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Defining tourism experience

Identifying the signifiers
of tourism experience

Measuring tourism experience

Mapping tourism experience



What is Experience?

“The aggregate and cumulative customer perception created
during the process of learning about, acquiring and using a
product or service” (Carbone&Haeckel 1994)

“..engage individual customers in a way that creates a
memorable event” (Pine & Gilmore, 1999)

Experience...
Requires active Participation
Implies acquisition of knowledge and sensations
Creates emotional connections



THE MEANINGS OF EXPERIENCE

Reflects an overall Reflects an instantaneous
integration of a life time response to the environment

—

Reflects an evaluation of interaction
at an event or trip



THE DIFFERENT MEANINGS OF EXPERIENCE

Experience as ‘noun’

Experience as ‘verb’

—

* An emotional, spiritual, psychological, or
learning outcome (e.g., Schinzel & McIntosh, 2000)

Epistemological perspective: accumulated

skills, familiarity to places, artefacts and
methods and constitutes our entire
empirical knowledge (tash, 2006)

Creating our ‘life world’ (Gelter 2006)

A transformation process (e.g., Otto & Ritchie,
1996; Pine & Gilmore, 1999; Gupta & Vajic 2000)

Ontological perspective: a cognitive
happening restricted in space and time /
phenomenological interaction with the
world (Lash, 2006)

Creating our ‘lived experiences’ (Gelter
2006)

An experience is ““a mental journey that leaves the customer with memories of having

performed something special, having learned something or just having fun” (Sundbo &

Hagedorn-Rasmussen, 2008, p. 83).



Differentiation
Interchangeability

Peak Tourism ﬁ Consumer
Experiences Experiences

Contrast Contrast
Intensification Intensification
Extension Extension

Daily

Experiences

Components of the tourism experience



Touristic experience vs. everyday experience

= Contrast to everyday experience
= Strange, novelty seeking

= Intensification of everyday experience
= Intensify self identity

= Extension of everyday experience
= Preference brought from home



Touristic experience vs. everyday experience

Generalizing vs. Pluralizing
—no “typical” tourism experience




Objects vs Subjects

Individuality



Tourism = Heightened Moments 7
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Peak vs. Complement

What am | doing here? ...freedom!!



Space & Time




Touristic experienice chronicaily defined

77N

Recollection
Tourism
\ Experience /

Return
Travel

The tourism experience



Tourism Experience Process

Sensation

« Vision
* Hearing
Environmental * Smell
Stimuli ' * Taste
» Touch
* Proprioception
* Temperature
sense
« Pain

<\

Individual Individual Individual
Filter Filter Filter

Emotional
Response

Perception

Cognitive

Response

Emotions and experiences

Attitude

Memory

Behavior




Tourism Experience Process

: . Fantasy - -
Activities 8 Experiences ,. , 8 Meaning [

Social | Experiences are not about entertaining but rather
Setting engaging the visitor to make meaning!

Attitude

Satisfaction

Choice

The experience formation process




Mapping the trip journey









Touchpoints — The Experience Value Chain

Customer Journey Mapping

UNDERSTANDING HOW YOUR CUSTOMER INTERACTS

VATH YOUR BRAND




Structuring emotions
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Emotions across a trip
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Structuring the tourist experience - Event Theory
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ue printing — The basic tool guiding experience design

Rail Europe Experience Map

Guiding Principles

Customer Journey

STAGES Research & Planning Shopping
Enter trips FReview faros
Research destinations, routes and products
Select pass(es)
Destination Look up:
pages - \nm.mu-
‘\,...eumpa.mm ) e o
i . _/ Map itinarary ( ‘\
DOING interactive map S (finding pass) _/
/ i i ‘) Blogs & Kayak, compare
Talk with I )
friends. Research
searches hotels

« VWhat is the easiest way to get around Eurcpa? * Lwant {0 gl the best prics, but Im wiling to pay

+ Where do | want 10 go’ ttlo mora for first cla
THINKING « How much time should l/we spend in each . uuwum(nwwuu-ywmm rip Cost me? What are my

place for site seeing and activitios? trade-
* Are thera other activitiss | can add to my plan?

« I'm excited to go to Europs! . rd 1o trust Trip Advisor. Everyone

Wil | o able 10 see everything | can? ative,
FEELING « What if | can't afford this? « Kaoping irack of al the different prod

« I don't want to make the wrang choice. fusing

« Am | sure this is the trip | want o take?

EXPERIENCE

Helpfulness of Rail Europe

Opportunities
GLOBAL

Helpfulness of Rail Europe.

Communicate a cl
value proposition.

STAGE: Initial viit
Make your customers into better,
more savvy travelers.

STAGES: Global

adaptive path _

Support people in creating their

they need. own solutions.

