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THE SOFHISTICATEDy DISCERNING RECREATIUN CUSTOMER

RY

DR. ROBERT D, ESFESETH, CHIEF

OFFICE OF RECREATION AND' FARK RESUURCES
UNIVERSITY OF ILLINOIS AT UREBANA-CHAMFAIUN
CHAMFAIGN, ILLINOILIS 61820

ABSTRACT

Higher standards of endouyment and exrectation are beind established
by more sorhisticatedy discerning recreation customers. ERetter market
"tardetindg® and a3 dgreater concern for imrroved service must be recodnized
by recreation enterrrises and the recreation/tourism industry if they are
doind to survive and rFrosrer in the next two decadesy like they have
rrosrered in the rast two decades.

THE SUFHISTICATEL DISULERNINL REUREATIUN LUSTUMER

It is interesting to rnote the tramsition which has occurred within
the recreation industry during the rast two decades and at the same time
to look to the future and try to Fredict the direction now beind set.
Durindg this sran of time it is arrarent that the industry has eitner
matured or is bedinnind to mature. The ecoromic and sociolodgical torces
that work todether inm demanding 3 hidgh cuality recreation exrerience will
ultimately he reflected to a8 higher dedree in the orerating methods of
the 1industry. Manys of these demands are necessary and desirable lh1s
industry has seen wvery rarid drowth over the 1ast +two deczdes as
evidenced bw the investments which have taken rlace in fprodectz bhoth
larde and small throughout the country.

During this reriod the recreation customer has develored i1nto 3
whole new breed. A highly sorhisticatedy discerning customer &t times
(rerhars not so sorhisticated 3t other times)» but with desires and
demands that have literally revolutionized and rushed the recreation
world into its rresent state. They are no londger content with tne hardy
outdoor 1lifes in many casesy but want aquality service and comtorts
rneither of which is imexrensive to rFrovide.

This has resulted in drastic chandes in oreratindg methods of many
recreation businesses. The recreation industry rFrobably throusgh 1ts own
creativenessy has dlamourized many tyres of recreation activitiess
focusing on the excitements thrill, adventure and outdoor exreriences all
contributing to the exrectation of the customer. (1)

Iuring these exranding Years there has been an emerdence ot the
dgiants in the 1ndustry who have chanded recreation into bidg business.
And conversely» the ecornomic forces involved have forced many ot the



smaller enterrrises owut of business. In many cases this 1s due to the
fact that more sorhisticated and discerning recreation customers have
established hidgher strandards 3s to how and where thewy will srend their
recreation (vacation) dollars. The industry has also recodgnized that
there 1s a8 need to be able to withstands a3s well a3s rossibley bad
seasonssy recessiony high interest ratess da3s shortades: airline strikes
and other economic challendes which have been thrown at them. Those 1in
the recreation/tourism industry are rlaving 8 new ball dgame based on
current economic information. It your customer 1s affected by =resent
economic conditionssy vour enterrrise is affected. An enterrrise may need
to develor &3 new 1look if the cost of doing business 1s chandindg
significantly. It is essential that each recreation enterrrise krnow what
attracts the customer to their rarticular enterrrise by taking a3 caretul
look. a3t e:xactly what commodity or service 1s beind sold. teach business
is wunicue and 1ts rarticular combination of servicesy activities and
related envirornment make wur the unicue rackade that the enterrrise orfers
to the recreation customer.

If the recreation rackade beind sold is clearly understoods 1t makes
the marketing of that enterrrise (froduct) much easier. oo many
recreation enterfrrises do not understand the recreation market but each
recreation enterrrise cowulds 3s 8 starts take a carefulsy thorough lookr 3t
its rresent customers. It may be that because recreation businesses have
heen orerating in 38 shiftindgs dunamic market that the market currently
heind served needs to be reanaluzed and a higher 1ncome sedment of the
market determined. You may need to look for the tamily with 3 slightlw
higher income if yvou are doind to attract someone who 1s seekindg 3
vacation in wour Frice rande, It may be vou will attract an even higher
income sedment who are lookindg for ways of cutting cost and srending
less. (2)

Althoudh many enterrrises have rulled their horns in and are doing
less marketindg and advertisinds, rerhars now 1s the time to bedin to sell
more addressively, As some former customers are beind lost to wour
enterrrisesr there are new families and new reorle who could become 3 rart
of vour market. You must bedin to tell reosle what vou have to otter 1in
an attractive manner and invite them to visit vou. The sorhisticatedy
discerning recreation customer cannot be hoodwinked with t'lashy
advertisements and other shedy methods rfreviously wuseds but will be
interested in the cuality of uvour enterrrise and the exrerience otfered.
In order to maximize the dollars allocated to advertisindg a2nd =romotion
wou must bedin to "tardet vour market® by arrealingd to those rotentizl
customers who will most likely want to buy vour rarticulsar sroduct--the
recreation orrortunities and exrerience vou are sellind, Entersrices
rneed to bedin to take aim with 3 rifle rather than taring the shotdgun
arrroach so that the advertising dollars will be most effectively srent
directly on the reorle who are in the tardet market.

Recreation will contirwue to grow and comrete for dollare 1nm other
sedments of the economy 1f the exreriernce offered is dgood. The customer
must believe that for the rrice they ra3y they receive 2n excellent value.
It must be recodnized that recreation 1s a3 service business 2and
secondarily 3 froduct business. Consumers will increasinziy lcok =2t the
auality level that thew think they should receive for their doliar. fmis
rercertion of value will be enhanced or diminished by the consumers
contact with enterrrise emsloveesr the surrounding communitws the
exrerience itselfs the trir to and from and the whole srectrum of what is
teing offered,



The recreation business arrears to be maturing and as it moves 1into
the future we should be reminded of what harrened to the automobile
industry. We cannot tell customers what is best for them and themn try to
convince them of it. We must listen to the customersy be sensitive to his
desires and needsy and recodnize that in a8 service business the consumer
is the basis for survival., If we take the arrroach of the automobile
industryy doing everythindg for the convenience of manadementy then
rerhars we will 3lso find that our market will start to disarrear (3).

The recreation/tourism industry will drow in the future and will be
more 3ttractive to 3ll sedments of our society but the enterrrises that
will succeed during this reriod will be the ones who wuse better
rrofessional and manaderial skills and are sensitive to the
sorhisticateds discerning recreation customers who will be ravind the
bill,
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COMMENTS
llecentralized structures are now rerlacindg
centralized ordanizational rrocesses. Flannind 1is

taking rlacesy more oftens from the bottom us.
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