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The Legend of the Minotaur and the Labyrinth...
A Tale About the Monster of Prosperity and the Complexity of Managing it!
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The Tourist Experience Labyrinth...
Many ‘Little Minotaurs’ between Holiday Components and Satisfaction
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Cooperation
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INTRODUCING THE EXPERIENCE ENCOUNTER

Being in the Shoes of Theseus!
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Key Policy Concept: Managing The ‘Experience Encounter’
Every Tourist Has Their Own Path in the Labyrinth!

Captalise
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surroundings and its people (locals and tourists)
Understand

Holiday Satisfaction S(Experience Encounters)Expectations

wlf Expectations > Sum of Experience Encouriligrs
Dissatisfaction

wlf Expectations < Sum of Experience Encourfilgrs{ I (i A &

Regulate
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iy —— Miracle in Athens as Greek tourism
numbers keep growing

Worries about Turkey and north Africa have seen healthy, and rising, visitor
numbers to Greece. Which is welcome in a sector that provides a fifth of all jobs

For an economy stuck in depression-era recession, dependent on emergency bails

. . . S M
and seemingly locked in a perpetual fiscal vice, tourism is vital. A record 23.5 G uch Of the Upsyr
million holidaymakers visited Greece in 2015 - generating €14.2bn in direct Staef’Ce S safet recf €ls linkeg to
receipts, or 24% of gross domestic product. In 2010, at the start of the country’s T )flng awgq OUrists 5,
C _ ' o ) unlSla resp ”nE
debt crisis - which has seen it struggle to avert default and remain in the euro Wak ke nde] 8Ypt
: € of hj Sewh '
o igh- er
revenues from tourism were €10bn, or 15% of GDP. hose h-p file aty €In th
: Ountrj
holjq Ie g Tles
But while price wars have played a role in securing bookings this year, industry ncajey; Zl S have g, fg Pendep;
A : . a 1
figures also worry about the leftist-led government’s business plan and its drop jp, G e damg llow, e
. .. arrj 1
appetite for raising tax rates. 8overnme L I3 dVicn fa Severe
S €lro
1olence d IS of m
: : . are gj fres
But other countries’ loss could be Greece’s gain. And it could not come at a better Away, - keepingt !
. ’ : . Tt ; (¢
time: tourism provides one in five jobs in Greece, at a time when unemployment Ullists

in the effectively bankrupt nation has hovered stubbornly around 25%. Youth
unemployment stands at an astonishing 67%.
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For Some Tourists... The Experience Encounter Story

BE Qsign in News Sport Weather Shop Earth Travel Mc

NEWS WailOnline

Home Video @World UK Business Tech Science Magazine Entertainment & Arts

Magazine Home [\ U.S. | Sport | TV&Showbiz | Australia | Femail | Health | Science | Money | Video | Travel | Fashion Finder

- Latest Headlines | News | World News | Arts | Headlines | Pictures | Most read | News Board | Wires

The tour!sts held by Greek police as At least 50 British families among 800 (o5 oneErersou e Y
illegal migrants people struck down by violent vomiting bug = i

By Chice gdinaeny at five-star hotel in Rhodes

Follow + +
= B USINESS l NSIDER « Outbreak has lasted ten days but staff are still letting people check in

+ One family of threajy UNITED STATES DEPARTMENT OF STATE Home  About " Contact OSAC

Here's Proof That Greek Taxi Drivers Scam Tourists . [ottst gusetsill

By LEON WATSON

- Guslubin B ¥ & PUBLISHED: 08:02 GMT, 21 August
®©Aug. 23,2012,8:56 AM 410,171 O 20

n Share u

_ : : Common Interest
| . Daily News Reports Events Incidents Country Councils P ——

Report opems

Taxis take the scenic route v \ _@ Print Email

Gi }“

il Tourists get scammed vV | Greece 2015 Crime and Safety Report: Athens

b | \ Travel Health and Safety; Trans tion Security; Stolen items; Theft

:lo Rich people are targeted\/ 1;. Left-wing; Maritime; Anti-Am timent; Imp ivil Unrest; Earthquakes; Wild
bE i nt; Racial Viol g; Kidnapping; Financi

4
¥ Greeks are corrupt vV Athens

Nothing surprising in a study we
came across from last year, but it
is gratifying to see proof.

