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Sample definition & Scope of analysis

= |nternational tourists (at least 1 night at destination, all purposes of visit, all markets)

= Data period analyzed: 2011 to Q1/2013

= Selected analysis of 23 Indexes related to the human hospitality

» Focus on 5 markets: UK, France, Germany, Japan, US, Russia:

= Focus on 6 segments : Leisure, Business, Families, Friends

= Benchmark selection & sample sizes :

EUROCITIES NON EU CITIES

9 665

L

v
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1471
I a Main cities in North America, South-East
Asia and Middle-East / North Africa

Amsterdam, Barcelona, Berlin, Brussels, Bruges, Budapest, Copenhagen,
Cork, Dublin, Dubrovnik, Edinburgh, Florence, Geneva, Zurich, Genoa,
Istanbul, Lisbon, Ljubljana, London, Lyon, Madrid, Milano, Munich, Nice,
Marseille, Paris, Porto, Prague, Rome, Salzburg, Sofia, Turin, Venice, Vienna
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TRAVELSATO Indexes Definition
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An Index for benchmarking

W
Cities’ hospitality competitiveness

xceptional

Acceptable
However, experience
doesn’t exceed expectations

Low
Problems of consistency in the quality
provided and / or non fulfillment of expectations

Very low
Significant quality problems, highly detrimental to the
‘oQ reputation of the destination
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Note: the interpretation grid does not apply to price related Indexes
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2. TRAVELSAT Competitive Index

Overview of the European
Cities’ Hospitality
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II@ KEY PERFORMANCE INDEXES

Overall fulfilement
f tati
of expectations 143
. m European Cities
Non EU Cities
Overall stay value
f
or money 145
0 50 100 150 200

TRAVELSAT COMPETITIVE INDEX ©

A 4
T C ||||” ”I Ml
Research EUROPEAN CITIES MARKETING
MEET EUROPEAN CITIES

Tourism Competitive Intelligence


http://tci-research.com/index.html
http://images.google.fr/imgres?imgurl=http://www.wyrebc.gov.uk/page.aspx?ImgID=2391&imgrefurl=http://www.wyrebc.gov.uk/Contact_the_Council/Feedback_Scheme/Complaints.asp&h=270&w=300&sz=15&hl=fr&start=85&um=1&tbnid=f0dkcQw3BDoSOM:&tbnh=104&tbnw=116&prev=/images?q=complain+tourist&start=72&ndsp=18&um=1&hl=fr&sa=N

U

II TravelSat

Hospitality Measures
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Number of information centres available

Guided tours, Excursions
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Convenience of visiting/Crowd
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Hospitality at historic sites and museums 203

Maintenance of historic sites and museums 246

Opening hours / days shopping 128

Shopping Cultural Activities

Hospitality of personnel in shops 125

Signposting
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Hospitality at entry points
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Taxi service

Hospitality of personnel in public transport 115

Transportation

220

Accessibility of public transport

) 'Illl'llll'l"'l'll

Hospitality of restaurant personnel 138

Hospitality of personnel Accomodation 156

Food

Accom. &

139

Overall quality accommodation
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m SUMMARIZING THE EU CITIES QUALITY COMPETITIVENESS...

ites

Guided tours, Excursions
3 mEHihilitY{}fpuhlic‘E‘nd museums

transport
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Signposting® Overall quality
accommodation
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| What criteria mostly drive City Hos

Hospitality of local inhabitants

Safety feeling of security

Ease of communication with local people
Signposting

Cleanliness of public areas

Overall quality accommodation
Hospitality at historic sites and museums
Hospitality of personnel accommodation
Convenience of visiting/Crowd | | | | | Beyo
Maintenance of historic sites and museums
Hospitality of restaurant personnel
Hospitality at entry points

Accessibility of public transport

Hospitality of personnel in shops
Hospitality of personnel in public transport
Efficiency of personnel TIC

Opening hours / days shopp

Number of information centres available
Opening hours/days TIC

Guided tours, Excursions

Taxi services

itality?

nd tangible experience,

1 ! ! ! ! a stronger need for a safe,
1 ! ! ! ! clean and human based

hospitality !
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SUMMARIZING THE EU CITIES QUALITY COMPETITIVENESS...
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.'nResearch

Tourism Compet

ve Intelligen

Focus on specific markets

n"” ”I Ml

EUROPEAN CITIES MARKETING




A\ 4
BEn--. FRENCH VISITORS
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Maintenance of historic sites and museums -
Accessibility public transport 172
Hospitality in historic and museums 153
Feeling of security 143 Overall accommodation quality
Accommaodation hospitality of personnel 139
Overall quality accommodation 127
Guided tours / Excursions 113 More
Cleanliness of public areas 113 satisfied
Hospitality of local people 111 VS average
Opening hours/days shops 106
Hospitality of restaurant personnel 104
i —- Less
Hospitality at entry points 101 e
— : satisfied
Hospitality of personnel in shops 91
— VS average
Ease of communication with local people 84
VIC opening hours/days 80
Efficiency of personnel in VIC 74 I
— : Hospitality at entry points
H.OSpIta|I'fy public transport 65 Signposting
Signposting 50 Convenience of visiting /Crowds
Taxi service 49
Convenience of visiting/Crowd 43
Number of information centres available - ||||” ”I M
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Tourism Competitive Intelligence

