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Presents:Presents:

From Concept toFrom Concept to
Competitive AdvantageCompetitive Advantage

Making the Most of Making the Most of 
Existing Resources Existing Resources ……

““Sustainable Tourism LaboratorySustainable Tourism Laboratory””



I. Experiences & The Marketplace

1. Experiences
& Your Business:

Joe Poone PicWhat is Your E.Q.?



I. Experiences & The Marketplace:

2. Today’s Customers

♦ Connections

♦ Expectations

♦ Anticipation



I. Experiences & The Marketplace:

3. Emotional Bank Accounts & 
Customer Commercials – The Buzz.



“We turn Moments 
into Memories for 

Our Guests.”



Experience – Starbucks

Service – Dunkin’ Donuts

Product – Maxwell House

Commodity – Coffee Beans

4. Experiences & The Economy

Experience –

Service –

Product –

Commodity –

© Pine & Gilmore



“Contrary to what you have heard or 
thought …

Starbucks passionately sought to 
create appreciation for a better 
tasting cup of coffee.”

John Moore

Tribal Culture



5. Experience Realms

Absorption

Immersion
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Entertainment

Esthetic

Educational

Escapist

© Pine & Gilmore



Level I:Level I: VanillaVanilla
Mass MarketMass Market

Level II:Level II: HHääagenagen DazsDazs
Specialty ProductsSpecialty Products

Level III:Level III: Ben & JerryBen & Jerry’’ss
Unique & Innovative ExperiencesUnique & Innovative Experiences

6. Product Levels



Level I:Level I: Mass MarketMass Market

Vanilla – Show & Tell

Commodities

Price

6. Product Levels



Level II:Level II: Specialty Products & Specialty Products & 
Experiences Experiences –– NicheNiche

Häagen Dazs – Engage Me

Competitive Advantage

Premium Price

6. Product Levels



Level III:Level III: Innovative ExperiencesInnovative Experiences

Ben & Jerry’s – Immerse Me

Unique & Unforgettable

Priceless

6. Product Levels



Product Levels &
Your Business

Level I:  Vanilla Level I:  Vanilla –– Show & TellShow & Tell

Level II:  Level II:  HHääagenagen DazsDazs –– Engage MeEngage Me

Level III:  Ben & JerryLevel III:  Ben & Jerry’’s s –– Immerse MeImmerse Me

At what level areAt what level are
Your CurrentYour Current

Products & Services?Products & Services?



1.Sense Appeal

TasteTaste

TouchTouch

SmellSmell

SoundSound

SightSight

II. Creating Unforgettable 
Experiences:



TasteTaste

TouchTouch

SmellSmell

SoundSound

SightSight

2. Exercise:  Think of an Experience you provide 
to visitors – list sensory enhancements you 
might make to create a UFE



Let Me Learn

Special Access - Show me Behind 
the Scenes

Uniqueness or Local Flavor

Introduce Me to an Expert, 
Authority or Cool People

3. Experiential Attributes



“Insider’s View”

VIP Me!

Give Me Bragging Rights …

Totally Immerse Me!

3. Experiential Attributes



Information Buying Process

First Impressions

During The Experience

Lasting Impressions

Future Connections & Follow Up

Assess Connections for an 
Overall Experience Rating:  (+/-)

4. Five Stages of Customer 
Connection Points (+/-)



III. Engineering Unforgettable 
Experiences:

1. Experiential Models

Philadelphia

Columbus, OH

Grayline Worldwide



3. The Experiential Development 
Process:

Develop a strategic initiative to create 
new Experiences & obtain organizational 
buy-in.

Assess, design, craft & stage new Assess, design, craft & stage new 
Experiences.Experiences.

Evaluate & Test, Evaluate & Test

Roll out Experiences for Multiple 
Markets with a Sales Plan



4. Opportunity Guy Eyes

A. How can I adopt the customers’ point 
of view?

It’s About Them



4. Opportunity Guy Eyes

B. Ask “What If”
Think Possibilities …



4. Opportunity Guy Eyes

C. Analyze Customer Connection Points
Emotional Bank Accounts Create Sales People



Bragging Rights!

TheThe

LobsterLobster

LadyLady
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