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Welcome & Housekeeping !
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muted during the If you have connection Questions are A copy of the This session is not
presentation; and plf!ase issues, turning off your welcome at any time — presentation and next being recorded
S | ['2me (. video can help please type your steps will be circulated

can (‘more button’ next to _
name) qguery in the chat. after the workshop.
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2022 Tra i N i N g & N etWO rki N g Previous training available on our

YouTube channel (what experiential

O p pO rtu n ities tourism is, how to develop a visitor

experience, storytelling,
how to reach new markets)

More training is on the way on:

- Sustainable Tourism

- Accessibility & Inclusivity
- Attracting Walkers & Cyclists

Sign up to our Norfolk newsletter to
receive updates: www.norfolk.gov.uk/
experienceupdates

= Networking

— Join our Norfolk EXPERIENCES
A\ ‘ i N L Facebook Group

France ( yjanche ) England e

EXPERIENCE



https://www.facebook.com/groups/999413320839729/
https://www.facebook.com/groups/999413320839729/
http://www.norfolk.gov.uk/experienceupdates
http://www.norfolk.gov.uk/experienceupdates
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5%

of the domestic

market book an
experience before
leaving home

Advertising

Book in advance

Source VisitEngland/ VisitBritain 2019
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YOUR MARKETING STRATEGY
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Tell your story

A picture says 1,000 words

Describe feelings and emotions

Book now!

Post arave review!
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5 P's of marketing

Product
Place

Price
Promotion

People
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Booking widgets:
(e.g. Unmissable
England, TXGB,
Airbnb, Fareharbor)

Booking widgets:
(e.g. Unmissable

England, Airbnb,
TripAdvisor)

pr- £,
IR
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Tripadvisor
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@ airbnb

Booking.com
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MARKETING EXPERIENCES TO POTENTIAL
[OW SEASON VISITORS
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Visitors to come to Norfolk all year around

?

dustry pretend it's always summer

Ism in

... SO Why does most of the tour



Invest in low season marketing

UNMISSABLE

Things to do in winter in Norfolk

Make a collection of Use winter search Feature on tourism
winter images & film terms on your website websites/apps

15 festive winter escapes in Norfolk ... North Norfolk this Winter ... What's On In Norfolk This Winter to ... Winter short breaks | Norfolk Cottages Winter short breaks | Norfolk Cottages Best Winter Breaks in Norwich and ... Last minute breaks in Norfolk - Winter ...
greatbritishlife.co.uk woodfarmnorfolk.co.uk norfolkshiddengems.co.uk norfolkcottages.co.uk norfolkcottages.co.uk visitnorwich.co.uk woodfarmnorfolk.co.uk

Cosy Airbnb getaways in Norfolk to try ... The White House Winter Es... UK towns for winter breaks ... A Winter Weekend on the North Norf... Winter Weekend in Norfolk returns Feb ... A Winter Weekend on the Norfolk Broads ... Winter Touring In Norfolk: Activities ...
edp24.co.uk burntpinetravel.com theguardian.com babyroutes.co.uk thehour.com haarkon.co.uk searles.co.uk

|1

30th mii’d. '.Qnd

- -

Sunday IS8 January 2023 | y 31st March 2023

- _

10 best winter holidays in the... Norfolk Family Holidays in Winter ... Winter Weekend Getaway in New England ... Best Hotels for a Walking Hol... A Winter Weekend on t... Felbrigg Lodge Hotel Norfolk Winter holiday destinations in the UK ...
cntraveller.com wiselivingmagazine.co.uk manorhouse-norfolk.com pinterest.nz haarkon.co.uk felbrigglodge.co.uk thetimes.co.uk



Create seasonal \
experiencesto .
market at least 4
months before
travel

Or/and identify
what makes winter
the best timeto do
these experiences

J”‘/

. areyour best w




Q

Your marketing mix PIRATE

Digital Solutions:

Own website Distribution

SocialMedia : Search/Maps Reviews Ads
with booking widget .
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Google Apps
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Google Maps

Google
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Reviews #»

Google Ads
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What will my Google Business Profile
give me?

