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The aims of this research are:

@ To generate, validate and prioritise a comprehensive set of criteria
to measure the effectiveness of a Destination Management System
(DMS) based website.

To construct an appropriate definition of a DMS.

To determine the aims of a DMS based website.

@
@

Daone



J Eyefor Travel.com - Travel Distribution Summit 2007 - Mozilla Firefox

File Edit Wiew History Bookmatks Tools  Help

|
43.9 minukes saved @ {:‘

Introduction

| Rationale - - e
¢ electromc d1str1but1o
Background L e s o enen i mim
Methodol e,
J chodology ; 1nfant:
Findings o )
Conclusions ¢ understand
AT T

A i i Al e el

’ Website effe::tivenessj

|
=, A B i et o o e, T e

L
 business goals ’
e e, g ak e e mom b

R T S

j tandardised friEASUrEf EntS ’

e i e, e e
PR -3
i

methodolong

' e e B, A R B

S T e e T T T e et T T

i
i what 15 impottant to teasure

"' B T i e T

N, — e

effectiveness With re spect to destmatmn websites

Rkl S T e s T = T e

{ Destination Management Sj.rste

i T et e T TR

- = — [ e e
P EMet:rn::s J { robust
. ':\."_.-.H-

e e T e

how to measure it

'\-'h-#- g

B T

= et ol s, o S S, A S, o, ettt | n, e bl ot ettt it th,

Daone




J Eyefor Travel.com - Travel Distribution Summit 2007 - Mozilla Firefox |;||E|i_§_.

File

Edit  Wiew History Bookmarks Tools  Help 43,9 minutes saved @- {:‘

Introduction

Rationale

Background \

Methodology
Findings

Conclusions

The Background to the Research:

@ Commissioned by VisitScotland to research the
effectiveness of to its Suppliers
@ Project Duration: Jan 2001-September 2001.

@ Results Published at Enter 2002.
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Macro Level Metrics

Tell us “what” is happening and
provide us with a basic metric

overview.

Micro Level Metrics

Tell us “what” is happening and
“why” it 1s happening thus
allowing us to actively manage
the situation.
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Not everything that can be counted counts
And not everything that counts can be c :

(Einstein)
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What is a Delphi Study?

A Delphi study is an iterative process that involves collecting
and analysing information gathered from a carefully selected

panel of people who are recognised representative sources of
expertise within a particular field (Fraser, 2003; Cline, 2000;
Cindy, 1994).
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Pilot Delphi Study (February 2006 — May 2006)
. Pilot . Feedback > | Pilot . Feedback > | Pilot . Feedback
Panel Selection Process ; Round 1 5 Report 1 ; Round 2 5 Report 2 ; Round 3 5 Report 3
(Jan. 2005- Feb. 2006) sl | B sl | B sl | B
% G,
Y & A% ;
L0, %, =S &, Actual Delphi Study (July 2006 — January 2007)
| > L %
s ; ; ;
11 [ 11 [ 11 [
. Actual |  Feedback »| | Actual |  Feedback »| | Actual |  Feedback
; Round 1 5 Report 1 ; Round 2 5 Report 2 ; Round 3 5 Report 3
1
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Introduction

Rationale

Background

Methodology | _

Findings Panel Selection Process.

Conclusions Total Relevant Papers 1126

Number of Unique Speakers / Authors 1225
Number of Unique Speakers / Authors that match Criteria 123
Minus Members of the Research Team -3
Eligible Delphi Members 120

Sources included events calendars of hospitality and
tourism academic journals (both online and offline),
hospitality and tourism based websites, existing
conference proceedings and through correspondence.
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Pilot Delphi Study (February 2006 — May 2006)

Feedback |, | Pilot | Feedback | | Pilot | Feedback
Report 1 | Report 2 | Report 3
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The aim of Round 1 was to gather as broad
a range of information with regards to
DMS-based website effectiveness.
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The aim of the second Round was to
progressively clarify, expand on and
prioritise the portfolio of criteria.
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The aim of the final Round was to weight
the criteria collected and agreed upon over
the study.
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Conclusions Aims mstmm W Sxmm.

Areas

l Rationale

Criteria

Number of Definition Components Identified Throughout the Study.
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PA % PROF. ANDREW J. FREW, C
Definition of a DMS
Introduction Tahle 3. Proposed Componenis for Inclusion in a Definition of a DMS  |Percentage
Rati | Consolidate & Comprehensive Range OF Tourism Products 16.19%
alonae Distribute & Comprehensive Range OF Tourism Products 10.61%%
Background Generally Caters 1?'01' A Bpecific Reg{to‘n . 3.30%
FPresent The Destination A s A Holistic Entity 2.16%
Methodology Inclade Diestination Felated Information B03%
— Inchude Real-Time Reservations 4.90%;
Findings Include & Marketing Element 4.40%,
c lusi Provide Destination hManagement Tools 395%
nelade ustomer Cetitric toac A%
sl Inchude & “C Centsic” Approach 3.40%
Include The Words “Support DMO A ctivitiss” 286% 16 elements (82 5% of the Votes)
Pay Particular Attention To Representing Tourism SMEs 2 BAY . . ...
Include The Term ' Web-Based" 231% were included in the definition
FProvide A Variety Of Platforms/Channels 231%
Include The Management Of A Destination 1.50%,
Include The Term “Facilitate Networking™ 1.50%
Inchade The Words “Create Awateness” 1.09%, dee med u n necessary,
Inrwolve Supplier Feedback 1099

N

There were 20 elements that received
less than 1% each of the votes when
weighted. These 20 elements only
accounted for 9.9% of the votes
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“»  There was almost absolute agreement with the criteria
S proposed by the panel over the course of the study
with 98% agreeing with the comprehensive
nature of the definition.
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Figure 2: Proposed Aims of a DMS.
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To effectively co-ordinate the marketing activities and branding of a specific

destination and the comprehensive range of products it has to otfer,

L2l To provide timely, accurate, unbiased, quality assured destination and product

baged mformation (both accommaodation and non-accommodation),
To facilitate the effective distribution and sale of a comprehensive range of

tourizm products fiom a destination,

{9l To present the destination as a holistic entity displaying a destination orientation

rather than product orientation.