STAGES: Giobal STAGES: Global

Engage in social media with
explicit purposes.

STAGES: Global

Booking Post-Booking, Pre-Travel Travel Post Travel
Share experience
Confirm Delivery Payment | Review & S
Wait for paper tickets 1o arrive Activitios, unexpected hanges sasis s st
itinerary options options confirm Follow-up on refunds for booking changes
, Share
Print o-tickets Change E-ticket Print photos
at home plans at Station
~Chock ticket \ Get stamp
EEION s =
\ / -
i axperier\ce
(reviews)
May call if i Buy additional
difficultios ok S
ocour H View 3
H T\B‘ maps, _ ) D) S
activities - ) ( \
H H H Research - \J_:I' apps S Plan/ f/ g )
hotels Paper tickets Look up % e ( =
\] amive in mail timetables Atrlnw- activities Request ™ Mail tickets
travel refunds. for refund
N3
*+ Dol have al the tickets, passes and rassrvations « Do | have everything | need? = 1 just figured we couid grab a train but there are « Trying to return tickat | was not able to use. Not
I need in this booking 50 | don't pay fr = Rail Europe websile was easy and friendly, but RO MOre trains, What can we do now? ure if Il get a refund or nol
shiping? when an issue came up, | couldn't get heip. = Am 1on tha right tran? If not, what next? * Pooplo aro going (0 lovs hose photos!
. un 0t answering the phone. How « What will | do if my ticksts don't arrive in time? = | want te make mora travel plans. How do | » Next tir explore routes and avallability
olse can | get my guestion do that?

- Fru

\Swered?

rated 10 NGt KNOW SO0Ner abou
tickets are eTickets and which aro paper lickets.

« Weabsite experience is sasy and friandly!
Not sure my tickets will arrive in time.

and R

to Europe.

pfulness of Rail Europe

PLANNING, SHOPPING, BOOKING

Enable people to plan over time.

STAGES: Pianning, Shopping

Helpfulness of Rail Europe

= Stressed that I'm about 1o lea)
il Europe won't answer the phone.
 Frustrated that Rail Europe won't ship tickets

= Happy to receive my tickets in the mail

Ve the country = | am foeling vuinerablo to be in an unknown place in

gl
« Sireased that the e won't arive on time for my
on.

poapis who want 1o
Sorancipiious, and specl

o U arouncd is fun,

mere ¢

« Excited to share my vacation story with

W friends

= Abit annoyed 1o be dealing with ticket refund
issues when | just got home.

Helpfulness of Rail Eurepe

POST-BOOK, TRAVEL, POST-TRAVEL

the trip for
and booking.

STAGES: Planning, Shopping

Connect and
booking on the web.

STAGES: Pianning, Shopping, Booking

Information

with a
reasonable timeline.

STAGE: Booking

» Stakeholder interviews
sources

» Cognitive walkthroughs

Arm with Improve the paper ticket
for making decisions. experienc

STAGES: Shopping, Beoking STAGES; Post-Booking, Travel, Post-Travel

pm-:ﬂnly mlp people deal
with changs

STAGES: Post-Booking, Traveing

» Gustomer Experience Survey
» Existing Rail Europe Documentation

Helpfulaess of Rail Europe

DAL
booking in Europe too.

STAGE: Traveing

Communicate status clearly at
all times.

STAGES: Post-Booking, Post Travel

LY, % -

Linear
process

Experience Map for Rail Europe | August 2011



Key questions in the mapping the trip experience

Mapping the user experience

Adapt this to describe someone’s experience as they interact with an issue, service or organization over time

Whase experience

is this? i Time » Find out aboutit Decide to engage Firstinteraction with Later interactions Ending/closing
or use of the service

What the person does,

intends, knows, says, feels.

Touchpoints and devices
the person interacts with — eg
website, apps....

Where the interactions
happen..

How it feels

Other people invoived - eg
service staff, family and
friends, bystanders. ..

Why the useris interacting
with the service. ..

person. .

Issues in how things are

Opportunities
How they could be different




Translating the story for impact

Telling stories

Use this structure to tell a story about the change you want to happen
Use as many scenes as you need in each act to tell the story, resulting in perhaps 10 scenes

Act1 Act2

Set up the issue/challenge and how and why it Describe the change
matters to someone

Sketch what happens Sketch what happens

Act3
Describe the result of the change

' Sketch what happens




Translating the story for impact
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Translating the story for impact
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ue printing — Adding emotions and design elements

Rail Europe Experience Map

Guiding Principles

Customer Journey

STAGES Research & Planning Shopping
Enter trips FReview faros
Research destinations, routes and products
Select pass(es)
Destination Look up:
pages - \nm.mu-
‘\,...eumpa.mm ) e o
i . _/ Map itinarary ( ‘\
DOING interactive map S (finding pass) _/
/ i i ‘) Blogs & Kayak, compare
Talk with I )
friends. Research
searches hotels

« VWhat is the easiest way to get around Eurcpa? * Lwant {0 gl the best prics, but Im wiling to pay

+ Where do | want 10 go’ ttlo mora for first cla
THINKING « How much time should l/we spend in each . uuwum(nwwuu-ywmm rip Cost me? What are my

place for site seeing and activitios? trade-
* Are thera other activitiss | can add to my plan?