Key features:

* To be found on Google Search and Google Maps

* To edit and maintain your overall Business Profile across Google Apps
* Keep contact information and opening hours up to date

* Provide a description about your business to Google

* Receive Google Reviews from your visitors and importantly respond
to them

Google

Google Maps Reviews ke & #

Google

abgle™y Business

Q
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Google

Business Profile Overview Business Solutions wv Resources FAQs

Stand out on
Google with a free
Business Profile

Turn people who find you on Google Search and Maps
into new customers with a free Business Profile for
your storefront or service area. Personalise your
profile with photos, offers, posts, and more.

Manage now

Q

Free

Create a Business Profile at no cost

Khamsa
4.7 - (346)
North African Restaurant

OVERVIEW UPDATES ABOUT REVIEWS PHOTO

© ® ® ®

CALL DIRECTIONS SAVE WEBSITE

0 140 Acre Ln, London SW2 '
5UT, United Kingdom

(©  Open - Closes T0PM v

Re 02077333150

Easy Personalised

Manage your profile from Search and A Add hours, photos, posts and more
Maps




Setting up your Google Business Profile Q

UNMISSABLE

Create and maintain you '‘Business Profile’

* Find or add your business to Google’'s apps and get discovered by
customers on Google Search and Maps

Find and manage your business

 Addyour location address - Google
The Beast of Brixton
. . . Type your business name
e Add contactinformation and website address The Beast of Brixton Q
8.4 % 4k (143)

89 Acre Ln, Brixton, London
SW2 5TN, UK

! Can't find your business?

* Then verify your new profile using a code sent to your mobile

OVERVIEW REVIEWS PHOTOS ABOUT

Add your business to Google

e Add your standard business hours and opening times ®©® © ® ©

DIRECTIONS CALL SAVE SHARE

° 5
89 Acre Ln, Brixton, London 2 Zrdl

* Add photos and videos about your business. Why not reuse some O ek 96
from your posts on Instagram and Facebook?

* Google will then verify your profile before being visible to customers

Don’'t have a venue or fixed location?

Start by using your home address and then once setup, you can
adjust your location to cover an area or region. You won't have a

Experience Cornwall Tours Lo . :
NI pin on a Google Maps but you will be found on Google Search

Website Save Call

5.0 & & & % & 24 Google reviews

Areas served: Cornwall

Hours: Open - Closes 6PM ~



Google Ads
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Gog:;g|e norfolk uk holiday X & Q

Q Al [EImages [»] Videos @ News { Maps : More Tools

About 38,500,000 results (0.70 seconds)

TOUTUS v\\‘ : t" %3 \)‘G 0)_ - - J
Ad - https://www.barefootretreats.co.uk/ ¥ 01485 512245 \ ‘\7‘2 S 2 = BE NOrI;WICh Over /’
: . N U a § the Water
Barefoot Retreats — Luxury Holiday Cottages in North Norfolk "N\, ¢ o
Stay in one of our exclusive Retreats, perfectly located to explore North Norfolk. Enjoy the ;} ! StC rispins Rrd
luxury of a boutique hotel, in our self catering cottages. Book Now! Amazing Places. 4'{-'4’.
9 The Boardwalk,, High Street,, Thornham,, Hunstanton - Closed now - Hours v J[tl{‘irkyard Market 0 ;"f o ' Gurney Surgery -
f’ Kw‘ o 3 % @ Castle Partnership
b ’> ” %q /"‘..7
Ad - https://www.hoseasons.co.uk/norfolk/lodges ~ SQ- ‘f:/’ @ 4 Y Y 4
i ‘ i i /3 ,4'40:.3‘;"
Norfolk Lodge Breaks - Luxury Lodge Escapes y @ oy Er:r:?rl:r( I!)nunkglg;\rfggs coled®® o
) | T
Secure your 2022 break from just a £25 low deposit with Hoseasons, relive the good ' Parko @Tk% = =
times. Lowest price guarantee on an amazing collection of lodge breaks in... / Square pins are ads D 4 ,y";
# k¥ Rating for hoseasons.co.uk: 4.6 - 69,843 reviews Vi  swithins Ry -
= 2y Advertisers pay Google to promote these vich Caf
Ad - https://www.cottages.com/norfolk ¥ ' locations. E
it
: : > 3
Norfolk Holiday Cottages - 98% Would Book With Us Again Learn more Q
Fantastic range of cottages in Norfolk, book online today at cottages.com. e e \ N/ A r — - —
# % J % Rating for cottages.com: 4.7 - 85,719 reviews S s f & Sevenwolves Menswear
$ :
Last Minute Offers - Pet Friendly Cottages - Luxury Norfolk Cottages - Latest Offers & Deals § St Giles Multi | Clothing Shap
Storey Car Park H Norwich
Ad - https://www.airbnb.co.uk/norfolk/airbnb ~ Norwich Market 9 @ \
Norfolk Accommodation - Unique Holiday Experiences . TheForum@y Q
Norwich Car Park \

