A-LA-CARTE komunikacija '(

cooperazione territoriale europea
programma per la cooperazione
transfrontaliera

Italia-Slovenia

. T . evropsko teritorialno sodelovanje
sepna komunikacija in

Slovenija-ltalija

direktni marketing

Neja Petek, Agencija za marketing v turizmu Nea Culpa
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Trzenje v turizmu

- nadgrajevanje turisticnih produktov v zgodbe,

- celostne komunikacijske in trzne strategije turisticnih
trznih znamk,

- foto, avdio in video produkcija za turizem,

- graficno oblikovanije,

- odnosi z javhostmi za turizem,

- direktni marketing turisticnih zgodb in produktov,

- spletni marketing v turizmu.
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A-LA-CARTE komunikacija z gosti

CRM = customer relationship management

KLJUC DO DOBREGA DIREKTNEGA

MARKETINGA
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A-LA-CARTE v odnosu =
zacutimo okus gosta in
mu ne ponujajmo le
vhaprej pripravljenega

jedilnika komunikacije
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Vredno se

je truditi
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Kako povezati identiteto turisticne trzne
znamke s komunikacijo z gostom?

Zakaj in v cem je nasa osebna komunikacija
boljsa?

Kje se zaCne?
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SPREJEM GOSTA

Prvi vtis

UREJENOST
TOPEL POGLED V OC|

NASMEH
PRISRCEN POZDRAV
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SPREJEM GOSTA

Prijazen sprejem je osnova za dober odnos
100 % se posvetimo gostu

Nasmeh je cel koS zdravja in zadovoljstva v
odnosu z gostom.
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SPREJEM GOSTA

Pozitivna in odprta neverbalna
komunikacija
Nadzorovanje razpolozenja

Preverjanje zadovoljstva

Pomnjenje imena ngn He vofbr k
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KAJ POTREBUJEMO?
Pripadnost podjetju in zgodbi
Iskrenost in [jubezen do gostov

Motivacijo in samomotivacijo

Poznavanje in upostevanje vrednot
iN Z njimi povezanih cCustev 2, H yoror
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L Eapition
Full-Service |

il

Posebno
definirano

podroCje |

ZIVLJENJE (vrhovna vrednota)

AFEKT

zZivljenjsko pomembne vrednote

zelo pomembne vrednote

srednje pomembne vrednote

malo pomembne vrednote

OGBOZEN, NEPRIJETEN
OBCUTEK

Ko nekaj ogroza eno izmed
»mojih«, lastnih vrednot

PRIJETEN, POZITIVEN OBCUTEK
Ko nek dogodek potrjuje eno izmed lastnih
vrednot; ko »jaz« skozi dejanja potrjujem lastne

vrednote ali eno izmed lastnih vrednot 6
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V stiku ne ocenjujemo drugega skozi
piramido svojih vrednot.

Cim prej prepoznajmo piramido
vrednot sogovornika in jo potrjujmo.
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Ob vsaki situaciji ali dogodku se aktivirajo nasa
custva, ki so lahko prijetna (Ce je nasa
vrednota potrjena) ali neprijetna (Ce je

nasa vrednota ogrozena).

Vsa Custva imajo svojo logiko, zakaj se
pojavljajo in cemu sluzijo.
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Kako se pozitivno odzivati na Custva gosta?
Najprej poslusamo
Simultano prevajamo in cutimo empatijo

Nato delujemo in pomagamo kot ambasador
turisticne znamke, ne na podlagi osebne
sodbe
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Prepoznavame potreb na

POC
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vprasanj, ne na
nasih domnev
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7 odprta nevtralna

odprta usmerjevalna

\ ......................... zaprta vpraanja._
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\Vzemimo si €as za vprasanja in
aktivno prisluhnimo odgovorom
Pokazimo zanimanje

VZivimo se v gostov svet
Ostanimo mirni

Poslusajmo aktivno
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Gostu omogocimo

- topel obcutek doma,

- obCutek sprejetosti,

- ustrezljivost,

- obCutek, da je vedno na prvem
mestu
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FUNCTIONAL NEEDS EMOTIONAL NEEDS

Quality | 4F [Service Excellence ]
Lt Lt
 Delivering on promises oy [ Shifting expectations J

J/

~

[ Conforming to standards =2 b [ Making “I Feel Special” }
Lt -
: There is nobody that can match them
They know what they are doing for friendly and outstanding service.
and you rarely see an error They always make you feel special
and they always go for extra mile to
Igp! senze.you.

