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Summary of Chapters 9 and 10: 

 Program Implementation: 

-Coverage of the most prominent features including: the programme life cycle, marketing, quality, staff training, public relations, budgeting, implementation strategies and schedules and itineraries.

Product Life Cycle:

-Passes through a number of defined stages, which typically include: a product development stage, followed by an introduction of the product, growth of the product, maturity and finally product decline.

-Application to tourism would be Butler’s (1980) model, which suggests that tourist destinations experiences increases and later decreases in visitation primarily through industry efforts to accommodate more tourists in the face of increased competition

-This model has strong implications for the ecological and sociological carrying capacities of these regions

Marketing:

-7 out of 10 businesses fail in the marketplace and the same figures seem to apply to ecotourism (S. Edwards, personal communication, 15 May, 2000). 

-Operators must initialize creative, effective strategies in an effort to capture as much of the market as possible

Effective marketing, which allows the customer to recognize a business, which in turn persuades the potential customer to buy

-Marketing is thus a social and managerial process by which individuals and groups obtain what they need and want through creating and exchanging products and value with others

Service: 

-Service brings people and places together over defined periods of time

-Level and type adjustments in most services

-As well as a range in regards to the levels of education, nature-oriented focus, consumptiveness, impact, ethics and responsibility, benefits to local people and so on

Price:

-Range of factors must be taken into account when determining price including: time, conveniences, amenities, and the level of involvement of specialists, accommodation and specific guarantees.

-The financial success of an ecotourism venture will be hinged upon a number of cost pressures such as the cost of supplies; equipment, utilities and salaries are only the tip of the iceberg

-Service provider must keep track of competition as well as the changing expectations of ecotourists over time

-Monitoring of equipment and facilities is required for it is costly to replace so continual maintenance must be in order

-A responsive programme which will be financially sound and resilient which is advantageous because it is flexible in terms of meeting changing interests and perhaps shorter start-up times for new programs

Place:

-Place, or distribution refers to the activates of the firm and other entities, that make the service available to the market for purchase

Promotion:

-Create awareness of the firm’s products and values as well as to reinforce buying habits for larger firms

-Variety of means: Internet, personal selling, local and national advertising, price promotions, sponsorship, merchandizing and sales literature

-Key element is raising tourist awareness in more sustainable forms of tourism and various social and ecological issues

-Develop links with other ecotourism sites, such as parks or other nature-based attractions in the region, which would help to draw attention to the ecotourism business

A focus on people, systems and green:

-A strategy that enables the organization to adopt and implement a set of systematic procedures, including adherence to a series of established objectives, in efforts to secure financial success and participant satisfaction

Objectives

1. Gaining a firm understanding of the organization’s business and its reasons for operating

2. The use of research to understand how the industry is expected to perform in the future

3. Possible future scenarios are identified which consider different strategies, where the most appropriate are selected

4. Operational plans to implement the strategies that are developed

5. The strategies are implemented

6. The plan is constantly monitored to ensure that it is on target and, if not, to take the appropriate actions to bring it back on course

-Consider a SWOT analysis

-Offer “softer” and more ethical ways of viewing human-environment relationships 

-Marketing strategists to be innovative but also sensitive to the needs of people and resource base

Quality:

-Implementation measures to ensure that customers have beneficial experiences

-A combination of tangibles, intangibles, experiences and outcomes designed to win the customers approval and secure the right to survive and thrive in the marketplace (Albrecht, 1992, p.13)

1. Understand Customer Value

2. Individually and collectively having a spirit of service 

3. Implementing systems, which are designed to support employees in their efforts to deliver value

-Eliminate negatives, assume personal responsibility for quality and act as a team

Staff training:

-Should seek training which allows for performance at the highest levels possible

-Employees that are not very effective has been attributed to factors such as a lack of a clear understanding of what is required, poor attitude and motion of staff and a lack of the appropriate knowledge and skill to do the job right

-Need to consider in-service training, front-line operations, management tools and practices, peer trading and speciality training and many other topics

Job Satisfaction: 

-Reduce turnover

-Satisfaction is determined by:

1. Expressing concern and warm feelings for others

2. Having freedom and independence at work

3. Knowing you are doing a service for others

4. Salary and benefits

-Employees should be given the opportunity to solve problems and be motivated to maintain high levels of satisfaction within the organization

Public relations:

-Develop a positive profile in a community is to implement good, ethical programmes which are considerate of tourists, local people and the environment

This includes: providing accurate information to the public, inform the public about programs offered, promotion of community involvement and development and so on

Budgeting:

-Allocation of funds to achieve desired outcomes

-Advantage of budget is that it allows for: 

1. The systematic review of the programme

2. Long-range planning

3. Change

Implementation Strategies:

-Brainstorming to effectively identify all of the various tasks and their associated time frames, which are required for the successful implementation of the program

-Series of field-testing and revision to secure a heightened level of acceptance and momentum of the programme

-Ability to change the program at various stages according to the requirements of participants

-Great deal of time and effort

Schedules and Itineraries:

-Charts or screens which show departure and arrival times, as well as dates, fares and classes of various forms of transportation

-Consideration of the seasonal nature of activities such as in Canada

-Weather and climate considerations

-Assure a realistic schedule and provide for a balance of free time, travel, rest, sightseeing and social events

Evaluation:

-Employed at the end of the program and is an ongoing process which enables service providers to control the events that go on within the programme setting

-The intent is to demonstrate that programmes have implications for people; as well as for the environment and in the case of the latter these should also be subject to scrutiny