Find Your Norfolk Holiday Home on Airbnb. Top-Rated Holiday Homes Just For You. Check...
Gift Cards - How It Works - Resource Center - Safety Details - Help Center - Sign Up

https://www.norfolkcottages.co.uk
Norfolk Cottages | Self-Catering Holiday Homes

Book with confidence, Norfolk's local experts in self-catering holiday cottages. 500 plus
properties across North Norfolk's Coast and Broads. Book now.
North Norfolk Coast - Coastal Cottages in Norfolk - Pet friendly - Homeowner sign-in

Google Ads
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5 reasons visitor reviews

are important

1. They generate feedback

2. They open up/continue a channel of communication with your guests

3. People trust peers as much (if not more) than professional critics

4. Online reviews are good for SEO/Social Media

5. They help consumers with product selection

The Power of Review Sites

When it comes down to making the decision to book online, a

positive visitor review is a
offers. So, rather than rec

own website can be equal

most as influential as price or a special
ucing prices —showing reviews on your
y as powerful at increasing conversions.

UNMISSABLE
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Which of the following review websites/apps do you
currently monitor and respond too?

POLL ACTIVITY



Which review sites to use?

UNMISSABLE

@ Tripadvisor  Q O Review D Tips L) Alarte O B Bosket
Paul Dickson &, Vot voview

156 Southwell =g, Noewch

4.7 6 reviews

Sart by
Mostrolovant  Newest  Highest  Lowest
Terry Dowd
3 reviews 57 pholcs

2 montns ago

Aoy lscinoling leur of a lown ane a bit of histary | hought | knew about but Paul flled in 50 much
more ! His sasy going style and obvious love of whest he was dong shoae through. Woll organised and
coffoe al the ord was iding o0 . More

iy Lo

Rosponse from the owner & monts age
Thank you very much Tery. really glac you enoyed Shardiake's Norwich. Thank you for your kind
words and recommencaticn. Best wishes Paul

Susan Murkett
ocl Guide - 31 roviews - 162 phetos

6 months ago

Wert with 8 group from Meet up. Paul gave Us 8 very informative evening walk giving us historical facts
ard storfes from Tomb lard up to Guildral

iy L

Response from the owner 7 mon s 090
Trank you Susan, very pleased that you enjoyed the Narwich on the Dark Side tour,

Screenshot

Norwich  Hotels Thingstodo Restcurarts  Flights HolidoyRentols  Paockoge Holidoys Cruises CarHire  ese

Q sove (M Share

Paul Dickson Tours
SO0O® iZivvinws

#17 of 58 Tours In Norwich

Tours, Historlcal & Herltage Tours, Mare

@ Norwich, United Kingdom

Paul Dickson Tours
9 on Trip

Want other options you can book now?

More~
@

Reviews
About Paul Dickson Tours
Guided walking tours in Norwich and the Broads .
Nationc! Park, | offer group tours [groups from 2 to 20) Revlews
anc o series of sublic bockat'e tours avaliasie vic
Eventbrite and Beyonk. Tours: Sharcicke's Norwich,

V\'v tea -

S Paul Dickson Tours

@pauldicksontours - Local service

Home About Events Photos More

andr

# Soutof5 @

Basod un the opinion of 1 persor

Do you recommend Paul Dickson Tours?

Yes No

WhatsApp

0 Follow © Message  Q
Most Helpful .
S Lisa Harris B3 rccommends Paul Dickson Tours.
13 December 2020 - Q
Went on the S tour yesterday. Th ghly enj e even though | haven't read the

ook (1 cought the tour for my Hubbie & he has read it!) I'd recommend Paul, he v/as a great
guide - we're now looking at his other tours!

