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Our Mission 

To become the 

world’s most trusted 

service  
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Investment case  

*Based on Net Revenue up 23% with all three regions growing 10%+.  

Huge market 

opportunity 
• 

best way to organise 

travel, entertainment, 

dining and lifestyle   

 

Established 

market leader 
• 

for technology-enabled 

concierge services 

 

Defendable 

market position 
• 

long-term contracts 

with ROI, closed user 

group model and 

integrated tech 

Technology 

platform 
• 

delivers strong, 

personalised service, 

reduce cost of  

delivery   

 

Profitable  

model 
• 

Virtuous circle, en route 

to profit and cash 

generation   

 

Healthy  

overall growth 
• 

of 23% from multiple 

markets   

 



© Copyright Ten Lifestyle Group 2019. All rights reserved. 

Welcome. 

5 

2018/2019 Highlights 

  Net Revenue* up 23% to £45.8m 

 

  Record member satisfaction globally 

 

  Two contracts grew to Extra Large
†
 ("XL") 

 

  Another contract to grow to XL, launching in Q2 19/20 

 

  Significant new wins, including in new verticals 

 

  Digital platform continues to lead market globally, live in 100 countries 

 

  Service is becoming more efficient in multiple global markets 

 

  Cash outflow significantly lower in H2, compared to H1 

 
 

*Net Revenue excludes the direct cost of sales relating to certain 

member transactions managed by the Group. 

 
†Contract size based on the annualised value or the provision of concierge 

and related services (not including revenue generated from suppliers):  

Small:             below £0.25m; 

Medium:         between £0.25m and £2 million;  

Large:             over £2 million; and 

Extra Large:   over £5 million.  
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Our Revenue Model 

High-touch Requests ££ Per High-touch 

Low-touch Requests £ Per Low-touch 

Typical Contract 

Total Corporate Client Revenue 

Subject To Cap + Collar 

Source: Audited FY19 IFRS figures  
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Key Financial Highlights  

 

  Net Revenue up 23% to £45.8m (2018: £37.4m)   

18% in EMEA 

38% in the Americas 

11% in APAC  

 

  Adjusted EBITA
‡
 loss of £(4.3m) (2018: £(3.9)m)  

 

  Adjusted EBITA margin: (9.4)% (2018: (10.4)%) 

 

  Loss before tax of £(7.3)m (2018: £(8.5)m)  

 

  Cash outflows in H1 of £7.5m
§
; significantly lower in H2 with a cash outflow 

of £0.8m
§
  

 

  Cash at £12.3m and no debt  

 
 
‡
Adjusted EBITA is operating (loss)/profit before interest, taxation, amortisation, share payments and exceptional items 

 
§
Unaudited at H1 
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Income statement 

  Strong Net Revenue growth +23% 

 

  Adjusted EBITA of £(4.3)m driven by investment in 

technology, infrastructure and content, supports future 

growth  

 

  Share based payments reduced and exceptional 

expense was nil (2018: £(0.4)m) 

 

  Net Finance income primarily driven by FX gains vs. 

interest payable in prior year  

 

  Tax charge in year vs credit last year – change in 

R&D tax regime 

 

£m 2019 2018 YOY change

£m £m

Revenue 49.1 40.1 9.0

Net Revenue 45.8 37.4 8.5

Operating expenses and Other income (50.1) (41.3) (8.9)

Adjusted EBITA (4.3) (3.9) (0.4)

Adjusted EBITA % -9.4% -10.4%

Amortisation (3.0) (2.8) (0.2)
Share-based payments and exceptional 

items expense
(0.5) (1.3) 0.8

Operating loss before interest and tax (7.8) (8.0) 0.2

Net finance income/(expense) 0.5 (0.5) 1.0

Loss before taxation (7.3) (8.5) 1.2

Taxation (expense)/credit (1.0) 0.4 (1.4)

Loss for the period (8.3) (8.1) (0.2)
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Net Revenue    

  Overall growth was 23%  

 

  Annualised growth from contracts launched in 

17/18 account for over a third of growth 

 

  Organic growth accounts for over half the growth   

 

  One Large contract lost in H2 as client in-housed 

 

  New contracts in the year - one Large and one 

Medium, plus several Small contracts  

 
 

 

45.8 

 37.4  
 2.9  

 4.8  

(0.6) 

 1.2  

2018 Exit run rate
from Aug 18

Organic growth
in period

Contracts lost New contract
wins in FY18/19

2019

Net revenue growth 2018 to 2019 (£m) 
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Net Revenue by region 

 

 All regions grew by 10%+  

 

  EMEA:  

• Growth driven primarily by both organic and annualised growth 

• Large contract grew to XL 
 

  Americas: 

