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Unit 9. Visitor attractions

B. Examine how visitor attractions meet the diverse expectations of visitors

B1. Different types of visitors and their diverse expectations
B2. Products and services provided, including primary and secondary spend opportunities
B3. Ways to meet and exceed visitor expectations

B4. Use of technology and its importance for visitor attractions
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Need to know:

Identify different types of visitors
Understand the different products and services provided
Identify ways in which visitor expectations are

Explain the importance of technology for visi ns

Skills:

Showing knowledge and understanding in a variety of ways: presentations, posters, emails, blogs,

discussions etc
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Unit 9 Assessment: key terms T

Definition
Analyse

Article A piece of writing about a particular subject suita

Ema activity.

Draws on varied info

Evaluate . . C g
ges . alternative actions . relevance or significance.

Inclusion ¥ amples and diagrams to show what is meant within a specific context.

Give reasons or evidence to: support an opinion /decision or
prove something right or reasonable.

Report A formal document that is clearly structured and written in appropriate sector language

Travel plan A structured travel document giving a range of details and information with dates, times and places.
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Unit 9 Assessment: activities
B. Examine how visitor attractions meet the diverse expectations of visitors
An article that explores how two contrasting visitor attractions offer products and ' et and
exceed visitor expectations.
PASS DISTINCTION
B. P3 . D2
Explain how two different visitor cts Evaluate the suitability of products
attractions offer prod i i y two different and services provided by two different
that meet the div the use of visitor attractions and the use of
its visitor technology in me®ng the diverse technology in meeting the diverse

ions of its visitors. expectations of its visitors.
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B1. Different types of visitors and their diverse expectations
* Different types of visitors-UK based and overseas:
o individuals — adults, children. o families. o groups — education o overseas visitors
o UK tourists visiting attractions overseas o people with specific needs.
* Diverse visitor expectations, to include:
o accessibility o cost and convenience o safety and security o entertainment
o education/information — provision of a learning environment
B2. Products and services provided, including primary and secondary spend opportu
. Products and services provided, e.g. rides, exhibits, landscapes, inf i
*  Support services, e.g. visitor information centre, parking, par
and children's facilities, signage, security, cleaning.
*  Primary spend opportunities, e.g. admission, seats, exhibitio
. Secondary spend opportunities, e.g. shops i i i d accommodation, guided tours, visitor centres,
events, ticket upgrades to avoid que
B3. Ways to meet and exceed visitor ex
*  Appeal of location and envi
*  Accessibility and quallty of e

, creche

erence,catering and accommodation opportunities.
i-Fiaccess,groupdiscounts, advance purchase discounts, discounts via other organisations

obile applications, reservation systems, ticket collection points.
. electronic information boards/signage, controlled gates, managed visitor flows, staff communication —

methods — tourist guides (White, Green, Blue Badge), personal interpretation, video screenings, enactment, guidebooks and brochures,
free apps for mobile devices, special effects, animation and simulation, e.g. Jorvik Viking Centre York, Universal Studios Hollywood, Uluru-
ata Tjuta National Park.

* The importance of technology for visitor attractions, to include: improving the quality of products and services offered, e.g. 3D digital
models/exhibitions, simulated rides, high-tech events; improving ease of access/booking or reduction in queuing times, e.g. electronic fast-track passes,
online booking/reservation systems; reducing operating costs, e.g. in staffing, training, maintenance; enhancing the image or raising the profile of the
visitor attraction, e.g. high standards of website accessibility and availability, virtual tours; helping to maintain a competitive edge by enhancing overall
visitor experience.
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B1. Different types of visitors and their diverse expectations

Visitor

. o Stages of the visitor attraction exp
experience

| Jring the visit Post -visit
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B1. Different types of visitors and their diverse expectations

Visitors

UK +
International

Difi ren.
typ s of
isi ors

and\. { liverse
expe. .tions

o accessibility

o cost and convenience
o safety and security

o entertainment

g attractions overseas o education/information — provision

2 people with specific needs of a learning environment
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?; B1. Different types of visitors and their diverse expectations <+ different type of visitor?