[+ B 1 comment
o Like O Comment ¢ Share

» Paul Dickson Tours
Thank you very much Lica. Really pleased that you enjoyed the tour.

Like Reply

@ ite s comment

Screenshot

)
&)
&

¥
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airbnb



Bad reviews are good too
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You might initially think that negative reviews are bad for your i
business, but they're not. Negative reviews make the good reviews

more authentic. Once there aren’t too many of them of course...

Always reply to every review, especially if it's negative.

By responding you'll be showing potential visitors that you care and
that you're always listening to your guests

What to do ‘

* Respond quickly

* Acknowledge the guest’'s complaint
* Apologise & empathise

* Take responsibility

* Provide an explanation if needed

* Take the discussion offline

* And, make it right

What NOT to do ,

* Passtheblame

* Besarcastic

* Godown the ‘legal’ route

* Insult your guests or others

* Blame your employees or other guests
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Inbound Insights from VisitBritain

Consideration of regions within England (short haul)

Short Irish

East of England (e.g. Cambridge, Norfolk Broads, Norwich) EEe{0F 21% 14% 22%
South East (e.g. Brighton, Oxford, Kent, Windsor) 29% 28% 24% 30% 28% 20%
East Midlands (e.g. Leicester, Derby, Peak District) 20% 15% 1% 15% 8% 14%

South West (e.g. Bristol, Bath, Devon, Cornwall) 20% 18% 12% 17% 26% 12%

West Midlands (e.g. Birmingham, Stratford Upon Avon,
Coventry)

Yorkshire & the Humber (e.g. Leeds, York, Yorkshire Dales) B 12%
North East (e.g. Newcastle, Durham) 14% 10%

18% 13%

Q11a: If you were to go to Britain in the next 12 months, which destination would you go to? (Multiple Answers)

Base: Respondents who plan on taking an international leisure trip in the next 12 months (n = 10,954) "
Q12: Which destination(s) in England? (Multiple Answers) =
Gn'féfefl:(_h VRwoN Uywodracth Cymy

Base: Respondents who have chosen England in Q11a (n = 6,246) oo . Ut

b au Denmark France Germany Republic Neths. Norway Russia Spain Sweden
London 41% 47% 45% 46% 46%
North West (e.g. Manchester, Liverpool, Lake District) 33% 28% 20% 23% 34%

20% 16% 23% 31%
22% 25% 27% 32%
17% 13% 18% 17%
15% 14% 20% 20%

12% 12% 1% 19% 13% 1% 1

5% 16% 10%

13%  13%  10%  15%  15% 9%  15%  12%  10%
1%  12% | 4% | 13%  13% 8% 9%  10%  10%

"'" -
& Stétland | Alba’ éljﬁi‘

VisitBritain

UNMISSABLE

Source VisitEngland/ VisitBritain April 2022



Inbound Insights from VisitBritain Q

UNMISSABLE

Main destination types for an international leisure trip (SH)

Visiting large cities and coastal areas are still top of mind in SH markets, while roaming around is also popular, notably among
Italians. Germans continue to express the highest interest in coastal experiences; most Italians and Spaniards are considering ‘
city breaks.

A AN\ \ N

99,

999,
A\ D\ N\ \ \

Rep. of
Ireland

47%

999,
A A\ \ N\ \

Italy Neths. Norway Russia Spain  Sweden

Denmark France Germany

30% 38%

Large city 46%

| will roam around, _
visiting many types of 41% 34% 31% 36% 30% 24% 53% 36% 33% 52% 23% 24%
places

Coastline 37% 37% 34% 33% 52% 37% 32% 32% 43% 48% 22% 37%

41% 43%

i

Small/mid-sized city/town iy 26% 22% 24% 23% 21% 32% 25% 27% 24% 33% 26%

Countryside or village 26% 20% 20% 20% 19% 23% 20% 25%

22% 18% 24% 31% - 24% 22%

Mountains or hills 26% 20% 23%
I'm not sure 6% 6% 8% 7% 6% 5% 3% 6% 7% 2% 5% 7%
Q15: Which of the following best describes the main types of destination where you are likely to stay during your next U =~
international leisure trip? (Multiple Answers) Enmemh LONDON ﬁv,&é’ :"?/ S%?Icn 4 | A Z)&\
Base: Respondents who plan on taking an international leisure trip in the next 12 months (n = 10,954) oottt L VisitBritain

Source VisitEngland/ VisitBritain April 2022



Inbound Insights from VisitBritain
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Level of interest in activities (SH)

Interest levels for activities suggest a return to many pre-pandemic behaviours including those considered at risk COVID-wise in the recent past.
Outdoor activities remain popular for Germans, French, Italians and Dutch, while a strong appetite for culture is seen in France, Italy and Spain.