« I'm excited to go to Europs! . rd 1o trust Trip Advisor. Everyone

Wil | o able 10 see everything | can? ative,
FEELING « What if | can't afford this? « Kaoping irack of al the different prod

« I don't want to make the wrang choice. fusing

« Am | sure this is the trip | want o take?

EXPERIENCE

Helpfulness of Rail Europe

Opportunities
GLOBAL

Helpfulness of Rail Europe.

Communicate a cl
value proposition.

STAGE: Initial viit
Make your customers into better,
more savvy travelers.

STAGES: Global

adaptive path _

Support people in creating their

they need. own solutions.

STAGES: Giobal STAGES: Global

Engage in social media with
explicit purposes.

STAGES: Global

Booking Post-Booking, Pre-Travel Travel Post Travel
Share experience
Confirm Delivery Payment | Review & S
Wait for paper tickets 1o arrive Activitios, unexpected hanges sasis s st
itinerary options options confirm Follow-up on refunds for booking changes
, Share
Print o-tickets Change E-ticket Print photos
at home plans at Station
~Chock ticket \ Get stamp
EEION s =
\ / -
i axperier\ce
(reviews)
May call if i Buy additional
difficultios ok S
ocour H View 3
H T\B‘ maps, _ ) D) S
activities - ) ( \
H H H Research - \J_:I' apps S Plan/ f/ g )
hotels Paper tickets Look up % e ( =
\] amive in mail timetables Atrlnw- activities Request ™ Mail tickets
travel refunds. for refund
N3
*+ Dol have al the tickets, passes and rassrvations « Do | have everything | need? = 1 just figured we couid grab a train but there are « Trying to return tickat | was not able to use. Not
I need in this booking 50 | don't pay fr = Rail Europe websile was easy and friendly, but RO MOre trains, What can we do now? ure if Il get a refund or nol
shiping? when an issue came up, | couldn't get heip. = Am 1on tha right tran? If not, what next? * Pooplo aro going (0 lovs hose photos!
. un 0t answering the phone. How « What will | do if my ticksts don't arrive in time? = | want te make mora travel plans. How do | » Next tir explore routes and avallability
olse can | get my guestion do that?

- Fru

\Swered?

rated 10 NGt KNOW SO0Ner abou
tickets are eTickets and which aro paper lickets.

« Weabsite experience is sasy and friandly!
Not sure my tickets will arrive in time.

and R

to Europe.

pfulness of Rail Europe

PLANNING, SHOPPING, BOOKING

Enable people to plan over time.

STAGES: Pianning, Shopping

Helpfulness of Rail Europe

= Stressed that I'm about 1o lea)
il Europe won't answer the phone.
 Frustrated that Rail Europe won't ship tickets

= Happy to receive my tickets in the mail

Ve the country = | am foeling vuinerablo to be in an unknown place in

gl
« Sireased that the e won't arive on time for my
on.

poapis who want 1o
Sorancipiious, and specl

o U arouncd is fun,

mere ¢

« Excited to share my vacation story with

W friends

= Abit annoyed 1o be dealing with ticket refund
issues when | just got home.

Helpfulness of Rail Eurepe

POST-BOOK, TRAVEL, POST-TRAVEL

the trip for
and booking.

STAGES: Planning, Shopping

Connect and
booking on the web.

STAGES: Pianning, Shopping, Booking

Information

with a
reasonable timeline.

STAGE: Booking

» Stakeholder interviews
sources

» Cognitive walkthroughs

Arm with Improve the paper ticket
for making decisions. experienc

STAGES: Shopping, Beoking STAGES; Post-Booking, Travel, Post-Travel

pm-:ﬂnly mlp people deal
with changs

STAGES: Post-Booking, Traveing

» Gustomer Experience Survey
» Existing Rail Europe Documentation

Helpfulaess of Rail Europe

DAL
booking in Europe too.

STAGE: Traveing

Communicate status clearly at
all times.

STAGES: Post-Booking, Post Travel

LY, % -

Linear
process

Experience Map for Rail Europe | August 2011



Rail Europe Experience Map

Guiding Principles
Rail booking is only one part of people’s larger People value service that is respectful,

People choose rail travel because it is People build their travel plans over time.
effective and personable.

convenient, easy, and flexible.