• Strong growth across existing clients including growth 

of Large contract to XL  

• Growth of existing contract to a second XL, launching Q2 2020  
 

  APAC: overall growth impacted by loss of a Large contract in H2 

Net Revenue

£m 2019 2018 % change

EMEA 20.5 17.4 18%

Americas 15.8 11.4 38%

APAC 9.5 8.6 11%

45.8 37.4 23%
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Annual Cash Spend on Technology Platform, 
Communications and Infrastructure 

(£m per FY) 

Continuing technology investment  

 

  Continued investment in our technology 

platform, IT, content, infrastructure and 

communications 

 

  Creates competitive advantage, drives 

efficiency, service levels and revenues 

 

 

 

Built first  

platform 

IPO 

£2.5m 
£3.2m 

£6.7m 

£8.3m £8.5m 

£10.5m 

£12.2m 

2013 2014 2015 2016 2017 2018 2019
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  EMEA: Adj. EBITA declined from 18% to 9%: operational 

efficiencies offset by allocation of central spend in content, 

technology, central costs and infrastructure 

 

  Americas: Adj. EBITA loss improved by £2.1m. Growth helped 

after the large investments in local infrastructure over the past two 

years 

 

  APAC: Adj. EBITA increased by £1.3m. Operational efficiencies set 

back by the loss of a Large contract in H2. The allocation of 

increased central spend has increased the loss 

 

Financial Results – Overall Adjusted EBITA 

Adjusted EBITA 

£m 2019 2018 

EMEA 1.9 3.1 

Americas (4.7) (6.8) 

Asia (1.5) (0.2) 

Total (4.3) (3.9) 

Adjusted EBITA % (9.4%) (10.4%) 

Adjusted EBITA includes the indirect costs of IT, Platform 

support, property costs and senior management allocated to the 

regions and gives us a fully loaded Adjusted EBITA for each 

regional segment.  
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  Cash outflows significantly 

decreased  H2 (£0.8m) vs. H1 (£7.5m)
§
 

driven by: 

  

• increased revenues 

• operational efficiencies 

• improved working capital  

 

  Cash at end of year was £12.3m  

 

  Debt free  

Cashflow 

§Unaudited at H1  

2019 2018

£m £m

Loss before tax (7.3) (8.5)

Net finance expense - 0.5

Working capital changes 0.7 0.5

Non-cash items (share based payments, depreciation and 

amortisation charges) 4.5 4.4

Cash used by operations (2.1) (3.1)

Capital expenditure (1.2) (1.5)

Investment in intangibles (4.3) (4.3)

Taxation (paid/received) (0.5) 0.4

Cash outflow (8.1) (8.5)

Financing Activities

Equity from listing on the AIM - 25.1

Other equity (purchased)/issued in the period (0.1) 0.3

Movement in shareholder loans - (3.9)

Repayment of finance leases and net interest (0.1) (0.2)

Cash from financing activities (0.2) 21.3

(Decrease)/Increase in cash (8.3) 12.8

Cash balance 12.3 20.7
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Operational Update 
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Operational Highlights 

  Record member satisfaction globally 

 

  Ten’s competitive proprietary digital platform established 

in all three global regions with 14 client brands  

 

  £12.2m spent on proprietary digital platform, 

communications and technologies to enhance efficiency 

and member experience  

 

  Operating efficiency improved behind technology 

improvements and growing maturity in our operations and 

supplier base 
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Our Corporate Clients 

Visa RBS 

MI card Coutts 
American 

Express 

Mastercard 

ICBC 

Barclays NatWest 

Merrill 

Lynch 
Diners Club 

China 

Merchants Bank 

SuMi 

TRUST 
AlphaCard SwissCard 

HSBC Maserati 

City National 

Bank 
CIBC SMTC 

SMBC 

Revolut 

ABSA 

Maserati 

Bon Viva 

Hyundai 

Card 

Scotiabank 

BEA 

Neiman Marcus 

OCBC 

Adam & 

Company 

US Bank TransAmerica Isetan 

18 

Tokyo Tokia 

DNB (Norway) RBC 
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Our Proposition 

Member Desire Member Benefit 

Modern “I’m saving time” 

Rational “I’m saving money” 

Security “I’m managing risk” 

Emotional “I’m building status” 

Intellectual “I’m working smarter” 

Corporate Client Objectives – proven ROI 

Delivering premium service grows revenue / profit 

Building trust and customer closeness grows sales 

Growing impact on target customer acquisition  

Proven impact on retention of valued customers 

Technology acceleration 

Competitive advantage and product creation 

Benefits both member and corporate client. 
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Higher users 

(11+uses pa) 

 

Low users 

(1-10 uses pa) 

 

Non users 

C
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t 

re
te

n
ti

o
n

 r
at

es
 p
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(%

) 
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Other commercial metrics can also improve with 

use of Ten’s services, including:  

 
  Advocacy and retention  

 
  Assets under management (AuM)  

 
  Spend on related cards  

 

Corporate partners commercially benefit from Ten’s services  

Client retention rates 

Use of Ten's Services 
 Retention 
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Principle - concierge is a big idea 
 

 

