Breda
University

OF APPLIED SCIENCES

u':—"’.
i
2




SUSTAINABLE
CUSTOMER EXPERIENCE
DESIGN

Co-creating experiences in

Events, Tourism and Hospitality

CORSENT SUES N TOURSW
e deh oo 2,108 ISE 3500161166953

R Rt

L Yorrre—

Anticipatory nostalgia in experience design
Yoy Berge®, Ondrej Mitas®, Bert Smit* and Jercen Nawijn®

“Acadermy of Hutel and Taciity Menagement, Breds Univensity of Applied Sciences, Breds, Netherlan

for Tourkam, Breda Unieesty of Applied Sciences, Breda, Nethedands Canonans bete rekanio s S oonalines

Annals of Tourism Research

ABSTRACT ARTICLE HIS
The toursm Induustry tries e 3 custamer’ 1o Recatood 25 h
by carofully Gesgning, staging and mansging the custcmer joumy, In e 145
order to creste & memorable experience. But what if that memory

apady has its onset during the expedence ielf? n this anide, we  'tEY

introduce the concent of ‘antkipatory. nostlgia” and define it #s 3 Designing destinations for good: Using design roadmapping to
moment Imecdiately after 3 padk momeant N the oxperence, whkh g

entails the westion of & mental image of & futune moment in time that .. :u support pro-active destination development

s accompanied By an emotionsl response. We present 3 theoretical  theory K Koens ™, Bt Smis
model 10 explkcate a process in which antidpatory nostalgia can v ——
anhance the mesningéulness and memorabiity of an expercace. We
reason that anticipatory nustsigie s characterized by s joyous fesing yet
followed by the elicitation of sad emotions. This implies that the tourist
aveady beging 1o miss aspects of the experience before it is over, This
mament
connectic
emphasis
Tor resear
anatysis | 410N Coteis s availabée o ety

com
Journal of Destination Marl

=

ssen ™!

pem
sevenal pl

Journal somepoge

n
Co-designing tourism experience systems: A living lab experiment =
in reflexivity
Bert Smit™ ", Fraos Melissen ', Xavier Foal o the well-known fesopian bz the geose Tt [y the goides

Hlog E1ar what makes them wnigae and specid. This probiem v
i due 1o e verkurtan detone. which

by f T & ey Mevagren e Gty of e Sora e Sericnds
e

N

o ppescly et s U MdlAbM] o grocios wabds (oe Grrgalng Ararhon) exaniencs s

Gabrielle Kuig

wcacchs. e cedlioe (i) iz devebapans " o
e the poeaos sl comeeesm of co-<caliing the peeovss s ol 0 20,
appreah t lecerpersis b ity e foaviogiog, paveous Evadls for fedgaing Taman eapacvecs cpanre

1. tntrodection ey, ;m-v- smdels o co-desgn towtn exprionce ys
e petrane

Drsgeing ané murngiag est
wliern

vires eqires sdopeing s trcrdive dedgn pemces: ths combdnes
2530015 of systes ergieesing 3¢ e comred desiy

vote

acatemnia Dol experiesce cooneps (

iesify a gop between fcaudited suais,  shoud v be 4

e
e shoia puts o pbc b slaicn, ¥

L7 Umversfty

OF APPLIED SCIENCES



&
x
.

I

|

|

|

3

P ‘C.--—_-—




Symbiosis
A long-term association between two organisms of
different species

(Nitrogen-fixing Bacteria and

L qifos PlATs) (Human and Protozoa) (A bird and a Tree)
Mutualism Parasitism Commensalism
One partner benefits, One partner benefits,

Both partners benefit other is harmed other unaffected






Tourism & leisure species

Mutualist ? Parasite ? Commensalist?

Homo Touristicus Zaino

Homo Shopperensis Toscana
Homo Touristicus Americano Homo Touristicus Culturalo Homo Touristicus Calcio?



Leisure species

\w ..

e the same

== /!
A

y Not all res!

Homo Resider 9
Bambini

Homo Residentialis Sportivo Homo Residentialis Seniori J

Homo Residentialis Ristoranti
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Homo Touristicus Branco



Symbiosis and hostmanship

social rules, norms and behaviours set by

: B Being welcome means adhering to the
the host community

Welcoming guests comes with the
responsibility for the host to provide them
with accommodation, food and drinks

Ball at the court of Hen.ri Il &
Catherine de Medici,
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Setting the rules
and nhorms

Where to sleep? (hotel, AirBnB, campsite etc.)

How to get there? (car, train, airplane, bicycle)

Which places can be visited?

Which places are for residents?

What food and drinks are served?

Where can residents buy groceries or go out
for dinner?
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Leisure experience Tourist experience
eco-system eco-system



Sustainable Experience Design requires balancing
stakeholder needs now & in the future
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WERETRCT ) /8T Sustainable tourism
Destination o~ | expert
Marketing Org. : 4 ‘_

Municipal tourism policy
specialist

Cultural 4 » e
heritage : o 7
specialist



Sustainable experience
design: Shared (re-)
use of existing &
renewable local
resources

Buildings
Spaces
Cultural & Natural Heritage

Immaterial heritage & events

Food & Drinks
Energy & Water
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Continuing the
Renaissance...

The city as a means to an end




Systems
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Beritelli, Reinhold and Laesser (2019)

The city as a system
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Visitor flows

» Understanding (tourist) behaviour and decision making from a
logistics/network point of view (see e.g. Beritelli et al., 2019)

Mode 3 A \ : \
Mode 2 /L —

Tourist
destination

Mode 4

Mode 1
Mode 5

Lue et al. 1993
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Beritelli, Reinhold and Laesser (2019)
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Aggregate of different
visitor flows
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Koens, Smit and Melissen (2021)
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Home Tourism
eco-system eco-system



Thank you!

Smit.b@buas.nl
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