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Understanding the customer experience

1. Experience mapping
2. Peak end theory
3. Prologue & Epilogue
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Profile descripton

These are new owners who have been on holiday at a
Holidays park and fallen in love. They love the park and the
surrounding area and want to spend more time here.
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Common scenarios

* Their home will be a place to take family holidays
and weekends away

* As their family gets older it will be a place to
take the grandchildren
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Goals and expectations

* They are looking for somewhere they can get to
easily on a Friday evening for the weekend

* They want to experience that holiday feeling
whenever they visit

Post purchase
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Peak End Theory

“a psychological heuristic that explains
how people evaluate past experiences”
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The Holiday Enthusiast Journey
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Profile Description

The holiday enthusiast is someone that lives for holidays. Instead of being a shopaholic, they describe themselves as a *holiday-aholic".
They want to go every few months, and even plan their next holiday straight after one they have just taken! They are always browsing
for a good deal, but often have some "go-to” sources with a proven track record of providing excellent, well priced holidays.
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Common Scenarios

« Always looking for exciting experiences away from normal life, cramming in a bit of luxury before they are too

old to travel.

« Booking their next holiday in advance, sometimes as soon as returning from a holiday. Often these are booked

around set times of year.

[BOOKING AND PURCHASI

First
payment

Happy @ Aspirational [ J—— i Contented
: @ Ambivalent : :
@ s ' @ overvheime ;
Iwant to avoid. i Theredeso
ey e relpee many variables Ive had good 1 can pay monthly.
Wecan't get the Itlooks pretty, its ‘The food quality is ek = . decide it and criteria to experiences with and spread the
ravel option and helping me to make a important to me, it's o cheaper to book s Thompsors and cost between
ision on apackage or First Choice each holiday
(e look furtherinto this separately.
ation

‘The holiday enthusiast has a list of
trusted travel

Emotions !
1f my riends think s
Thoughts e
investgating o bit
more

Touchpoints
Notes The nitalthought about the holiday

L y

recommendations and endorsements

butin the end their decision is based
on price, and not loyalty to one
particular travel agent
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The holiday enthusiastis
expecting some degree of
fuxury with the food, as they
are going on holiday to leave
behind their normal lfestyle.

#s they go on holday alt,
they are used to getting the
right combination of location,
food, accommodation, dates,
attractions etc
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Goals and Expectations

« It will be a change of lifestyle, leaving their current routine behind - sun and no cooking s highly desirable

+ It's a safe bet to book - they know through reviews and

Book car
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Holiday enthusiasts are likely to have
‘more time on their hands, and perhaps
be part time workers or retired. This
means they can be older and require
more specialistinsurance
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The very nature of the holiday enthusiast
510 always have a holiday to look
forward too. As the holiday approaches,
they research the following one (to
perhaps combat the holiday blues)
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Ali's Brittany Ferry on-board experience
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Common issues we see on booking websites

1. Mobile version
2. Search feature
3. Form design
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Understanding the customer experience

1. Experience mapping
2. Peak end theory
3. Prologue & Epilogue
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A few things to remember

1. How people feel at key moments has a
lasting impact

2. Customer experience goes beyond the
‘holiday’

3. Don't rely on data alone - capture the
why behind the what
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Ali Carmichael

ali@experienceux.co.uk

experienceux.co.uk
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