Incremental marginal contribution/customer 

Incremental revenue/customer 

No Use Single User 2-4 User +5 User No Use Single User 2-4 User +5 User

- Note: $numbers are estimates – based on average profiles and behaviours observations (derived from affluent banking populations) 

- In the scenario presented, numbers are ‘grossed up’ to reflect a single customer/incremental revenue and Marginal Contribution attributable to concierge. Numbers are annual 

- Numbers reflect LM/phone-only model – there is no reflection of digital/economics or behaviors 

 Engagement with Ten drives hard customer value, retention and acquisition 

 Engagement drives soft customer metrics (NPS, brand values, trust) 

Concierge-Driven Customer Behaviours Impact Revenue and Profit 
D

o
lla

rs
 

D
o

lla
rs

 

Incremental contribution/customer 
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1. 

Creating a superb member experience  

 

• Member onboarding with  interactive 

e-CRM and video guides 

 

• Live Chat improves member 

interactions  

 

• Improved search on the Ten Platform 

via geo-tree functionality and 

improved filters 

 

• Greater range of hotels (now over 

200,000) improves choice and 

value on the member-facing digital 

platform 

 

• Increase in restaurant access, events, 

articles, proactive comms globally 

Ten’s Digital and Product Transformation 

2. 

Building resilience 

 

• Micro-service APIs# for flights, cars 

and hotels improves speed of 

development and  can be integrated 

into client’s ecosystems 

 

• Modernised infrastructure with strong 

regional data centres and improved 

global communications 

 

• Improved compliance and security 

capabilities, securing SOC Type 

2Δ , certification for the first time, 

alongside PCI 

 

• Accessibility improvements - 

important for major brands 

 

 
 

 
 

 

 

3. 

Driving efficiency and profitability  

   

• Improved e-learning for Lifestyle 

Managers and their managers 

   

• Improved search functionality 

improves Lifestyle Manager efficiency 

and member experience 

 

• Improved Dining module on the 

TenMAID system used by Lifestyle 

Managers improves speed and 

member outcome 

 

• New translation management system 

to increase efficiency  

 

• Automated QA makes development 
more efficient  

#A microservice is an architectural design that separates portions of an application into small, self-containing services.  API is Application Programming Interface. 

 
Δ “SOC” stands for “system and organisational controls", standards designed to measure how well a service organisation conducts and regulates its information. SOC-certified organisations have been audited by 

an independent certified public accountant who determined the firm has the appropriate SOC safeguards and procedures in place. SOC Type 2 requires a 6-month audit period by a third party. 
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These new verticals leverage the technology 

and global platform built for financial services 

24 

  Fintech: concierge drives revenue and profit 

 

  Private Membership: builds revenue, brand for Ten and 

allows target customer acquisition for partner corporates 

 

  TMT: helps retention, ARPU and profitability 

 

  Employee: helps retention, productivity and well-being  

 

  Luxury brands: supports retention and profitability for high 

value customers, including auto 

 
 

 

New Verticals 
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Outlook 
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Clearly-Identified Pathways to Revenue Growth 

New Clients: 

Signed Contracts 

New Clients: 

Contracts In Negotiation 

New Clients: 

Pipeline 

Current Clients: Run Rate 

Current Clients: Increased 

Users 

Current Clients: Increased 

Usage 

Additional Geographies, 

Verticals and Clients 

Current Clients: New 

Contracts 
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EMEA 

  Organic growth and new contract 

wins expected to continue for the 

rest of 2020 and beyond 

  We expect Adj. EBITA margins 

to recover as a result   

  Any new location investment in 

2020 will be contract-led  

 

 

 

Americas 

  Deal signed post year end to 

grow existing contract into an XL 

contract is launching H2 2020 

  Margins will be impacted in H1 

due to set up costs of XL contract 

but will generate positive cashflow 

and profitability in H2.  

  No new location investments 

required to support future growth 

APAC 

    Small contract wins in region 

anticipated to grow in coming 

year, potentially moving to 

medium during 2020 

  Any new location investment in 
2020 will be contract-led  
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Outlook and Regional Development – 2019/20  

The Board is confident that the Group is in a good position to meet its strategic growth objectives: underpinned by its 

competitive position; its differentiated proposition, as reflected in record member satisfaction ratings; and its market leading 

technology. This is further supported by planned continued investment in the Ten digital platform for the foreseeable future.  

Trading since the end of the year is in line with management’s expectations and the Board is encouraged by the strong 

pipeline of opportunities. 
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Building “The Most Trusted Service” 

   Member-led 

   Expert quality 

   Subscription 

   Multi-category 

   Personalised 

   Multichannel + tech driven 

   Focus on Affluent and HNWI 

   Scale 

 

Trust 

Member 
Led 

Expert  
Quality 

Subscription 

Multi 
category 

Personalised 

Multi 
Channel  
+ Tech 
Driven 

Affluent+ 
Focus 

Scale 
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