Maintenance of historic sites and museums
Hospitality in historic and museums o
Accessibility public transport 186 Loc;al people _hc_)s_pltallty
- - Convenience for visiting / crowds
Guided tours / Excursions 176
Hospitality of local people 169
Convenience of visiting/Crowd 164
Hospitality at entry points 158 More
Feeling of security 157 satisfied
Accommodation hospitality of personnel 155 VS average
Hospitality of restaurant personnel 149
Opening hours/days shops 149
: : Less

Overall quality accommodation 142 tisfied
Ease of communication with local people 141 SelllE

. . VS average
Signposting 126
Hospitality of personnel in shops 125
Cleanliness of public areas 114
VIC opening hours/days 109 Cleanliness of public areas (sidewalks...)
Hospitality public transport 96
Efficiency of personnel in VIC 95
Number of information centres available 79
2] il
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UK VISITORS

Maintenance of historic sites

Accessibility public transport

Hospitality in historic and museums

Guided tours / Excursions 189
Accommodation hospitality of personnel 186
Hospitality at entry points 181
Hospitality of restaurant personnel 170
Opening hours/days shops 164
Feeling of security 164
Cleanliness of public areas 162
Overall quality accommodation 159
Hospitality of local people 159
Ease of communication with local people 142
Signposting 139
Efficiency of personnel in VIC 137
Hospitality of personnel in shops 136
VIC opening hours/days 134
Convenience of visiting/Crowd 132
Hospitality public transport 125

Number of information centres available

Taxi service

(Base = 841)

Restaurant hospitality
Shops opening hours/days

More

satisfied
VS average

Less

satisfied
VS average

Convenience of visiting /Crowds
Safety feeling
Local people hospitality
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Maintenance of historic sites and museums

Hospitality in historic and museums

Ease of communication with local people

Accessibility public transport

Guided tours / Excursions 209
Accommodation hospitality of personnel 206
Feeling of securit 193
19 ¢ y More
Hospitality of local people 190 .
— satisfied
Ease of communication with local people 174
VS average
Overall quality accommodation 172
Efficiency of personnel in VIC 169
Cleanliness of public areas 169 Less
Hospitality at entry points 167 satisfied
Hospitality of restaurant personnel 165 VS average
Hospitality of personnel in shops 138
Convenience of visiting/Crowd 127
VIC opening hours/days 28 Hospitality in pub. transport
Number of information centres available 124 Shops opening hours/days

Signposting / VIC efficiency

Signposting oot _
Hospitality at entry points

Opening hours/days shops
Taxi service
Hospitality public transport
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Focus on specific segments
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Maintenance of historic sites and museums -
Accessibility public transport 219 - _
Hospitality in historic and museums 215 VISI;%relnr}LongSB ?sn/ dc:ynsters
Guided tours / Excursions 176
Hospitality at entry points 175
Accommaodation hospitality of personnel 173
Feeling of security 171 \Y o] ¢!
Overall quality accommodation 161 satisfied
Cleanliness of public areas 154 VS average
Hospitality of local people 154
Hospitality of restaurant personnel 152 L ess
Hospitality of personnel in shops 143 satisfied
Opening hours/days shops 143 Vs average
Ease of communication with local people 134
Signposting 128
VIC opening hours/days 125 ) o
— - Convenience of visiting / Crowds
Efficiency of personnel in VIC 123
Hospitality public transport 121
Convenience of visiting/Crowd 120
Number of information centres available
Taxi service . n"” ”I M
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Maintenance of historic sites and museums

Accessibility public transport ' '

Hospitality in historic and museums 186 Clea_nllness of puphc areas

Convenience for visiting / crowds

Guided tours / Excursions 171

Cleanliness of public areas 146

Feeling of security 143

Hospitality at entry points 138 \Y o] ¢!

Hospitality of local people 137 satisfied

Accommodation hospitality of personnel 129 VS average

Convenience of visiting/Crowd 126

Opening holurs/days sho;;s 112 L ess

Overall quality accommodation 11 T

vera”anany : | " satisfied

Hospitality of restaurant personne 3 Vs average

Signposting 112

Ease of communication with local people 112

Hospitality of personnel in shops 110 _ o
" ol 105 Accommodation staff hospitality

Hospitality public transport Hospitality of personnel in shops

VIC opening hours/days 100

Efficiency of personnel in VIC 97

Number of information centres available 74

Taxi service - n"” ”I M

(Base — 2365) EUROPEAN CITIES MARKETING




Zpetiy
oW i
& 'l.

.
I TravelSat

QUALITY CONSISTENCY ACROSS SEGMENTS AND MARKETS

with locals

Shops personnel

Convenience/crowd Accommodation quality
[ o
o Shops opening
Hospitality Days/hours .
Public transport Cleanliness Accommodation
o @ R
hospitality
Ease of comm® e O

Safety feeling

: hospitality
Info center efﬂuer:y o Hospitality at

i Entry points

Nb of info ce.nters Restaurant pers. PY
hospitality .
Visitor center ® P Public tr.al:\.is.;t)ort
Opening hours/days Signposting Local people accessibility
o hospitality o

Guided tours

Hist.sites & museums

Taxi services

hospitality
[

Maintenance
Hist.sites & museums
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TRAVELSAT Competitive Index
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We live In a small

complex world



