
1

Monitoring von Social Media: 

Beispiele aus der Hotellerie und dem

Tourismus
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Agenda

I. Einführung

II. Herausforderungen in Hotellerie (Tourismus)

III. Fallstudien und Vorstellung Social Media 

Monitoring Tool von NetBreeze
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introduction

Netbreeze is a leading provider of social media 

intelligence solutions since 1999 covering 

communication, marketing, sales & customer service.

Institute Economics & Tourism, University of Applied 

Sciences of Western Switzerland Valais (HES-SO Valais)

Å 30 professors  and research associates

Å Ra&D in tourism, entrepreneurship and public 

management

Å Tourism Unit: eTourism, market intelligence, management 

tools in tourism, destination management, innovation 

research, sustainable tourism,
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(Marketing) Challenges for the Hospitality Industry

Å Short and medium-terme drivers:

Source:  Amadeus 2008. The future of the hotel industry

Globalisation

Web 2.0 / new technologies

Price transparencyDemanding / 

educated customer
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Some Implications for the Industry

Å Capturing and making use of customer information is key

Å Multiple touch points need technology to support all 

customer interactions, from the consideration and decision-

making process through to the post visit period.

Å Customer engagement and personalisation is required 

across all touch points. 

Å The industry must embrace communities and social 

networking as they are set to grow in importance

Å Distribution, channel and content management will become 

more complex -> cross-channel distribution

Source:  Amadeus 2008. The future of the hotel industry
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Importance of Internet for travel bookings
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The New Hospitality Play Ground in Marketing

Source:  adapted from Jens THRAENHART 2009, Chameleon Strategies, Editor, Tourism 

Internet Marketing Blog

Hotel Website / 

(online) 

Distribution 

Channels

+

Classic Marketing 

Channels
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Know where your customers talk about you

Getting light in the social media jungle 
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Hospitality Case Study



Die Zeit ist reif : Anwendungsbeispiele
Raphael El-Saheli
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Mögliche Auswertungen zu Regionen Monitoring