Rep. of

0 :
(% very interested) SH Denmark France Germany Ireland

Italy Neths. Norway Russia Spain Sweden

Dining in restaurants/bars, cafes or pubs o) 9%
Visiting famous/iconic tourist attractions 350% 44% 38% 52% 41% 48%  58%

54% 55% 29%
£ ‘ 43%  34% = 49%
Exploring history and heritage 49% 44% 33% 93% 42% 42% = 58%

44%  35%  42%
Outdoor nature activities 47% 42% 38% S57% 44% 47% 50% 45% 29% 40%
Visiting cultural attractions 46% 40% 34% 48% 34% 40%  57% 41% 30% 42%

Experiencing Iocalll(l)ff;tsyle, socialising with 41% 38% 34% 49% 35% 36% 42% 42% 3004 379%

Shopping 39% 32% 29% 40% 31% 37% 35% 36% 30% 19%
Outdoor activ. (hiking, cycling..) 38% 35% 22% 43% 43% 34% 43% 51% 21% 32%
Guided tours/day-excursions 36% 33% 21% 41% 26% 28% 43% 43% 19% 44%
Self-driving tours 33% 31% 28% 55% 31% 26% 31% 48% 21% 22%
Attending cultural events 31% 25% 20% 26% 24% 32% 27% 23% 21% 24%
Culinary activities 31% 26% 21% 30% 29% 25% 29% 26% 24% 23%
Spa/wellness activities 29% 25% 17% 30% 28% 31% 29% 26% 17% 21%
Experiencing destination’s nightlife 28% 22% 15% 23% 22% 28% 32% 21% 18% 15%
Attending sport events 26% 20% 24% 19% 27% 18% 21% 21% 15%
Learning new skills 25% 18% 27% 18% 17% 28% 19% 1%  16%

Playing sports 22% 15% 17% 17% 18% 15% 22% 18%

Q16: Thinking about your level of confidence related to sanitary safety, how interested would you be in the following R =3
activities during your next international trip ? Gn fesearch, LONDON iv,x{é \% sy 3 | Alba E"‘ﬁ\
Base: Respondents who plan on taking an international leisure trip in the next 12 months (n = 10,954) e Upmmicash Crome VisitBritain

Source VisitEngland/ VisitBritain April 2022



Inbound Insights from VisitBritain
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Planned booking channel for an international trip

i s Coming back to pre-pandemic attitudes, travellers

Thraagh s travel agentiour - . con§ider a large variety of channels to plan their next Frip.

operator online - i Online travel agents/tour operators and travel comparison
websites are popular channels reassuring to consumers
in the still uncertain travel scenario. Official destination

A travel comparison website

Lirect W“g;;fr‘;gfra‘“’fe”y websites, transport and accommodation providers play a
significant role in the booking process across most
D¥oct from e aiicial markets, again stressing the importance of reassurance

website of the destination . .
and trust in the planning phase.
Direct with accommodation

provider

Through a travel agent/tour
operator at a storefront

Through friends and family in|
the in the destination country|

. . - . ' = —'

Q19: How would you envisage booking your trip? (Multiple Answers) ’*ﬁ%’ié S 2 m
Base: Respondents who plan on taking an international leisure trip in the next 12 months (n = 10,954) Gn Research LONDON o éSco'lland Alba - 1 i
Trovel Competitive bateiligence oCq Welsh Gowesnment iIsitoritain

Source VisitEngland/ VisitBritain April 2022
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YOUR QUESTIONS



Next Steps

Any ideas?
Contact us at

1:1 business support for activity development has become
available

Experiences will feature on a new tourism website

Next workshop:
Greening your Business -
A Practical Guide to Sustainable Tourism

Tuesday 14 June (10am) or Thursday 16 June (6pm)

Visit the Resources Hub for more content

P

THANK YOU!
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