SWISS & SNOWSPORTS

Experience-oriented Hospitality In
Swiss Ski Schools

Excited Guests and Magic Moments
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What is our interest in experiences?

Not only the ski equipment and technique
have kept changing...
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...but also the environment of winter
tourism...
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Average day pass price (2006 bis 2018)
_*+21% in CHF
o in EUR

New destinations in winter tourism

N,

Changes in travel customs and behaviour Climate Change

Increase in leisure activities Changes in experience behavior
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Quelle: Vanat (2018) Fakten und Zahlen zur Schweizer Seilbahnbranche



..and the consequences for demand.

-25% Skier Days i .
since 2006

since 2006 ; season in the three principal

_Swiss+Alpine Cantons (Grison,
/\alals, Berne) since 2006
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Quelle: STV (2018) Schweizer Tourismus in Zahlen 2017



What can we do?

Price or Quality?
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Quality directly affects the perception of
the price

Bayern Munich FC team jersey: Bayern Munich FC team jersey:
CHF 90.-
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But what do we mean when we say
“quality”?

Quality in
Tourism

Quality of Service Quality of
Infrastructure Quality Experiences
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Quality and Guest‘’s Expectations

Guest's Satisfaction Guest's Satisfaction
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What use are Magic Moments in Swiss
Ski Schools

attractive employer /
attractive job

Increased recognized value of

tourist destination
* have a say
* participate
* help shape the future

* increase in work hours

« satisfaction

* motivation for
employees

N
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Increase in demand (guests)

» (Guests return — more regular
guests

» Guests recommend us further —
more new guests

#mymagicmoment
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The pathway to Magic Moments
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The pathway to Magic Moments

—We absorb our environment through our senses and channels of perception

our senses.
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Quelle: Robier (2016). Das einfache und emotionale Kauferlebnis.



The pathway to Magic Moments

— this triggers emotions in us
— a bundle of emotions lead to great experiences

— "The most enthusiastic guests tend to be those that experience things that
are not commonplace and happen unexpectedly. These experiences
involve several of the guests senses, far exceed their expectations and
allow them to participate in an active role".
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How can Magic Moments be created In
ski schools?

Guest‘s Satisfaction
A

Guest‘s Satisfaction

+ Magic Moment

=+ Wow-Effokt

rlebnis
=* Begeisterte Giste

+ Experience

Erwartete Leistung
ulriedene Giste

Expected
performance
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Who Is responsible for Magic Moments?

Guest‘s Satisfaction
A

+ Magic
Moment
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Helpful tools for the ski school

«surprisingly quick and simple.»

«doing the right thing the right way.>»

g B - ' .
Before Front Desk Meeting Point Special events

Magic Moment Toolbox
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What is the Magic Moment Toolbox?

Magic Moment Toolbox Uswuchen (9 Ligss » s

Magic Moment Masterplan
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Helpful tools for the snow sports
Instructor

«Fulfil unuttered wishes. »

«create unforgettable experiences.»
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The basics for the creation of individual
experiences

« Academy No 29, 30 and 31

Absorption
(cognitive / brain)

p..uswertung

einer Gruppe (151

Entertainment Educational
Analyse passive active
1st-Soll-Vergleich machen participation participation
Esthetic Escapist
Auswertun9
Yon Vorg) G‘ch:mpp‘“ (50\\)
Immersion
(emotions)

Preparation is the Be-All and End-All...



Magic Moment — mountain coat
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Magic Moment — mountain coat

&
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Magic Moment Collector - Database for
ideas
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Firer und Suche anwendan Fiter zurlicksatzen

© M1t sinem Ensteiger nach 30 Minuten aut de Piste ® Sctwienge Pessagen bern Varantsniahrsn

® Apres-SK @ Zurickiasten im Neoschnes

© Nutzen alisr Hodemissa im Neuschnee ® Varantenabfahrt mit anschiiessandem Apfelkuchen
© Nght Show mit der Acadermy-Klasse & Angst auf der roten Piste Uberwincen

© Bugelift tahven ® Powder-Kicker um Speings 2u (ben

® Abfshrt bel stakem Schneefall @ Oft-Pista Aldahrt mit Fondue

® Schnee glitzart Im Abandiicht ® Wisdareinstaigar-Snowooard

® Baim Variantentzhren die Natur erleben lassen & Restawrantempfehiung
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WWW.snowsports.ch/magicmo
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http://www.snowsports.ch/magicmomentcollector

Thank you very much for your attention!
b
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We are looking forward to seeing you In
the workshops!
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