Practical ideas for using the Covid-19 crisis downtime to:

1. Strengthen your products/services.

Ove rview 2. Enhance your marketing and promotion.

3. Improve your business management.
... S0 you ‘come out the other side’ a better Tourism SME.



Strengthening
your products

or services

1. Steps to strengthening your products/services:

I. Research target market feedback & preferences.

ii. Build your understanding of ‘tourism standards’
requirements.

iii. ldentify ways to improve the visitor experience.
iv. Take action on priority improvements.
v. Include product development in a Business Plan.



1.
Strengthening

lswadl i) Research target market feedback and preferences

or services

Study your client reviews (surveys, Visitor Book, or online reviews
e.g. TripAdvisor, Booking.com).

You! Yes, you!
WHAT DO You
PRODUCT?

®  Study your competitors’ client reviews online.

® Do market research on similar tourism businesses that inspire you:

— Check out their online reviews to see what they do well.
— Take note of their offerings for ideas and inspiration.

® Keep up to date on emerging preferences and needs of travellers
(market-specific and Covid recovery-related) from:

— Local tourism body websites, social media, comms, staff;
— Regional/Global research or best practice guidance;
— Industry media/distribution partners communications.

® (Re)consider your best-prospect target segments and their
preferences/needs.



1.
Strengthening

lswaal i) Build your understanding of tourism standards requirements

or services

® Check you have up to date information (e.g. guidelines and
criteria) for:

— National tourism standards.

— Distribution partners requirements.

® Conduct a self-audit, and identify what you can improve on.



1.
Strengthening

iii) Identify ways to improve the visitor experience

your products
or services

® Apply your market research learnings/inspiration, and self-audit | [P
conclusions to prioritise what you can improve on for clients. e.g. :V\\ ’

— New products, services, facilities;
— Aesthetics (décor, design);

— Customer service;

— Food & beverage offering;

— Housekeeping practices;

-

o -
— Health & safety systems; “What if we don't change at all ...

and something magical just happens?”

— Sustainable practices;
— Other as determined?

® Runideas by trusted associate or professional.



1.
Strengthening

Lldrmad  iv) Take remedial / preparatory action on priority improvements

or services

Improve/fix those priorities you can do in the short term © Mz ADEZSON W ANDETOONS.COM
to prepare for a better visitor experience, e.g.

— Do new product testing;

— Undertake a spring clean, refresh décor;
— Keep up with landscaping and maintenance;

— (Re)define customer service protocols;

— Introduce new sanitation protocols (housekeeping,
food and beverage).

. . AnDeR<oN
— (Re)design customer feedback mechanisms. “Tim always starts out a do-it-yourselfer,

but usually ends up a call-a-professional-er.”

Engage professionals as necessary!



1.
Strengthening

lismad  iV) Include product development in a Business Plan

or services

® Develop or update your Business Plan to reflect: -
— Revised target markets; YOU WERE HERE

— Plans for developing new products/services (facilities,
experiences);

— Other medium to long-term priorities for improving the
visitor experience.

® Refer BLP Business Plan Checklist.




2. Steps to enhancing your marketing & promotion:

En hanC| ng I.  Confirm your target markets and segments.
you r marketing ii. Build your knowledge of online marketing & social
. media.
& promOtlon iii. Develop/improve your Marketing Plan.

iv. Keep engaged with destination partners.
v. Keep engaged with clients.




2.
Enhancing

your
marketing &
promotion

i) Confirm your target markets & segments

® Keep up to date on recent and evolving market trends for

your target markets (to date + new ones) via:

— Your own customer profile analysis;

— NTO/local tourism industry market research resources;

— Regional/Global market research resources.

® Define/redefine your target markets & segments:
— Geographic;
— Demographic;
— Psychographic (incl. niche segments).

MAYBE THERE'S
A BETTER WAY
TO 1DENTIFY
OUR TARGET
MARKET.




2.
Enhancing

your
marketing &
promotion

® Make the most of numerous learning channels to
understand the basics:

— BLP’s Digital Transformation webinar;
— You Tube & Google;
— Online courses (Coursera, EdX)

®  Consult with a professional to determine what you
can do yourself vs. what you should outsource.

ii) Build your knowledge of online marketing & social media

WHAT'S THE BIG WE'RE GOING|| FACEROOK || YOUTUBE
CAMPAIGN IDEAT DIGITAL
/ \ ; \§
t L L
(S | @)
A MOBILE || PINTEREST{| WHAT ARE WE I DUNND,
APP GOINGTODO IN ALL WE'LL FIGURE
THOSE (HANNELS?  ITOUT LATER
/

'S

\ W
®

@ marketoonist.com



2.
Enhancing

your eoe

esePl iii) Develop or improve your Marketing Plan

promotion

® Ensure you have a Marketing Plan that:

— Aligns with your Business Plan goals; WE NEED TO STAY FOCUSED ON
OUR MARKETING PRIORITIES AND
NOT GET DISTRACTED BY EVERY

SHINY NEW - LOOK, SQUIRREL!

