GUEST behaviours

It's a journey

‘Do what you do so well that
they will want to see it again

-Walt Disney
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NORDIC
CHOICE

"We’re not a hotel company”
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Travel

Home
Private, LongStay

Co-working
© Nordic
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What if the status of frequent business
traveling shifts from glory to pity, equal to a
stressful and lonely choice of lifestyle, and a

close to criminal carbon footprint? What if
your platinum airline card becomes a loser
symbol rather than an aspiration?
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“The
has always
been Mobile, but

Covid-19 will accelerate I\I
this trend P
from a nice-to-have to

a must-have for
hoteliers”
—-SOMEONE FAMOUS
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Why a Customer Journey Mapping

A customer buying our product or service is actually only one step of a long
journey, created by all the moments leading up to and following the purchase.
Our efforts in making this journey as positive as possible are all dependent
on the weakest moment. A negative experience at any stage could easily

lead to a lost customer... Q ”

That's why we now take a more strategic approach to our whole

guest journey, with all its touchpoints, and put our guest in the
center.

We look into each and every touch point and see how we

perform and with feedback from our customers we know where
and what we should improve
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Digital Customer Journey - Guest Satisfaction
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The Emotional Guest Journey
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Heatmap at Clarion Hotel Malmo Live - Breakfast Area

How do guest
move around in the
breakfast area?

Dried Fruit was not
that popular, but the
coffee machines
were very busy
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“We know that the world
doesn’t need more offices.
It needs spaces where
people can collaborate,
connect and create
together, and break Iree
from the corporate mold

2

Bjarke Ingels
Chief Architect, WeWork
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Check-in Office

NORDIC CHOICE HOTELS Hotell & destinationer Maten & konferens  Erbjudanden  Weekend Blimedlem Loggain = Meny

Check in-kontor

Hemmet ar fullt och du behdver jobba

e Where people can

_ socialise as little or as
much as they like, where

they can use the facilities

which already exist.

BOKA NU < -

Giller for boendeperiod: Kontor fran bara 295 kr per dag From an OffICe |n d hOte|

4 jan 2021 - 30 apr 2021

P& flera hotell runt om i Sverige 6ppnar vi upp for dig som behdver ett stille att jobba pa. Arbeta i I o | I b b
lugn och ro i ett rent och rymligt rum med skrivbord och skon fatélj. Sjalvklart ingar wifi och riktigt rOOI I I to a |Ve y O y

gott kaffe.

Kan bokas:
4 jan 2021 - 30 apr 2021
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But the pandemic has completely
blurred the lines between work and
home

Many large companies are now switching to a
post-corona situation, where employees see an
advantage in sometimes being able to continue
working from home. At the same time, there are many
who do not have the opportunity for a good
workplace in the home and there we want to come in
and contribute. They look for a more flexible
alternative, still meet people when they want to and in
a nice environment

In April we will have a Workshop about
“SPACE AS A SERVICFE”

Ren| popupArea
rea)

Hem Omoss Forforetag For partners Mina sidor

Hitta din ndrmaste arbetsplats
fran endast 99:-

PopupArea ar den moderna flexibla
arbetsplatsen

Letar du efter en ny, inspirerande och bekvam miljo att jobba
fran2 PopupArea hjalper dig nér du inte vill eller kan sitta
hemma. Boka en arbetsplats som uppfyller just dina behov - Vi
erbjuder allt fran tysta omraden for att fokusera till sprudlande
lounger for dig som gillar en livligare omgivning. Inga fasta
avgifter, betala endast for de dagar du behdver en plats.

Vill du vara Sveriges modernaste arbetsgivare? Erbjud dina
medarbetare den just nu kraftfullaste formanen med
mdjligheten att jobba mer flexibelt med framtidens moderna

arbetssatt.
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Thank You!

christian.lunden@choice.se

(]

h

Comfort

| NORDIC CHOICE HOTELS |m

1 COULD
EITHER
WATCH IT
| HAPPEN
LV ORBEA
) PARTOFIT



mailto:christian.lunden@choice.se