Customer Journey

Share experience

travel process

. unexpected changes

Enter trips Review fares Sonfi i Pa
Research destinations, routes and products St . Dalveny () Payment || Sedew & Wait for paper tickets to arrive
Select pass(es) ftinarary options Optiona condnn Follow-up on refunds for booking changes
Destination Look up.
i Share
HOTaS Print -tickets Ghange E-ticket Print Sl
\ at home Pl at Station
| Check ticket Get stamp
\ ralleurope com e \ \ status ) for refund ( \
Plan with Map itinerary - A 1) .
interactive map (finding pass) Share
DOING experience
(reviews)
Buy additional
tickets
View
Plan = maps
, Kayak, compare activities ) =) D
( ' ' ) Travel sites airfare v 3 v Research Plan/ ( ' X
/4 hotels Paper tickets Cock Up confirm
Talk with { \! arrive In mall timetables ~ Arrange activities Request Mail tickets
friends @IS Research travel refunds. for refund
searches hotels
« What is the easiost way to get around Europe? « 1 want to get the bost price, but I'm willng to pay a « Do | have all the tickets, passes and reservations « Do | have everything I ne « 1 just figured we could grab a train but thero ar « Trying 1o return ticket | was not able to use. Not
« Where do | want to go? t clax 1eed in this booking 50 | don't pay more = Rail Europe website was easy and friandly, but ot more trains. What can we do now? sure if Il get a refund or not
THINKING « How much tima should IAwe spand in each are my hipping? e an lsue came UR; iSauidn't Get heto « Am | on the right train? If not, what next? « People are going 1o lova these photos!
place for site seeing and activities? : « Rail Europe is not a ing the phone. How « What will | do if my tickets don't arive in time? « | want 1o make more travel plans, How do | « Next time, we will explore routes and avallability
© Are there other activities | can add 10 my plan' else can | get my question answered? do that? more carefully.

Joy

Anger

Etc.

Theme

Stories

Etc.




Blue printing — Story boarding and developing strategy

Rail Europe Experience Map
Guiding Principles
People value service that is respectful,

ople build their travel plans over time.
effective and personable.

Rail booking is only one part of people’s larger

People choose rail travel because it is
convenient, easy, and flexible.

Customer Journey
staes Hessoron & PTG oeery Booking [S—— Post Travel

Share experience

travel process.

Enter trips Review fares "
Research destinations, routes and products [t Deprary i Feoymant Jf Paew & Wait for paper tickets to arrive Activities, unexpected changes
Select pass(es) kgt Splicne options conind Follow-up on refunds for booking changes
Share
E-ticket Print Bhatos

Destination Look up
es time tables.

e Print o-tickets Change

at Station

A
] D_ at home plans e
( , Check ticket et stamp
} \ 4 s I-" ) for refund \
! (W) () . (L] )
: ‘") \

Live chat for

‘\ ralleurope.com S
e / 14 questions
Plan with _/ Map itinerary g _9
interactive map (finding pass)
DOING - experience
. (reviews)
ey oot i Buy additional
ifficulties & tickets
oceur han - View
- an y ¥
( maps <
/ \ Blogs & Kayak, compare activities E () };"“Ss/ ( D )
\ ' ' ) Travel sites 4 airfare v v v Research i - Plan/ ( v XA
4 hotels Pa;l)or Boketa, T . confirm )
Talk with ‘\ J \ bt L timetables ~ Arrange activities Request Mail tickets
friends e Research travel refunds. for refund
searches hotels
« What is the easiest way to get around Europe? « I want to get the bost price, but I'm willng to pay & « Do | have all the tickets, nd reservations « Do | have everything | need? « | just figured we could grab a train but there are « Trying 1o return ticket | was not able to use. Not
* Where do | want to go? Httlo more for first clax I'need in this booking 50 | don't pay more = Rail Europe website was easy and friendly, but not more trains. What can we do now sure if Il get a refund or not
THINKING « How much tima should I/we spend in each + How much willmy wholo trp cost me? What are my shipping? when an isue Came UP, |couidn’t get held, « Am | on the right train? If not, what next? « Paople are going 10 love these photos!
? trad : « Rail Europe is not answering the phone. How « What will | do If my tickets don't arrive in tine? « | want 1o make more travel plans, How do | « Next time, we will explore routes and avallability
« Are thera ofher activities | can add 1o my plan i odopgr il lads do that? more carefully.

place for site seeing and activities?

xol e

/

- I | = (D
A 7> | &
Jeany m ewd \\/‘\ bk . )

Solutions

Solutions
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