[Customer Satisfaction } => [ Recommendation }

Positive words of mouth advertising

Source: Sofitel hospitality management



Segmentacija
profilov
gostov In

VeV V

trzisc
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PRITOZBE IN UGOVORI

Pozorno poslusajmo

Ne prekinjajmo

Opravicimo se

Ne izgovarjajmo se na druge
Preverimo

Predlagajmo resitev
Zahvalimo se
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| - OWE-U :
U-OWE-ME

Bodimo
vedno tu in
zdaj za
g0sta
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KAJ JE DIREKTNI MARKETING?
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Brosure in katalogi
Telemarketing
E-novice
Personalizirana posta
Druzbeni mediji

SMS marketing ...
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Direct Marketing Campaign Process

Set Home Buying
Goals

Formulate a Powerful
and Customized Direct
Mail Piece Sequence

Calculate Your ROI
(Return on

Investment)
Launch Your Direct Mail

Sequence to Your List

Analyze Campaign
Results & Develop

fespatise Profiles Receive Calls From

Prospects and Track
Caller Information

: b
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Pri direktnem
marketingu direktno

nagovarjamo tocno

THE TARGET AUDIENCE IS dolocene skupine
MALES AND FEMALES gOStOV
AGED ZERO AND UP
ngn M O T% Italia-Slovnia

CULPN JE%EN{QE, r?lucnu: B AT ok Slovenija-ltalija






PERFECT TIMING

Our new glossy. : -inspired clocks bring old-school
charm to es, kitchens or hallways.!

Biti moramo v
pravem casu
na pravem
mestu

NEWGATE ELECTRIC
WALL CLOCES, S50

lss s+ NEWGATE BUBBLE **"3
| WALL CLOCKS, $85 &
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Shranjujemo,

A @ analiziramo,
Brﬂtfgst *.-::2{5:-* 1:*22 Na d g raj Uj emao,
S{:I_Clﬂ| Media Sitas \ | ;"I Your Welbsite Z=
g 4 ¢ =} osvezujemo, nadzorujemo
Data S e
Collection int Collaterals
i Print Coliateral

vse vire, od koder prihajajo

J v 1 @ v Telesinﬁrs,-’
i biﬂ . Ve . .
P el B podatki o nasih gostih in

Videos Ermicil Direct Mail

jih urejamo v enotno bazo
ansn 4% MG%F}DR i

cuLPN BRLE W :

INCUBATOR




Telemarketing

Povemo, kdo smo (kratko
in sladko:)

Zakaj klicemo
|zpostavimo, kaksna je

korist za gosta
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/lati klic

ob povratku

z oddiha
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_ THAT OBJECTION
WASN'T COVERED IN

Ne berimo med
telefonskim
pogovorom in ne
uporabljajmo
vhaprej
pripravljenih skript,
saj to ovira
poslusanje gosta.

| 50,LET'S JUST SKIP
IT AND STICK TO

Thre 153 baterway ahd 4% calleed "G Copyright B Caunts LLG, &1 rghds reliefi]
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10YEARSAGO

Direktna
pOSta

E - novice
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94% ean Vacation Countdown

S ' E—novice

oblikovno v skladu z

on-line
rate
aquaranteed

naso celostno graficno

Ocean MEXICO Clcean — Oicean S
3"1:1};‘-‘["1"3"-"“‘ AFRERA AT ﬂ Coral&Turguesa Ty BlueXSand ramewm

podobo in identiteto

w00 MU

W tripadsor SN 1734 Reviews

BB ripsctiice @B 3075 Reviews N tripadidsor EEEEE 4237 Reviews

For resorvations visit www. DoecanHotels.not or in the UE., Canada & Puerto Rico call: 1 888 631 8927 6

Dominican Republic: +1 809 200 8312 NEN % M O “b R

JESENICE MOBILE Italia-Slovenia
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Hame Special offers

Holidays under

£300,,

Ibiza 3 SC

7 nights from £339pp ™
Departs Gatwick
Majorca 4™ SC

7 nights from £26%9pp~
Departs Liverpool
Tenerife 3= SC

7 nights from £239pp~
Departs Manchester
Antalya 3= SC

7 nights from £232pp~
Departs Manchester
Malta 3= SC

7 nights from £245pp™
Departs Gatwick

Corfu 3= SC

7 nights from £235pp ™
Departs Luton

UNWIND IN CRETE

easyJet

holidays

City brealks Beach

MORE F@IRLESS

Take your pick from some top destinations on

~ the easyJet Holidays website like Majorca, Ibiza,
the Algarve, Costa Del Sol and
Costa Blanca.

