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420 Part 5: Cases

CASE EXHIBIT 10.1 Wyndham’s Product Mix

‘

Wyndham Hotel Group Wyndham Exchange & Rentals Wyndham Vacation Ownership

Wyndham Hotels and Resorts Wyndham Vacation Rentals Club Wyndham
Wyndham Grand Collection Landal Greenparks Wyndham Vacation Resorts Asia Pacific
Wyndham Garden cottagesdyou WorldMark
TRYP Canvas Holidays

Wingate James Villa Holidays

Hawthorn Suites Hoseasons

Microtel Inns & Suites RCI

Dream Hotels The Registry Collections

Planet Hollywood

Ramada Worldwide

Night Hotels

Baymont Inns & Suites

Days Inn

Super 8

Howard Johnson

Travelodge

Knights Inn

Source: Wyndham Worldwide website, (http://www.wyndhamworldwide.com/about-wyndham-worldwide/our-brands), accessed August 31, 2012.

their needs and concerns. The company’s stakeholder initiatives and strong ethics am&
compliance programs are role models for practices within the hotel and resort industry-

History and Background

Trammel Crow founded Wyndham Hotel Corporation in 1981. The company grew r=z-
idly and merged with Patriot American Hospitality, Inc. in 1998. The newly mergss
company was renamed Wyndham International, Inc. The new Wyndham embari=s
upon an aggressive acquisition strategy by acquiring other hotels and companies. How—
ever, the organization made the common mistake of growing too rapidly, acquiring mas-
sive debt in the process. Patriot American sought a $1 billion bailout from privz
investor groups. The company underwent an extensive restructuring process, in whics
Patriot became a wholly owned subsidiary of Wyndham International.

In 2005, Cendant Corp. bought the Wyndham hotel brand. The stock price
Cendant had remained stagnant since its merger with CUC International in 1987 —
a company that was later implicated in one of the largest accounting frauds of
time. Unfortunately for Cendant, the acquisition of Wyndham did not do much
raise its stock price. One year later, Cendant spun off its lodging, vacation excham:
and rental businesses to create Wyndham Worldwide and the Cendant name
officially retired.

Despite these changes, Wyndham Worldwide continued to face challenges.
instance, its hotel brands had earned a reputation for inconsistency. Each has=
seemed to differ from the other, making it difficult for Wyndham to establisa
solid brand identity. CEO Stephen Holmes blamed its identity crisis on ineffecs
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422 Part 5: Cases

orientation through feedback from stakeholders and generation of data from across the
organization, which then results in the assessment of the firm’s effect on these groups.

Wyndham is aware that a stakeholder orientation is connected to market share per-
formance, financial performance, reputation, and employee commitment. The company
works “to maintain social responsibility, as a way of living, working and playing that
fully encompasses the vision and values that Wyndham Worldwide has incorporated.”
A climate of ethics and social responsibility creates a large measure of trust among a
firm’s stakeholders. Wyndham Worldwide has therefore adopted five core values of cor-
porate social responsibility including integrity, respect, individual opportunity and
accountability, improving customer lives, and community support. These values guide
how Wyndham interacts with its stakeholders.

Relationships with Customers

When customers consider the Wyndham brand, they most likely think of upscale hotel
chains that cater to wealthy vacationers and businesspeople. In reality, Wyndham targets
travelers from across all segments of the price spectrum. Hotels carrying the Wyndham
name tend to be luxury chains—Wyndham Hotels and Resorts, Wyndham Garden, and
Wyndham Grand Collection. However, Wyndham also owns the budget hotel chains
Howard Johnson, Days Inn, Super 8, Travelodge, and others. The diversity in hotel
chains enables Wyndham to target a wide range of travelers. This strategy allows Wynd-
ham to avoid brand confusion by omitting the Wyndham name from its budget hotels.

Wyndham offers its customers many different benefits to increase customer loyalty.
For instance, Wyndham’s Rewards program awards points and air miles to customers
for staying at more than 6,000 hotels and resorts worldwide. Those customers with
enough points can receive free nights at Wyndham hotels. Wyndham’s ByRequest pro-
gram provides a more personalized benefits package; members get free Internet access,
expedited check-in, and—after three nights—a snack and drink, extra items such as
higher quality pillows, and the option to have the room personalized to the customer’s
preferences.

In addition, Wyndham strives to encourage travel among businesswomen and make
their stays more comfortable. Since 1995 Wyndham has run Women on Their Way, 2
program that specifically targets female business travelers. The program’s website offers
advice and special packages for businesswomen planning their trips. Wyndham also
prides itself on being one of the first chains to conduct research on the woman traveler
when it was still an underserved area. Wyndham claims that its research and feedback
from its female travelers prompted the hotel chain to offer improved amenities in the
hotel rooms, such as full-length mirrors, coffee pots, and healthier menu options. The
company has its own female advisory board and periodically conducts surveys and
research in what it sees as an important market for future success.

Wyndham has great faith in its hotels’ abilities to meet and exceed customer expectz-
tions. In addition to being the first hotel company to implement fully online customer
service satisfaction tracking, each of the company’s 7,200 hotels” websites displays ratings
and feedback from TripAdvisor, a travel website where customers can share their opi-
nions. Because 40 to 60 percent of Wyndham’s customers refer to TripAdvisor, this
move shows that Wyndham understands the importance of customers’ experiences.

Relationships with Employees

The corporate culture at Wyndham Worldwide focuses extensively on employee wel
being. The company considers its employees to be crucial to its success. For this reasom.
Wyndham offers a range of employee benefits, including health and welfare, retiremens
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424 Part 5: Cases

and diversity of products and services makes it uniquely positioned in the lodging
industry.

