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Agenda

l.  Einfdhrung
Il. Herausforderungen in Hotellerie (Tourismus)

Ill. 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)

A 30 professors and research associates

A Ra&D in tourism, entrepreneurship and public
management

A 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

A Short and medium-terme drivers:

Globalisation

Demanding /

Price transparency
educated customer

Web 2.0 / new technologies

4 Source: Amadeus 2008. The future of the hotel industry
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Some Implications for the Industry

To

Capturing and making use of customer information is key

A Multiple touch points need technology to support all
customer interactions, from the consideration and decision-
making process through to the post visit period.

A Customer engagement and personalisation is required
across all touch points.

A The industry must embrace communities and social
networking as they are set to grow in importance

A Distribution, channel and content management will become
more complex -> cross-channel distribution

5 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

Photo
Sharing

Micro
Blogging

Video
Sharing

Hotel Website /

| Ke
Cmine Soc?al
Distribution Platforms
Channels
Classic Marketing Message
Boards
Channels

Social
Networking

Source: adapted from Jens THRAENHART 2009, Chameleon Strategies, Editor, Tourism
7 Internet Marketing Blog
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Know where your customers talk about you

Getting light in the social media jungle

Social Comment &

Crowdsourced

Pictures Content

Blog Platforms
LiveCasting -

Video and Audio

C :ngliMni
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Wiki

Music Blog Communities
The Conversation |
Tt - J Micromedia
Events
Lifestreams
Documents
¢ Specific to Twitter
Video Aggregation

SMS/Noice

Social Networks

Location Niche Networks

NETBREEZE Hes so/// it



Hospitality Case Study
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: Monitoring
Regionen

..- wertungen zu

Mogliche Aus

Regionen Monitoring

* Wie Stark wirg ~Luzern« in °...
Socig| Media diskutiert?

* Wer jst DER Blogger Zum
Thema ,,Heidiland“?

Hotel Moniton‘ng

,,Lausanne“ am hayfi
Verbindung gebracht?