Overall Crime and Safety Situation
| Crime Rating: High
|
| Crime Threats

!

‘; Rates of street crimes (pickpocketing, purse snatchings, and other crimes of opportunity) continue to be
high, and statistics show an increase compared to 2013. These cases overwhelmingly involve
pickpocketing and theft, mainly within the popular tourist areas and on the Metro system (both rail and

| bus). Many of the incidents involve mulltiple perpetrators using various efforts to distract their victims.

From 'What Drives Taxi Drivers?'
by professors from the
department of Economics and
Statistics at the University of
Innsbruck:
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‘Understanding’:

Beyond Quantitative KPIs... Qualitative Research Necessary

# Tourist Tourist
Arrivals Motives

How do they allocate
their daytime?

What factors Daytime #
determine their Activities Overnight

: - Stays
daytime activities?

Average Tourist

How will they describe st SICHLTOEE Consumptio
O€VU Behaviour

their holiday to
others?

What do they
associate with the Memorable Holiday
destination? Impressions EEESEWS TN

Why would they
revisit?

What drives tourists to
Visit?

On what basis do they
decide?

How do they compare
alternatives?

On what are they willing
to spend?

How do they feel about
their purchases?

How does their spending
differ from their usual
holiday behaviour?




REGULATING
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‘Regulating’

Legislation plus Enforcement!

- .
Safety standards

A
Foreign language
Tourist harassmertf enabled
control Information, aid
and support
l I /Hr\-. "A—x.. l l
A | A

Environmental
E Standards
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‘Managing Clusters’

Don’t Forget the Locals!

pesuinathen o
agement DMOS(DestinationManagement

Organisatiorg e.g.AtlanticAlliance

vort |

Local Authorities wan

Accessibility
(Transportation system,
Travel infrastructure) o
Alttractions Availability
) (Marketing the
el & Cruise \ destination

created)

I c 9 : supporting
DeStl natlon domestic demand)
A\ctivities Cluster TNCSgTransnational

(Special events, Ancillary Services Corporationd Cruise

festivals,
entertainment, Amenities (Telecommunications, Operatory
shopping) (Accommodation, Banks, _Medical
Catering, Tourist services) .
Info) Local Tourism
Companie&
Suppliers

Educational Organisations
(e.g. Universities)
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Accountability for Coordination and Management is Key
The DMO of the Future

< National DMO
O Networks

B wB2B Representation
E Abroad

wCluster Ceprdination

|9 (Innovation, Internal
Marketing, Financing
Support)

wResearch & Education

wStandard Developmen
& Implementation
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CAPITALISING

Preventing Touwolonisation
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‘Capitalising’

Watch Out for Tourism Cartells... Avoid Tour-olonisation!

Issue Group A: Issue Group B: Issue Group C: Issue Group D:

~

Partnerships with
Tour Operators for
Source Market
Access

Developing Local Rising Demand TourismRelated
Economies Restricted Capacit Subsidies to Suppo
0 a ¢ 2 dzNA (Beds & Tourism

t 20SYUA Infrastructure) (Tax2Business)

~ A A

Phase I;

~

~

5 § LISGy RS, QraNp

Focus on X-Destination

Q OREIEUOE, Standardlsatlo_n & Price Competition § Competition
2 Reduction of SENIES QUEY Cost Pressures (Capacity Utilisatio
f__U N Investment, Pro_duct Reduction h g Risk)
N X Dev. & Marketing
o
O

v Increasing Dependency on Tour Operators (Control of Flight Capacities and Access to Source Mark

Economically
Unattractive

Tour Operator G{ KRRB2 I { Resort Economic

Deterioration (and
TO Horizontal
Integration)

Participations & Control (AH
Acquisitions Inclusive)
(Vertical Integration)

Capacities (i.e.
Hotels)

Phase IlI
daTourclonisatiore

Given subsidies, capacity can be sold at a low price without resulting to private
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‘Tour-olonisation’ Resistance... Some Examples!

