sales presenter system
and Edge, our digital sales system for the future – a platform to cover the whole customer journey, from
ignorance to advocacy. Bright is off to a great start, with work for Bluegreen Resorts, Wyndham Vacation
Ownership and Holiday Inn Club Vacations all getting us off to a flying start. We’re here to advise on, design
and help you build whole sales processes, sales presentation centers, digital and physical sales tools.

Shawbrook Bank
Shawbrook Bank Ltd completed its stock market flotation in April 2015 and gained
entry to the FTSE 250 later on in the year. After a successful sale in 2017,
Shawbrook is once again a private savings and lending bank focusing on the needs of SME’s and
individuals in the UK with a range of lending and savings products. We continue to maintain an exceptional
focus on customer service which truly differentiates us from our competitors and endeavour to provide
straightforward, easy to understand products and fast and efficient decision‐making to our suppliers and
customers. We are proud to be members of the RDO and have strong experience of working with resort
developers to create a viable but simple finance solutions for UK customers. We have many years of
personal experience in this market and have invested in people and systems that combine to deliver a
refreshing service‐led approach that we believe is unrivalled.
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Join UIF0QFOXJUIyour industry peers
to help end childhood poverty

Activities and Social Events
Wednesday 12th September
19.00 – 21.00
Welcome Cocktail & Finger Buffet Reception
Portugal Room 1st floor
Dress Code: Smart Casual

Thursday 13th September
18.00 – 22.15
Interval International®, RCI & RDO Theater Evening “Dreamgirls”
Coaches depart from hotel at 18:00pm prompt and return at 22.15pm
Smart casual dress code
NB: Admission is on the basis of pre-reserved seats
22.45 onwards: Midnight Feast
Join us for a veritable feast with comfort food and a complimentary 2 hour free bar to close off this year’s
conference RDO9

All Conference Days
Delegate Breakfast and Lunch
Atlantico Restaurant/Lobby bar

RDO9 Late Bar
The RDO9 bar, located in the hotel lobby main bar area, will be the place to meet for a late night drink.
See you there!

Theatre
Evening
Midnight
Feast

&

Interval International®, RCI & RDO invite
you to a lavish extravaganza: Dreamgirls
At the Savoy Theatre, Thursday 13 September, 19:30

Coaches to the venue leave the Pestana Hotel at 18:00 and return from the theatre at 22:15

Includes:

• 2 Complimentary drinks during the interval •
• Dreamgirls show programme for you to cherish •
• A feast back at the Pestana Hotel with comfort food and 2-hour complimentary bar •

RDO would like to take the opportunity to thank the sponsors
of this year’s event for their generous support:

Platinum Sponsors

Gold Sponsors

In addition RDO would like to thank the RDO9
Conference Working Group for their tireless
commitment:
Janice Anderson-Pearne – Vice President Client Services & Operations EMEAA
Jon Baker – Director, Connections Money Ltd
Steven Dow – Vice President Revenue Management, Europe, Diamond Resorts
Paul Gardner Bougaard – Chief Executive, RDO Ltd
Lisa Migani – Director Leisure Services, FNTC Ltd
Robin Mills – Vice President Business Development EMEA, RCI Exchanges
Jackie Murphy – Managing Director, Flagship Consulting Ltd
Nikkie Yeaman – Finance, Events & Digital Media, RDO Ltd

“Action without vision is only passing time,
vision without action is merely day dreaming,
but vision with action can change the world.”
– NELSON MANDELA