— Lists specific, realistic, marketing objectives;

— Defines your target markets & segments (w. rationale);

— Describes your unique selling proposition (USP) based on a
competitor analysis;

— Identifies price points for products /packages;
— Articulates your brand and how you will present it;

— ldentifies the most cost-effective marketing channels to
reach you target markets;

® marketoonist.com

— Details a schedule of targeted advertising & promotion
activities;

— Includes budgets;

— Quantifies KPIs (including return on investment targets).

® Seek marketing planning expertise to develop this if necessary!



2.
Enhancing
your

marketing &
promotion

iv) Keep engaged with destination partners

® Support destination recovery by collaborating with your NTO
and fellow businesses.
— Ask NTOs how you can leverage destination marketing;
— Ask Ministries/NTOs/industry associations about relevant
resources, training, etc.
[ J

Remember, supporting destination recovery for ALL
businesses is critical to your own business’ recovery.

Sure glad that hole isn’t at our end.




2.
Enhancing

your v) Keep engaged with clients

marketing &
promotion

. Visit Solomon Islands

® Use social media and email to keep connected with business clients & customers. | ** <o

Solomon Is. Still here ¢35
. Come and snorkel our clear waters when you can travel again and have fun
Vanuatu Tourism oo
1May at 17:25 - ¢
Stay safe. Our beautiful Islands will be waiting for you.

it

with our natural habitat underwater ¢35
seupe S@Moa Tourism
HARA o7 Aprilat 14:52 - @

BEAUTIFUL WILL ALWAYS BE HERE

The scenery will stay pristine and we'll keep the umu warm . . . We can't wait
to welcome you back to #beautifulSamoa. Until then . . .
#beautifulwillalwaysbehere

Tourism Fiji oo go Cook Islands o
13 April at 08:01 - @ ~ K 12 April at 08:01 - @

-4 = Sending you our Aroa (love) from a little paradise @

Papua New Guinea Tourism - North America sep
17 April at 04:55 - @

Just a peek at some of the underwater creatures in PNG that are waiting for

Keeping the kids entertained is something we're good at here in Fiji and
the day you're able to return! #Diving #VisitPNG #AMillionDifferentJourneys

we're looking forward to the day we meet again. During these times, we hope you are keeping safe.

To bring you some love and inspiration we want to share some special
moments from the Cook Islands.

Although we are separated by oceans, we are all in this together....

See more

Sota tale. Stay safe and we'll see you soon.

#sotatale #seeyousoon #fiji #bulanaires
- -7

With (N ve...
from 3 LiTTLe

PARADISE

. OOTA TALE

STAY SAFE & WE WILL
SEE YOU SOON

CFIJLTRAVEL - W

3




3. Steps to improving your business management:

i. Complete BLP’s Business Health Check (BHC) or

Im prOVing Business Continuity Planner (BCP)?
o ii. Identify financial management weaknesses and
your business oriorities.
man agement iii. Review your organisational management structures,

processes, and tools.

Ilv. Consider your staff management priorities for the
future.

v. Update your Business Plan.




3.
Improving

your business
management

i) Complete BLP’s BHC or BCP

Go to Businesslinkpacific.com for either.

If you need a more detailed business diagnostic
following this, ask your BLP Business Services
Manager.

(C0)

BUSINESSLINK

About BLP v

Connect your business with quality advice

Essential Business Tools Find an advisor News & updates v

Which business check would you like to complete?

g

Business Continuity Planner

Check the resilience of your business to respond
to a crisis like COVID-19. BLP approved advisors
can offer up to 100% discount on services aimed at
addressing the gaps identified through this tool.

Business Health Check

Check the overall heath of your business. This test
is the first step to grow your business with
professional advice. BLP approved advisors can
offer up to 50% discount on services aimed at
addressing the gaps identified through this tool.

Advisor hub v

Q



3.
Improving

edsubed ii) Identify financial management weaknesses and priorities.

management

Address cash flow issues as a priority :
— Use online resources to understand the basics;
— Check out BLP's Managing Cashflow webinar.

Ensure you have a realistic budget for future.

CAUTION!!

ACCOUNTANT
1= | INTRAINING

Make sure you have the optimal accounting software for l
your business. =

Get up to speed on producing and analysing your financial
reports.

Collate historical financial records (2 years).
Do financial projections for recovery various scenarios.

If you need help with any of the above, engage a BLP-
approved accountant!