L2l To provide an appropriate and sustainable relationship building mechanisms with

cugtomers through effective, meaningtul and continuous communication,
To mcrease the satisfaction level of its suppliers, the local community and all its

stalceholders through building and maintaining meaningful relationships,

L2l To facilitate the management of a destination by supporting DMO activities and

through the provision of tools, support and training for its stakeholders.
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destination and the comprehensive range of products 1t has to offer,

Wl To effectively co-ordinate the marketing activities and branding of a specific
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l Methodology

" Findings

The purpose of this section of the study was to identify the

| oemen €Yaluation areas and weight them in their order of importance.

| Conclusions

Aims

"One of the most important steps in conducting a thorough
investigation into DMS website-effectiveness is deciding on which
13

(Mich et al, 2005)
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Tahle 5: Areas Used to Evaluaie DAMS Effectiveness. Perceniage |
Content 17 22%
Desgign & Navigation 14.15%
Custotter 1061%
Commerce 10.20%
Performance 0.25%
Cofrversion T 89%
Reach f.39%
Management 5T%
& cuisition 5.58%
Promotion 5.032%
Loyalty 3.81%

Fetention

3.54%
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| Introduction

Background The purpose of this section was to come to a consensus with

Methodology

“Findngs | oemion 163K to the criteria that should be included in any comprehensive
e evaluation of a DMS based website.

Areas

l Rationale

Number of Criteria Identified Throughout the Study.
105
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Introduction

Gl Focus Example.
Background =
Methodology —
Findings ‘ Average Mumber of Pages Vizited in a Given Section = % Focus
= Tatal Mumber of Pages inthe Section
Conclusions
P ;: = 1.8 Focus
| ]
-
{ Focus 77.80%
‘ = - -
(a2 )\ Focus Weighting 1.63%
L — Contribution to Content Area Effectiveness 1.27%
~“Content Weighting =% 17.82%
17 Contribution to Overall Effectiveness 0.23%
?
| 15771%
ix 2.305%%
| e
Focus 1" 63% 5.66%
Aroen 5 12%
4. 18%
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Methodology =
Findings
Conclusions ®
. .
Destination
What Yeu Den't Knew Can #Hlarild Youllr
|_Introduct'on |I Content !i'ifa;igat'on || Customer || Commerce || Performance || Conversion !iﬁ-é.;rfﬁ-!i Management || Acquisition || Promation |!_L_D_fél-&-§i F_!Efzé-ﬁﬁ_o-h_iiﬁd;s_a'r_y_i
Overall Effectiveness DMS Effectiveness ,
§9.65% Areas |Weightings | Micro-Level Effectiveness | Area-Level Effectiveness | Weighted Overall Effectiveness
Moredess Information @ = [Content | 17me% | | 73AT% | 13.04% |
MorelLess Information @ 2 |Design & Havigation | 1415% | | 58.35% | 8.26% |
MoreLess [nformation @ = [Customer | 1om% | | 74.38% | 789% |
Mored ess Information @ = |[Commeree | 1020 | [ B3.51% | 6.51% |
Moredess Information @ = |Performance | g2 | | 93.15% | BHI% |
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Introduction

Rationale

Background

Methodol . . .

F_ed_" e This research has taken some valuable steps when it comes to evaluating
indings . ;

T DMS based website effectiveness.

Research Qutcomes Include:

An appropriate definition of a DMS

A comprehensive set of aims of a DMS

12 distinct evaluation areas to be evaluated (+ weightings)
105 separate criteria that must be assessed (+ weightings)

A model containing a suite of actionable e-metrics that accurately relate to
the key goals of a Destination Management System.

Where to Next:

Longitudinal Study on a system that will be tested and retested from many
different perspectives and not just a simple content analysis.
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Technigques Employed to Measure Effectiveness

Areas Log Files |[DMO Interview| CSS 555 Other Total
Content 2B% 29% 41% 0% 3% 100%
Commerce {Inc. Revenue Generation) 0% 12% 0% 17 % 2% 100%
Design & Mavigation 1% 0% 39% B% 44% 100%
Customer 0% 30% 25% 10% A% 100%
Ferformance 17% 33% 1% 0% 39% 100%
Conversion & Attrition 100% 0% 0% 0% 0% 100%
Feach 100% 0% 0% 0% 0% 100%
Management 9% 45% d2% 9% 5% 100%
Framotion A0% 0% 0% 40% 10% 100%
Acquisition & Abandonment 100% 0% 0% 0% 0% 100%
Retention & Churn 100% 0% 0% 0% 0% 100%
Loyalty H33% 0% 0% 0% 17 % 100%
Owverall Percentages 49%, 17 % 17 % 7% 10%
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