Chapter 4 - Demand-driven eTourism

Chapter questions
1
Which target markets are more likely to book on-line, and why?

2
List the key factors that will encourage more tourism products to be booked on-line.

3
Explain the differences between the information needs of business and leisure travellers.

4
What determines the level of on-line population and the penetration of the Internet in each country?

5
What are the sources of satisfaction and dissatisfaction for the on-line consumer?

6
What non-tourism products/services may enjoy synergies by promoting tourism?
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Websites (end of chapter)
Statistics on on-line population
European Tourism Commission monitor: www.etcmonitor.com
Europe Media: www.europemedia.net
Computer Industry Almanac: www.c-i-a.com
ACNielsen eRatings Internet measurement service: www.e-ratings.com
Forrester: www.forrester.com
Gartner: www3.gartner.com

GartnerG2: www.gartnerg2.com/site/default.asp
Jupiter: www.jup.com/home.jsp
NOP Research: www.nopres.co.uk
NUA Research: www.nua.ie/index.shtml
IDC: www.idc.com
Which Net: www.which.net/surveys
AllNetResearch: http://allnetresearch.internet.com
Travel Industry Association: www.tia.org
World Travel Monitor: www.ipkinternational.com
Websites (additional sites of interest)
Company Websites and Internet Links

Internet Ratings and on-line population

MORI http://www.mori.com/
Nielsen Net Ratings http://www.nielsen-netratings.com/
Latest trends in eCommerce in the USA Travel Industry Association http://www.tia.org/home.asp
Complaints Web sites

www.Complaints.com is a database of personal, first-hand, consumer experiences with products and services. www.Complaints.com
United airlines complaints www.untied.com
Ciao is a web page that provides 2.7 million consumer-written product reviews.

www.ciao.co.uk
Press Releases

IBM TripWorks: Redefining customer care for the travel industry

News Articles

Personal touch makes comeback
By Geof Wheelwright
Published: March 11 2002 10:31GMT | Last Updated: March 12 2002 12:59GMT
http://specials.ft.com/ftit/march2002/FT3MASRBNYC.html
Hi, I'm on the plane at 39,000ft...

Excuses for avoiding work while flying have finally dried up. The last

important void in the office in the sky has been filled by airlines

introducing internet.

http://tm0.com/sbct.cgi?s=85452150&i=650349&m=1&d=3163804
US students flock to net
The generation that grew up alongside the internet now cannot live without it, a US survey has found. 

http://news.bbc.co.uk/1/hi/technology/2261105.stm
Home web connectivity grows in UK

Almost half of all homes in the UK - about 11.5 million (46 per cent) - are now connected to the

internet, according to telecoms regulator Oftel.

http://www.revolutionmagazine.com/news/view.cfm?r=1&id=90230
http://www.revolutionmagazine.com/News/view.cfm?r=1&id=88445
Europe more online than the US

Internet penetration is now greater in Europe than in the USA, according to a new survey. While the USA has 183m users, Europe has 186m, according to Nua.com’s ‘How many online?’ survey. Asia-Pacific, including Australia and New Zealand, has 168m.  The figures show that while levels have been rising in Europe, they are largely static in the rest of the world.
http://www.nua.com/surveys/how_many_online/index.html
US web use at record high despite downturn

Despite the bursting of the dotcom bubble, interest in the internet remains strong. The number of US office workers surfing the web hit a new high of almost 46m people.

http://tm0.com/sbct.cgi?s=85452150&i=644853&m=1&d=3104737
Lost in the fast lane

On May 21, Richard and Anjanette Inzunza, who live in north London, signed up for BT Openworld's Home 500 broadband internet service. However the service was less that expected

http://tm0.com/sbct.cgi?s=85452150&i=602412&m=1&d=2910977
Waiting for content

The number of broadband users in the UK has now passed the 700,000 mark. 

http://tm0.com/sbct.cgi?s=85452150&i=602412&m=1&d=2910978
The rapid rise of the unplugged traveller

Wireless &#8216;hot spots&#8217; that allow high-speed internet access

without cables are proliferating in hotels, airports and cafes.

http://tm0.com/sbct.cgi?s=85452150&i=651807&m=1&d=3173942
BT pulls plug on unlimited net access
http://news.bbc.co.uk/1/hi/technology/2289961.stm

Africans are going on line 

http://news.bbc.co.uk/1/hi/technology/2290486.stm
Multimedia Resources and News

Customer Relationship Management in the travel industry

http://www.travelmole.com/cgi-bin/item.cgi?id=84833&d=339&h=341&f=340
Phillips consumer appliances and systems http://www.philipsusa.com/
Sony consumer appliances http://www.sel.sony.com/SEL/consumer/ss5/
Scientific and Research Articles

Eurobarometer survey "Facts and Figures on the Europeans on Holidays (March 1998)"

http://europa.eu.int/comm/enterprise/services/tourism/tourism-publications/documents/eubarholi0398.pdf
Carl Marcunsen Trends in Distibution http://www.rcb.dk/uk/staff/chm/trends.htm
UK Demand online

The fifth Which? Online survey demonstrates that 19 million people in the UK have access to the Internet. There may be more users than ever but the rate of increase in the Internet population has slowed from a staggering 33% in 2000-2001 to just 11% in the last 12 months.  This more experienced user population is spending longer online and is encouraged to do so by the rise of unmetered access options - around 4 in ten users have an unmetered package. Average time online is now seven hours a week up from 5 hours last time. 

http://www.which.net/surveys/survey2002.pdf
USA web use is increasing fast 

http://www.nielsen-netratings.com/pr/pr_020912.pdf
The Internet Goes to College: How Students are Living in the Future with Today's Technology
http://www.pewinternet.org/reports/pdfs/PIP_College_Report.pdf
Consumers, travel and technology: A bright future for the Web or television shopping?
Morgan, N. J.; Pritchard, A.; Abbott, S.
Journal of Vacation Marketing, 2001, vol. 7, no. 2, pp. 110-124 

http://saturn.bids.ac.uk/cgi-bin/ds_deliver/1/surrey:shr/surrey/ISIS/2430036.1/hsp/vm/2001/00000007/00000002/art00002/5F72DC09121BB8FB1032541787ED798F41A4F7B10A.pdf?link=http%3A%2F%2Fwww.ingenta.com%3A80%2Fisis%2Ftracking%2FDeliveryError%2Fingenta%3FWebLogicSession%3DPYtSTL4Ajf6zCJIHdSgr%7C2664270365142976967%2F-1052814329%2F6%2F7051%2F7051%2F7052%2F7052%2F7051%2F-1%7C1032540748278&format=.pdf
Customer knowledge management in the travel industry
Gamble, P.; Chalder, M.; Stone, M.
Journal of Vacation Marketing, 2001, vol. 7, no. 1, pp. 83-92 
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