3.
Improving

iii) Review your org. management structures, processes & tools.

your business
management

s ' I
® Askyourself if you have been operating with: =) Hey Dad, look J i
— Th t broducti " , yhepie pent). £ ) | Maenor Now!
e most productive work processes; = | can'T you see
— The most efficient organisational structure; : ' BUSY )
— The most sustainable and efficient resources;
— Adequate equipment or tools.

If not, or if you are not sure, consider seeking the advice of a
relevant BLP Business Advisor.

officeguycarteons.com




3.
Improving

liied iV) Consider you staff management priorities for the future.

management

® Identify staff issues that prevailed pre-crisis and work out © 1WAZL INDEESON, WM ANDEZTOONS oM
solutions now.

® Keep up to date on changes in employment law and
Government support for employment via industry
associations / Government websites.

® Consider efficiencies of staff structure.

® Ensure all job descriptions are up to date.

® Look into what makes businesses an ‘employer of choice’,
and consider what you can do to become a sought after
employer.

® |dentify staff training needs and opportunities (via local
providers, online or delivered by yourself).

® If you need help with any of the above, seek HR expertise via
the BLP network.



3.
Improving

abwied V) Update your Business Plan.

management

Ensure you have a Business Plan that lists (realistic) business © wadi ADRESON o ANDEZTOONS. LOW
goals and specific strategies to achieve them based on: l

BUSINESS PLAN

— Analysis of your business strengths and weaknesses;
HOPE FOR
THE BEST

— Determination of your USP;

— Evidence of market demand;

— Identification of target markets;

— Assessment of internal and external risks.

Ensure your Business Plan includes:
— Any plans for scaling up/product development; —
— Pricing strategies (sustainable); "Weh, i3.00L the worst. I've:seen.:
— Sales forecast scenarios;

— Business management structures.

— Business continuity measures.

Seek business planning expertise to develop this if necessary.



MARKET INTELLIGENCE AND/OR TOURISM INDUSTRY DEVELOPMENT RESOURCES

Local:
* Fiji: Fiji Hotel & Tourism Assoc; Tourism Fiji; Ministry of Commerce, Trade, Tourism & Transport.

Vanuatu: Vanuatu Hotel & Resorts Assoc; Vanuatu Tourism Office; Vanuatu Dept. of Tourism.

Samoa: Samoa Hotel Assoc; Samoa Tourism Authority.
PNG: PNG Tourism Promotion Authority (TPA); PNG Tourism Industry Association (TIA).

e Solomon Is: Tourism Solomons

e Cook Islands: Cook Islands Tourism Industry Council: Cook Islands Tourism Corp.
Other™:

Reso u rCeS * Regional/Global Bodies: South Pacific Tourism Organisation (SPTO); Pacific Asia Travel Assoc (PATA);
UNWTO;

* Niche Associations: Adventure Travel Trade Assoc (ATTA): International Ecotourism Society: Wellness
Tourism Association; World Tourism Association for Culture & Heritage.

* Travel Media: Skift; Travel Mole; Travel Weekly Australia; Travel Weekly NZ; Travel Weekly USA; Travel
Weekly Asia; Travel Weekly Europe.

* Sustainable Tourism: Sustainable Travel International; Global Sustainable Tourism Council (GSTC);

OTHER COVID-SPECIFIC RESOURCES
* UNWTO Covid-19 Response.
* World Health Org. Operational Considerations for COVID-19 Management in Hotel Sector

"Check out their websites for search research or training opportunities (general and Covid-specific); subscribe to
newsletters; or follow on Facebook/LinkedIn, according to what information is useful to you.


https://fhta.com.fj/
https://corporate.fiji.travel/
https://www.mcttt.gov.fj/divisions/tourism-unit/
http://vanuatuhotelsandresorts.com/
https://www.vanuatu.travel/en/corporate/vanuatu-tourism-office
https://tourism.gov.vu/
https://www.samoahotels.ws/
http://samoatourism.org/
https://www.papuanewguinea.travel/corporate-site
http://www.pngtia.org.pg/
https://tourismsolomons.com/
http://tourismindustry.co.ck/
https://cookislands.travel/au
https://corporate.southpacificislands.travel/
https://www.pata.org/
https://www.unwto.org/
https://www.adventuretravel.biz/
https://ecotourism.org/
https://www.wellnesstourismassociation.org/
https://www.wtach.org/
https://skift.com/
https://www.travelmole.com/
https://www.travelweekly.com.au/
https://www.travelweekly.com.au/tag/new-zealand-2/
https://www.travelweekly.com/
https://www.travelweekly-asia.com/
https://www.travelweekly.com/Europe-Travel
https://sustainabletravel.org/
https://www.gstcouncil.org/
https://www.unwto.org/tourism-covid-19
https://apps.who.int/iris/bitstream/handle/10665/331638/WHO-2019-nCoV-Hotels-2020.1-eng.pdf