C© 1 = not important 5 =very important

Public Car Wheelchair . Range of Children's
. Toilets food
transport parking access y
options

Teenager

Young
couple

Young
mother with

children

Older couple
(60 years+)
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B1. Different types of visitors and their diverse expectations Brainstorm the expectations for
educational visits to an attraction.
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B2. Products and services provided, including primary and secondary spend opportunities

Products
and
services

servi

incluc 1 pr
secor. ry
oppol es
‘ Secondary

spend
opportunities
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B2. Products and services provided, including primary and secondary spend opportunities

Examples

Products Support
and services
services

e Admission *  Shops/retail outlets
*  Activities *  Catering
changing «  Exhibits *  Accommodation
* Seats *  Guided tours
First aid Ticket upgrades:
e VIP tickets

Security

Signage *  Multi entry passes

) *  Annual passes
* Cleaning P

*  Membership
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B2. Products and services provided, including primary and secondary spend opportunities

@ + For one of your attractions compile lists under the four headings
5

Products
and
services

Support
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B2. Products and services provided, including primary and secondary spend opportunities

@ + For one of your attractions compile lists under the four headings
5

Products
and
services

Support
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B2. Products and services provided, including primary and secondary spend opportunities
Identify a specific type of visitor for your chosen attraction. Create a leaflet guide which outlin menities,

[_\/f products and support services, as well as primary and secondary spend opportuniti ared with others.
(\
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B3. Ways to meet and exceed visitor expectations

Appeal of
location and
environment

Way: to n ret

\ r i
and  xcec services
v e ation
Development
of new
- products +
Dlver.s!f!catlon services
of facilities and
amenities
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B3. Ways to meet and exceed visitor expectations

Appeal of
location and
environment

ENTERING
"~ QUEHANNA
WILD AREA

STOP AHEAD
FOR SPECIAL- RESTRICTIONS
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B3. Ways to meet and exceed visitor expectations ) o C sos.e a visitor attraction "
i and using pictures/maps etc explain

how the location a nvironment is
appealing

Appeal of
location and
environment
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B3. Ways to meet and exceed visitor expectations

Accessibility
and quality
of existing

products and

services
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B3. Ways to meet and exceed visitor expectations

Accessibility
and quality
of existing

products and

services
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Choose a visitor attraction
and using pictures/maps etc explain
its accessibility and the quality of its
products and servi
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B3. Ways to meet and exceed visitor expectations

Image,
branding and I~ N f
promotional KU 1
offers :
FA

ENGLISH \
HErRITAGE & Marwell Zoo

National
Trust
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B3. Ways to meet and exceed visitor expectations
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B3. Ways to meet and exceed visitor expectations
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branding and
promotional
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B3. Ways to meet and exceed visitor expectations

@ s Choose and research a visitor attraction. For that attraction identify h i fied its
W facilities and amenities

L) o ffo . / k
Diversification

of facilities
and amenities
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B3. Ways to meet and exceed visitor expectations
services.

Development
of new
products +
services
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B4. Use of technology and its importance for visitor attractions

. online booking

. reservations

Booking
systems

. managed visitor flow

o \ eo
. online tickets L
or ticket collection thn‘ ogy “d . staff communication
k. 'm ortan »
t.  isitor

attractions . Improving the quality of products +
services — 3D modelling, high tech events
The

Slogical importance of .
.E i i
features technology for ase of booking/reservations
. . secondary to visitor
. tourist s (white, green, blue) L e e T . Reduce operating costs

(staff, maintenance, training)

. re -creation + re-enactments

. Help create a competitive edge over

. N competition
. special effects, animation etc
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B4. Use of technology and its importance for visitor attractions

Use of —) « Foryour attraction see how long it takes you to go
technology and {b\[j Evaluate the booking process.
Booking its importance How well doeg it vyork? How lon
systems o Why do organisations pref

attractions

g

Visitor
management
systems

technology f?
visitor
attractions
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B4. Use of technology and its importance for visitor attractions

Use of For your chosen visitor attraction identify its use o its

technology and (bff importance.
Booking its importance
systems for visitor

attractions

Visitor
management
systems

How does technology helg
. visitors . attr n .e e costs

technology f?
visitor
attractions
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