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Dear Hudson Client!

Congratulations! You have selected and are now live on the premier Reservations and
Dispatching technology on the market today - the suite of applications offered by The Hudson Group.
We wanted to take this opportunity to formally welcome you to the Hudson family. As you can see,
the Hudson system is very flexible and can be configured in any number of ways to fit your business
model.

Additionally, the product(s) you are using are dynamic; being improved and enhanced to add
functionality and efficiency to your business. We will be working with you during the coming months
and years to help you grow and manage your business. As your business grows and thrives, ours
does too.

Now that you are “live” with our products, you will begin to have questions about making tweaks
and adjustments to your system. We encourage you to ask questions and get involved with the
management of your technology systems. We want for you to be as knowledgeable and independent
as possible so that you can implement changes in your business policies and procedures as quickly
as you wish and need.

We realize that at this time there is far more to the Hudson system that you DON’T know about or
understand, than there is that you DO know about and understand. This is a natural and integral
part of the installation process. Internally here at Hudson, we are transitioning your account from
the System Engineering Team, to a long-term Tech Support Team . You will come to know the
members of our Tech Support Team well. They are here to assist you every step of the way. As they
learn your business, they may begin to make suggestions and recommendations to you on how to
make the most of Hudson’'s feature set. As system enhancements are added they will explain to you
in clear and concise terms, what these items are and how they might improve your overall
operational efficiency.

From time to time, you will encounter problems or issues in your business which will require setup,
configuration or troubleshooting expertise from Hudson. During these instances, you can turn to the
Tech Support staff. Our team will work closely with you to resolve issues and will explain how to
avoid recurrence in the future.

Hudson also employs a Web Marketing Team whose sole purpose is to help you increase the
number of your online reservations. This team has assisted our clients in booking an aggregate of
over one million online-reservations every year...and that number continues to grow steadily. When
you are ready to grow your reservation volume without expending additional effort or incurring
additional expense...give us a call!

To receive our periodic client newsletter TechTips , open http://email.hudsonltd.com, right now and
enter email addresses of all staff members that should be added to our distribution list (NEVER
released to outside party or individuals). TechTips keeps you informed of hew enhancements and
Hudson product developments and offers practical strategies for preventing hardware and software
problems. (A link to previous issues of the popular newsletter can be found on the main page of the
Hudson Knowledge Base referenced below.)

Moving forward, there are many ways to get your questions answered. For those times when you
want to try and fix things yourself, we invite you to visit the Hudson Online Knowledge Base

(KB). This site has hundreds of articles addressing everything from updating fare files to how to
import reservations that come to you in spreadsheet format. There are downloadable audio and
video training files that will guide you through the learning and use of some of our most empowering
features and functions. You can access the KB from within any HWeb Application by clicking on the
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HELP item from your application menu bar. You can also go to the site now and then bookmark the
site in your web browser: http://www.hudsonltd.com/kb1

Our Technical Support Team categorizes your questions into two primary levels:
% Routine Support - Items that can be replied to the same or next business day.
< Emergency Support - Items that require immediate response.

*,

Most routine support questions are handled via e-mail by sending your comment or question to:
support@hudsonltd.com . This is the most efficient way to get questions answered, as the
question is routed to person(s) most knowledgeable in that area of the Hudson suite. You can
actually send your inquiry directly to Hudson from within all Hudson applications by clicking the HELP
item on the Menu bar. Messages sent to the support address are seen by the entire support
department. For this reason, sending email support messages directly to an individual at Hudson is
strongly discouraged and could result in a delayed response.

You can also place a telephone call to the main Hudson number, 978.531.1115 and then follow the
voice prompts to the routine support extension. Here, you will be able to speak with a technician or
can leave a detailed voice message for the support staff. This message will be reviewed and then
assignhed to a member of the Technical Support team. You will then be contacted for additional
information.

When you have a true system emergency that demands immediate response, you should call the
Emergency ON-CALL Tech Support agent. Call the main switchboard at 978.531.1115 (24 hours

daily) and follow the voice prompts for notifying the Agent on call. Your call will be forwarded to
that agents cell phone. If the Technician is already handling an emergency call, you will be prompted
to leave a voice message. Notification of emergency messages are paged to the all support team
members, 24 hours daily. If your emergency call has not been replied to within 10 minutes, call the
emergency line again!

I enjoy the calls and emails from Hudson clients who report to me how efficiently and quickly their
support needs have been addressed. We will strive to meet your every service and business need. In the
end though, we are people too. We are people, serving other people. If you ever feel that your business
and technical needs are not being met in a prompt, professional and courteous manner, I invite you to call
and speak with me directly. I will work with you personally to resolve your concerns.

I look forward to supporting you, your business and your technology needs for the years to come.
Welcome to The Hudson Group experience.

Cordially,

Bob

Robert Lentini

Technical Support Manager
T:978.531.1115 x1032

E: Robert.Lentini@hudsonltd.com
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