Keep Talking Greece

NEWS OPNION MIXEDGRIL WORLDGR SPORTS TOURISM CUTESTUFF UNCATEGORIZED

©<\\ ; s ; \\‘ \ Home » Tourism » “Monster” legistation to destroy Greek coastine in the name of “revenues’. sign Petition N =
1\ < g "p“ e“\ ““\Q ) . h

“Monster” legislation to destroy Greek
coastline in the name of “revenues”; sign

Petition

News Sport Weather

Endless coastline, natural bea
landscape. The number one
~re. A legisiation fore4 = = = =
UK Africa Asia Australia JSUSRRE Latin America Mid-East US & Canad

k coat

~tig

“TORAY”

nnovahor by Chemntry

Venice cruise ship ban to go
ahead as planned

10 August 2014 Last updated at 00:17 BST

taly is going ahead with plans to ban large cruise ships from the centre
of Venice to protect the medieval floating city from potential damage

The government has commissioned an environmental study for an
alternative route, which would still satisfy the tourist industry, the

fahland ~f \lanira
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3 Cardinal Mistakes in Tourism / Cruise Development
‘Holistic Pragmatism as a Development Principle’

High Concentration in K [/ Bt 2@WISH NIOSIf
the Source Markets W{ dzLJLJt ¢ [/ KI A

GAF &2dz OF yQi

1
Gt NAGIGA&S ¢ G4902y2Y8d Ay
cblF A2yl t AaS ¢ 2dzNA aYE
wWhat is subsidised? And what is windirect + Intangible wt tt F & | W ¢ 2 dzN.
taxed? : & contrglllng Operator 0
wRefrain from wlourism onwith other WTO/CO Vertical integration also means
Income generating sectors
wAlkinclusive yes / no aConsideration of entire tourism valezhain oROI (Return on Investment) is not the same
«Mass vs. Individual Travel plus interface to other value chains as ROP{ F ) :
uCostLeadership vs. Differentiation wAvoidance of tourism (and / or w. Sée2yR 2dzaiu WL
wArchitecture + Governance is Key! S 0O2 Y 2 YoRuiuriQ destination to the end
uBmart Legal framework’( ) o Keaaolrt aLlk oS oSe3d ¥  Adza G 2 Y S NE Qb dnd
o ourism o 2yOSLIdzkt 4L} OS oSe3aow i
planning (i.e. Beyond a legislation {UlFYRIFINRAASR bl uA2ylt : JS e ir -
period) uYourists do not just visit Greece because it is

beautiful... They visit Greece becauses/
Cos make profits in Greece
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3 Cardinal Mistakes in Tourism / Cruise Development
‘Holistic Pragmatism as a Development Principle’

High Concentration in ¢h «k / B &WISH NIOSit

the Source Markets W{ dzLJLJX e [ KI A

GAF e2dz OlyQiu fAOS 6AGK GKSYZX odzi |f &z

¢

S
l RR W{ OGN} GS Develop Tourism
Wl 2&LIAGL £ A Economy (not just

W. dza Ay a generate guests and

- Foster CeDependence,
53 |
W{ SNIWAOS aSy N income)

0S L yHs2a i 2 N
just a supplier)

destinatiC

wArchitec crnance is Key! _— {
uBmart Legal framework(licy vs. Measurds & : LJ OS o6S®3ao W Odzai2Y$ NE Qi Ghd
wYourismEducation vs. Training 7 Gdz- £ &aLd OS oSe3doe TOFR0% 4d fhi dedtination

i SR bluA2Yyl { :

uiongterm planning (i.e. Beyond a legislation * : _ . .
period) wlourists do not just visit Greece because it is

beautiful... They visit Greece becauses/
Cos make profits in Greece
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In a Nutshell...

Sustainable Tourism
Development

Tourism
Policy <

N

é )

Tourism Monitoring and
Development Researching Regulation &
Architecture ¢ 2 dzZNJ aly Enforcementin
and Experience Tourism Region:
Dependencies Encounters

Management
Accountability
for Tourism
Clusters
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The Long Tail of Tourism
X el

X Research Functions:

- Founder& Chairman ofhe Cruise
Research Society
(http://www.cruiseresearchsociety.
com)

- ConDirector of thelnstitute for
Maritime Tourism (IMT)
(http://www.imt.hs -
bremerhaven.de)

X Administrative Functions:
- Deancg Faculty of Management anc
Information Systems

- Member of the Research
Committee of the Bremerhaven
University of Applied Science

- Chairman of the CTM Examination
Committee

- Member of the CTM Study Affairs
Committee

Cruise Sector Challenges
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