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RIVING THE
TURE OF SERVICE




OUR MISSION:

TO BECOME THE
WORLD’S MOST
TRUSTED SERVICE

TEN'S GROWTH ENGINE
PROPOSITION, PROFITABILITY AND SCALE
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To find out more about
Ten's Growth Engine,
sea pages 14 and 15
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OVERVIEW

Highlights

HIGHLIGHTS OF THE YEAR

FINANCIAL

+ Met Revenue' down 3.5% to 044.2m (2019 £45.8m)
Corporate revenue increase of 1.6% to £40.9m (2019: £40.3m)
supported by growing member engagement
— Supplier revenuea decreass of 40.3% to ©3.3m (2019 £5.5m)
due largely to impact of COVID-19 on travel

* EMEAZ region growth partly offset declines in APAC® and
Americas regions
- T4 Met Revenuea growth in EMEA
— 13% Met Revenue decline in the Americas
— 1% Net Revenue decline in APAC

Adjusted EBITDA of £4.8m (pre-IFRS 16% £0.9m; 2019: pre-IFRS 16

loss £i3.3)m); improved margin® 10.8% (2019; pre-IFRS 16 loss {7.2%)
This reflects improved efficiencies and prudent cost reduction actions
taken in H2

- Maintainad a high level of investment in technology of £12.2m
{2019: £12.2m)

-

Reduced loss before tax of £i5.9)m (2015: £7.3)m)

Met cash at £10m (2019 £12.3m)

Decrease in net cash of £2,.3m: (H2 increase of £0.4m; H1 decrease
of £2.7m (unaudited))

- 21m long-term debt (LSA)

Total operating expenses ©39.4m, £2.8m lower than 2019, as a result
of improved efficiency and cost reduction in the second half of the year,
togethar with £3.9m reclassification dus to IFRS 16

Hat Aavenua axcluedes tha dwact cost of sales relating to cartain mambsar transactions managed
oy the Giroup,

2 The Europe, Middle East and Africa region.
3 The Asia-Pacilic region

4 Adjusted EBITDA is post-IFRS16 and is operating profitdloss) before interes:, taxation, amortisation,
shara-based paymants and excaptional costs

5 Pre-IFAS 18 means the adoplion of IFAS 18 using the modified retrospactive appreach, comparative
niormation has not bean restated.

& Adjusted EBITDA margin is post-IFRS 16 and is Adsted EEITDA as a percentage of Net Revenus.

2  Ten Lifestyle Group Ple | Annual Report and Accounts 2020

Met Revenue

em
w
=
g H
{=1]
0

17 18

W Corporale
W Supplier

4.0

Adjusted EBITDA Margin

=14
o

10.8%

B 20

7.8)

B
= E
17 18 19

W Pre-IFAS 18
W Post-IFRS 16

20



Adjusted EBITDA
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OVERVIEW

OPERATIONAL

Year-on-year record member satisfaction

Expanded an existing contract in the Americas into an Extra Large contract®
Won a Medium contract® in Australia, launched in September 2020

Ten Digital Platform live with 22 client brands (2019: 14)

£12.2m (2019: £12.2m) invested in proprietary digital platforms,
communications and technologies to enhance member experience and creats
competitive advantage

Deliverad a number of key milestones in the Group's digital transformation

Improved efficiencies and proposition from greater digital capabilities,
operational maturity and stronger supplier partnarships

KEY COVID-19 MEASURES

* Migration to home working with no service interruption and continued
PCl DSS Lavel 1 compliance

* Continuing to successiully flex member proposition to adapt to members’
changing lives and needs

* | everaged improved content and member communications to
engage members

* Prudent cost management delivered over £5m of cost savings compared
1o prior year

Tan messures mambar satisfaction using the Net Fromotar Score managamant tool, which gauges the loyalty
of a firms customer ralationships (httpe:den.wikipadia.orgwikiiNet_Promotard.

Ten categorises its corporate client contracts based an the annualised valee paid, or expected 1o be paid,
by the corporate chant for the provision of concierge and related services by Ten as: Small contracts (below
£0.26m); Medium contracts (satwaan £0.256m and £2m); Large contracts (over £2m); and Exira Large contracts

[owar 25m). This does not include the revenua generatad from suppliers through tha provision of conclenge sandces,
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