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There are some DMOQOs that offer training and
accreditation online to retail travel agents to become
‘destination specialists’

(Handbook on e-Marketing for Tourism Destinations, UNWTO, 2008)



DMOs / NTOs...
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thanks to ICTs got a direct
contact with travelers /
prospects

have been perceived (and
maybe have become) as a
threat to intermediaries

but...

... are realizing that travel
agents

are not (AT ALL) their enemies

are still alive and could be
allies

should be involved also through
internet-supported B2B
initiatives
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Brick and Mortar Travel Trade
e

have lost market-share, and
many disappeared, especially
in economically advanced
countries (where FIT do live)

too early to declare their end

do still play a major role in
developing markets and for
specific segments...

have embraced ICTs as
pioneers, but then started to
feel threatened by them

are striving to find their place
in the new eTourism context
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on’t count travel agents out just yet.

Although online travel websites like Orbitz and Travelocity are now responsible about 70%

of travel booking in the U.S., the folks who work out of brick-and-mortar travel agencies

are reporting booming sales.

Travel agents say revenues, bookings and the total number of clients are up in the first half

of 2014 compared with the same period last year, according to a survey by the American

Society of Travel Agents, which represents nearly 6,000 travel agents across the country.

Of the agents questioned in the survey, 47% reported
higher revenue, with 27% saying revenue has
remained about the same as last year. Also, 45%
reported more transactions this year, with 30% saying
business has been about the same.

The surge in business for travel agents may be a sign
that Americans—encouraged by an improved
economy and higher home values—are turning to
travel agents to plan more intricate vacations,
according to travel agents.

“You book an airline seat or a hotel online,” said Jay
Johnson, owner of Coastline Travel Advisors in

Garden Grove. “But if you want to do something more

exotic like go to Buton in Indonesia, you want to talk to an expert.”
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OTAs, Planning & Reviews and Traditional Travel Agent
SltesacMostveeda @

Share of Visits by Travel Category

(Share of segment’s total travel visits claimed by each travel category, Aug'13-Jan’14 aggregate)

1.40%

HOTA
M Planning and Reviews
M Meta/Lead-Gen
M Hotel Supplier
EDMO

Cruise Line

Car Rental l
Read as: 3.7% of all visits
to Travel Sites made by
segment members were
attributed to DMOs

M Airline Supplier
W Travel Agent
M Other

< Expedia

° . 3.70% / 0.90%
MediaSolutions :
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Prospects / travellers
[
some have embraced with enthusiasm ICTs

others are (getting) confused by info overload

ign In / Register | Follow Travelpulse [ [ iR & @

O looking for assistance -~

or
o " b ‘ld 3 TRIAL NOW!

Website. ulld 1t. NGENT

Your Way. STUDIO

others do not have access (yet)

Survey Says: More Affluent Your Website.
Travelers Plan to Use Travel Your Way.

We build it. -

START YOUR 7 DAY
FREE TRIAL NOW!

What’s happening to the affluent travel market here in the U.S.? The latest 2014
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Destinational eLearning Courses. Facts & Figures

Between 2009 and 2012 almost
doubled.

As of now:

eLearning offers by NTOs: 75

Target public: Travel Agents and
Tour Operators

Providers: DMOs (including the
city levell)

Teaching/learning strategy: self-
study, asynchronous mode




How they work
I

Contents

o Geography, Culture, Languages, Traditions,
Accommodation, Transportation, Formalities,
ltinerary Planning, Selling tips

Incentives

o certificate

O suggested travel consultants’ list

O promotional gadgets

O discounts

O invitations to educational trips

Buckland and Northland | @

Match the postcard to the attraction

? Look at all the postcards you collected. Do you
remember where each one was taken?

Select the correct location where the
postcard was collected, then select ‘Submit'.

Auckland beaches

Inner city Auckland

111199

Bay of Islands

Waitangi

Poor Knights Islands

Hauraki Gulf

Hokianga / Kauri Coast
Auckland War Memorial Museum

Cape Reinga / Ninety Mile Beach

Submit

Switzerland Travel Academy Switzerland.

TYSWIE ANA.COor 1Cad y

b HOME UK/IRELAMND 22
You are here: Home » ltroduction to Switzesland. » Local cuisine.

Introduction to Switzerland.

L3 print seminar

—J('nv. Whers t visit, | Whatto do. | Local cuisine, | Test
Local cuisine, Bookmark this
Pages | 1|2
g >

What's the food like?
Thal depencs on whera you are

Because of Switzerland's strong regional identities,
ingredients and methods of cooking can vary frorm
town fo fowm, and from ragion to region.

In general, Swiss cooking is rooted in dairy products
cnaase, milk crzam, butter andior yoghurt find their
way Into most dishes

Foncue - always convmall

The Swiss national dish is, of course, fondue. An
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Participation and awareness in three markets

76 (69.1%)

103 (54.2%) 57 (65.5%)
73 (36.59
55 (33.3%) ( %)
72 (26.5%) l
United Kingdom India New Zealand

Awareness about destinational elearning

United Kingdom India New Zealand

courses among those who haven't
Participation in destinational elearning participated

courses



Motivations
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- coordinate industry partners
- curate brand identity

- enhance educational opportunities
among trade partners globally

save on training and trade
partnership costs

help travel trade to effectively plan,
promote and sell the destination

provide credibility to travel agents
through certification

upgrade knowledge and skills
overcome competition

satisfy the needs of a new
consumer

study online (from office /home) as
unable to leave the enterprise for
in-present trainings, workshop,
road shows

get certified



webalaliapr. nal
The case of Ticino Switzerland Travel Specialist

become a Ticino Switzerland Travel Specialist
SWITZERLAND

www.ticino.ch/e-learning — =
O Total number of users: 650

Tocation, s cies, how 19 gat 1 Tk, o

»

O Certified users: 281

Ticino.

Selling tips and testimonials.
How 15 sl Ticng? In this modude you wit
90t PeiphJ 3G 108 O tour operar
403 Swtzetand Toram s epresatatves.

»

»

Ticino Switzerland Travel Specialist.

‘elearning ticino.ch

Ticino.

Culture and Events.

i 0t wbout Tcoo's ch cur
Dactage, e cal Gasoncemy and the op
ewets

Ticino Turismo certifies
nadzeya kalbaska
as a qualified Ticino Switzerland Travel Speciali

for having successfully completed
the Ticino eLearning course.

Congratulations!

i Turis
Via Ligaro 13| CP 1441 |1 - G201 Dalircea | Tek +41 00191 225 36 54 | Fax +41 (0191 825 3¢ 54| wearmingEicha.h | www binc o

Download your certificate R



Thanks!
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prof. Lorenzo Cantoni & dr. Nadzeya
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Universita della Svizzera italiana

USI Lugano, Switzerland

webatelier.net

lorenzo.cantoni@usi.ch

nadzeya.kalbaska@usi.ch

uni Twin
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United Nations

Educational, Scientific and -
Cultural Organization -«
. Lugano (Switzerland)

. UNESCO Chair in ICT to develop and promote

sustainable tourism in World Heritage Sites
USI — Universita della Svizzera italiana

More info:

www.elearning4tourism.com

To try a course:

www.ticino.ch/e-learning

International Federation
for IT and Travel & Tourism