Milan 4= B&B

2 nights from £29pp ™
Departs Luton

Krakow 4~ B&B

2 nights from £99pp ™
Departs Southend
Madrid 3~ B&B

2 nights from £105pp ™
Departs Luton
Budapest 3= B&B

2 nights from £105pp ™
Departs Luton

Prague 3~ B&B

2 nights from £105pp”™
Departs Gatwick
Amsterdam 3™ B&B

2 nights from £1 15pp~™
Departs Liverpool

Costa Del Sol 3 HB

7 nights from E429pp ™
Departs Glasgow
Costa Brava 3™ B&B

7 nights from £429pp™
Departs Bristol
Algarve 3% SC

7 nights from £399pp~™
Departs Newcastle
Rhodes 3™ HE

7 nights from E425pp™
Departs Liverpool
Cyprus 3= B&B

7 nights from £405pp~™
Departs Manchester
Bodrum 3~ HB

7 nights from £435pp~™
Departs Bristol

When looking for a relaxing and tranguil

holiday in Greece, th
not disappoint. The p
enjoy sun, sea and sand
from £235pp

and of Crete will

t getaway to
- 7 nights 3* SC

VISIT US |3

— novice

Jasno izpostavljen “call-to-
action” — povabilo k

nakupu
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E - novice

| resmaas .. IR Personalizacija in

The sverage 25 year ok has 2,240 days laft io Bee When you take o the LEJLU
tima you spend sieping, working and social nebworking, the days left over

ara fewer than you'd think. Every day & mportant. Every day = & new 1 n ‘ n HRS
109V

cppotenty. Every doy needs fo count. Life is our most preciolss commodiy

B 548 osebni nagovor, ki

TOP WAYS TO MAKE EVERY SECOND COUNT

vzpodbudi sanjanje

EUROPEAN Hiﬁlllﬁ HTS BEACHES & REEF3 THAI ISLAND HOPPER WEST

L L] L]
+ Stay at pur Freénch Chiteau + Cuddie 8 Kosla = sk the night marketz in Fhuskat
* fBide & gondola & Venice * Learn o surf st our beach camg = Cool off &t Bangpas Waterfal | | I Z a | I | | I I a | . e
= See the Colosseum in Rome * Visit Sydney Horbour Bridge = Try some local spociafties lioe Fod

Sec Ew

[“view © | [ view Q) [ view O |

ONE LIFE, ONE SHOT,
MAKE IT COUNT S % - '\O k
CBEQ” JESENICE Mug : R Italia-Slovenia

mesto jekla vetia | M CU B AT OR Slovenija'ltalija

Call us 0845 075 0590 .f 0 @ contild Sice &




@ Expediacouk- A~

Peaple shaped travel

Home Deals Flights Flights + Hotel Hotels Car Hire City Breaks Things to do

E — novice

Last Minute Holidays Book Now

Integracija z nasim

Mear, far, city or beach...if you need to get away asap we have a bargain for you.

Download our app and save

v . .
Cur award-winning mobile app means you can easily book hotels wherever you are. Give it a go with S p | eto I I I d r u Z b e n I I I | I
]

this discount code.

Use before 08/09/2013

On iTunes and Google Play

omrezji in aplikacijami

any hotel booked via the app ‘ Revpaicyes

Terms and conditions apply '

_ Whatever your ideal honeymoon, ol R -
we could make it happen! MO T% R e

NEN . :
BOOK NOW | z Italia-Slovenia
CULPN JEEEE{%EU, uM?laclLu B AT ok Slovenija-ltalija
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@ Expediacouk- A~

Peaple shaped travel

Home Deals Flights Flights + Hotel Hotels Car Hire City Breaks Things to do

..........

Last Minute Holidays Book Now

Mear, far, city or beach...if you need to get away asap we have a bargain for you.

Download our app and save

Cur award-winning mobile app means you can easily book hotels wherever you are. Give it a go with
this discount code.

Use before 08/09/2013

On iTunes and Google Play

Simply use it at the checkout

any hotel booked via the app ‘ Revpaicyes

Terms and conditions apply '

_ Whatever your ideal honeymoon,
we could make it happen!

BOOK NOW |

200 Maamlnad nor — =

o
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Skrb za bazo, analiza in
segmentacija

Merjenje Open-Through-
Rata in nato CTRja na

povezave

% yoror (T
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EscapeTravel

LT NS ST

$ 5 () Birthday gift voucher:

E — novice

Presenecenje za rojstni dan

s (g EscapeTravel

B i maa i - i d
& Find GRS WHIENdGERD LA i
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EscapeTravel

LT NS ST

$ 5 () Birthday gift voucher:
y E — novice

jasnost, preglednost, prava

mera, poudarek na

e Vi ot i e Eﬁﬂpe‘l'ravﬂl' privlachem zgornjem delu,

ki je glava e-novic

B i maa i - i d
& Find GRS WHIENdGERD LA i
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yogaone

yogaone
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Direktna

posta
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Druzbena
omrezja kot
virtualna

dnevna soba

t ) ‘ o ,
NEN Italia-Slovenia
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Integracija in
enotna
komunikacija

SO - social
LO - local
MO - mobile
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/ veseljem smo vam na voljo

Nea Culpa, Agencija za merketing v turizmu
neja@nea-culpa.si

Nea Culpa d.o.o.

Parmova 14

1000 Ljubljana
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