The Scope of Evaluation:

-“Identification, clarification and application of defensible criteria to determine an evaluation object’s value (worth or merit), quality, utility, effectiveness, or significance in relation to those criteria.” (Worthen et al., 1997)

-Pre-determined goals evaluated using both quantitative and qualitative techniques

-The ability to demonstrate accountability in regards to finances, demand, benefits or the wise use of resources

-Should cover customer evaluation, programme evaluation and organization evaluation

-Should be prepared to conduct frequent personnel or performance appraisals for those employed in the organization

-Someone should do employee appraisals in middle management or someone who is closest to the programme because this saves the firm time and money 

-But there are potential disadvantages in this as it could introduce bias, the perception that the actions of the evaluator may antagonize superiors, along with the consequences of negative emulations to he evaluator himself

-Therefore can consider brining in a consultant, which may be costly

Formative and Summative Evaluation:

-This is used for various reasons such as to avoid the negative impact of poor programmes on a community or resource or to fine-tune an interpretive programme at selected periods during an event

-A judgement about the programme’s worth and merit in relation to criteria that have been deemed important

-Models can range from being systematic and comprehensive and force the programmer to consider a number of steps to non-systematic methods, which rely on the judgement of one or more individuals in the organization

Intuitive evaluation: quick and inexpensive and does not put demand on employees 

-Way day-to-day affairs are viewed in comparison with the expectations of the program should be like

Evaluation by Standards: an approach in which a set of local, state, national, program-specific or federal standards is applied to the existing program or operations of an agency

Evaluation by goals and objectives: -expected performance/outcome and what the actual or realized performance/outcome was

-Usefulness is judged by meaningfulness of evaluative criteria

-Attainment criteria 

-Achievement of goals over the course of the entire program 

Evaluation by professional judgement: -experts typically use a set of external standards to measure the effectiveness of the programme under review which come in the form of checklists, as in the case with the standards method of evaluation, but also on the bases of observations, interviews and a review of programme documents

Transaction-observation method: -this approach is based on the measurement of participant satisfaction/dissatisfaction, attitudes, behaviours, values, benefits and other such variables

-Socio-demographic data which provides the programmer with the ability to link levels of satisfaction such as age, gender, income and so on 

Communicative and interactive approach: -based on the involvement of individuals, community groups, special interest groups and focus groups to gather information before the planning of a program

-Different stakeholders involved such as aboriginal groups, park staff, locals, etc.

Evaluation of Leisure Experience:

-Attendance and revenue as well as value of services designed for the long-term improvement of society

-Social-psychological aspects of leisure experience including: the individual, the social situation, participation decisions and engagement assessments

Importance-performance evaluation:

-How effective the programmer has been in accomplishing their ends

-Use a 7-point performance scales that will ask participants to rate programme variables on the basis of “Terrible” to “Delighted”.

-Rate features on lower priority to higher priority

Evaluation of operator ethics:

-Ethical orientations: general ethics, local people, environmental education, and operator professionalism, contribution to conservation and accommodation and transportation

-How to implement a better service with these ethical issues in mind

Evaluation details:

-Make evaluation form with criteria and rate the operator’s ethical behaviours in order to gauge the significance and fate of the program

-How they will financially and administratively support changes to their operations

-Implications and recommendations to address financial, political or community-based issues that has a direct bearing on the programme or the organization in general

Remember: make sure all stakeholders are clear on the purpose, evaluation does not only occur at the end of the program and when collecting quantitative data keep in mind issues of randomization.

Issues:

-Many businesses fail because service providers did not take the steps to make their operation better

-Crucial to resolve issues which can be done through this process

1.define the problem 2. Analyse the problem 3. Develop a range of solutions 4. Test the solutions 5. Take action 6. Follow Through

Debriefing:

-Debriefing occurs at the end and during the programme

-“Speaking on”, customers can learn by telling, when the leader interprets the experience

-Learning through reflection

Certification and Accreditation:

-When the business meets industry nominated standards

-High quality products that promotes continuous improvements

-More informal: research, training programs, and conferences

-Sustainability oriented

-Measurement of tangible benefits, discussion of pros and cons of accreditation

-Provides credibility

Environmental Programs:

-2 principal methodologies: those which are process-based, using environmental management systems (EMS) such as environmental auditing and environmental impact assessments in programme implementation and those which are performance based which use economic, social and environmental standard derived from external sources

-These are used by tourism firms to provide benchmarks, i.e. to allow organizations to compare their practices with those of their competitors, in striving to achieve excellence

-Make and audit checklist that includes: policy, site review, programme (management), operations, audit and review

Green Taxes:

-Carbon tax designed to minimize the level of greenhouse gas emissions

-Such costs include the effects on air, water, ozone, people and other members of the biosphere

-Assessing environmental costs by which to curtail the polluting behaviour of the offender

-These are only a fraction of what the polluter makes on a day-to-day basis

-Eco-tax to be held responsible for many places do massive amounts of damage through tourism development

Conclusion:

-The fact is that many tourism and reaction agencies conduct evaluations infrequently (e.g. every 5 years), while others are much more vigorous in their use of such tools

-Need this to be a continual process

-Remember that evaluation is not simply a task that occurs at the end of a programme, but one that may take place during planning and implementation

-Environmental auditing and green taxes as evaluative mechanisms which as been used in tourism and many other industries

-Environmental management systems should become more of a fabric way is which tourism businesses operate for there is a great deal of intervention from regional, national and international organizations