Although the lodging industry lagged in the years following the recession, it is
expected to grow over the coming years. The slowly strengthening U.S. economy.
increases in corporate and government hotel bookings, and expansion into internationzal
markets will drive room rates higher. However, unstable global economic conditions may
continue to hinder growth. Going forward, Wyndham must be certain to carefully surver
its competition. Four large competitors that represent potential threats to Wyndham
include Marriot Hotels, Starwood Resorts, Wynn Resorts, and MGM Mirage. All of
these hotels are widely admired and score high on brand awareness. To improve its com-
petitive position and thus its value to shareholders, Wyndham will need to identify.
monitor, and react to threats and opportunities in a rapidly changing business
environment.

Relationships with Communities

One of Wyndham Worldwide’s corporate values is to support its communities. The
company states that, “As a large company, we provide employment that helps out the
communities in which we operate. But the Wyndham philosophy is that is not enouga
We need to give back to our communities to improve the world around us.” This led the
company to create several ethical and philanthropic programs.

Wyndham is committed to protecting the human rights of the people within the com-
pany’s “sphere of influence.” The company adopted a Human Rights Policy Statement =
2007 and focuses on the ethical treatment of all workers. Wyndham aims to provids =
safe working environment, rejects all forms of forced labor (especially child labor), ans
supports the rights of employees to form unions.

Wyndham Worldwide has a number of philanthropic programs to address the nesds
of its stakeholders. The biggest program is Wishes by Wyndham, which works to sz
port charities that help women and children through donations, volunteerism, fundrai=-
ing, and raising awareness. Under Wishes by Wyndham, the company has adopted thr==
charities:

« The SeriousFun Children’s Network, an organization that provides free programs @
children with serious medical illnesses.
The Christel House, a learning center for children founded by Wyndham employes
and board member Christel DeHann, who realized that helping people by providinz
food and clothing was only a temporary solution to the much bigger problem of
poverty.
The Starlight Children’s Foundation, which provides entertainment and educationz!
activities to children with illnesses.

In addition to its corporate support of these programs, Wyndham strongly encouras=
its employees to contribute toward its philanthropic endeavors and gets its custome=
involved by giving them a chance to donate their rewards points to charity.

Relationship with the Environment

Wyndham Worldwide recognizes that its work practices have an immense impact on ==
environment. The company believes that using more eco-friendly products and redncs
its environmental impact will not only help the environment but also save it money
the form of energy savings—contributing to the financial performance of the compansy.
therefore aims to reduce its negative impact and support sustainable initiatzwes
Wyndham Worldwide emphasizes the following goals:
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426 Part 5: Cases

Wyndham'’s Ethics and Compliance Programs

To maintain a strong corporate culture, Wyndham has implemented an extensive com-
pliance program to reinforce ethics throughout the organization. A climate of ethics and
social responsibility creates a large measure of trust among a firm’s stakeholders. The
company has drafted a thorough Code of Business Conduct that has received top scores
from the Ethisphere Institute for its comprehensiveness and availability to stakeholders.

Codes of conduct have several purposes. For employees, the code of conduct (or cods
of ethics) helps them to become familiar with the company’s expectations for them. I
also provides an essential reference for employees when faced with difficult decisions.
Research suggests that employees in organizations with ethical codes of conduct are less
accepting of potential misconduct toward stakeholders. For stakeholders in general, =
code expresses the company’s commitment to corporate social responsibility and ethicz!
conduct. In addition, a code of conduct is an important way to share information abo==
stakeholder issues. Therefore, the clarity and comprehensiveness of a company’s code o
conduct is an important signal of a company’s dedication toward ethics, compliance, ans
stakeholder relationships. Wyndham received high scores for the company’s values ans
commitments within its Code of Business Conduct, its coverage of risk topics, and th=
code’s availability to stakeholders.

In addition to its strong code of conduct, Wyndham has created an Ethics and Comp=-
ance Program, a Compliance Governance Board, and a Compliance and Ethics Leadershiz
Team. The audit committee on Wyndham’s Board of Directors is also involved with &=
Ethics and Compliance Program and receives quarterly updates on the program’s progress.
The program is designed and directed by the Compliance Governance Board, which is mad=
up of the company’s CEO, Chief Financial Officer, Chief Human Resources Officer, and =
General Counsel. The Compliance and Ethics Leadership Team helps to keep the compa=+
on its ethical course. They receive updates regarding the Ethics and Compliance progra=.
collect feedback, assess the company’s global risks, and train employees. All of these differe==
positions and programs demonstrate an ethical tone at the top. In other words, Wyndhz=
Worldwide believes that ethical programs must start with ethical leaders to be successfzs
implemented throughout the organization.

Wyndham Worldwide’s efforts have not gone unnoticed. The company has received ma=
awards regarding its ethical initiatives. Recently, Newsweek magazine ranked Wyndh=:
Worldwide as one of the 100 Greenest Big Companies and ranked it in the top 10 of &=
Media, Travel and Entertainment category. Additional awards include the following:

The Lodging Hospitality Chain Leadership Award

Fortune magazine’s World’s Most Admired Companies for 2010
ConEdison Green Pioneer Award

DiversityInc.’s 2010 Top 50 Companies for Diversity

PINK magazine’s 15 Top Companies for Women

Ethisphere’s World’s Most Ethical Companies

Wyndham Worldwide’s numerous initiatives in sustainability and corporate responsi=i=
ity are key factors in enhancing Wyndham’s reputation and contributing to future succes

Wyndham'’s Future

Wyndham has achieved great success with its stakeholder orientation marketing strat=g
The company’s ability to adapt its marketing strategies to suit its various chains has o
vided it with unique advantages that make it a formidable competitor to rival he
companies.
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