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Photo credit: http:/flickr.com/photos/hijl/

50% of travellers plan a
holiday using the Internet

1in4 travellers plansa but

holiday using the Internet
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They browse the video-sharing site YouTube fondifootage so they can picture what their futurebscdiving
experience in North Queensland could be like. Ttheyr ask for more advice on Twitter and online wésion
groups such as the Lonely Planet Thorn Tree, Tnjfgad forum on scuba diving blogs or discussiorufos. They
book online on the website that gives them the inéstmation without having to pick up the phonenc® the
holiday is over, they post their photos on the pksitaring site Flickr, write a review about theic@mmodation
on TripAdvisor, report on their experience on tbeums where they initially asked for advice, andom@mend or
advise against your tour business to other memdietiseir online community.
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A QUICK CALCULATION REVEALS THAT FOR 1 PHONE CALL YOU RECEIVE ON ANY GIVEN DAY THERE
ARE FROM 5 TO 10 OTHER PEOPLE WHO SHOULD VISIT YOUR WEBSITE .
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Imagine Gemma Davies searching on Google forr@rantic escape near brisbaheYou are the owner of a
luxurious country bed and breakfast one hour fromist&ane and it seems to be the perfect match. Henyehen
Gemma uses Google, she doesn't find your webdiiie!i§ because your website is not optimised ferkitywords

that Gemma is using.

IF YOUR WEBSITE IS NOT OPTIMISED FOR SEARCH ENGINEN IS JUST AS IF YOU HAD A PHONE NUMBER

BUT WEREN T LISTED IN THE PHONE BOOK
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Sales Pitch

How to transfer

enthusiasm and
Inowledge

How customers picture
themselves experiencing
your offer

How customers can
book

Customers' gut feeling &
decision making

%

%

Non Web environment

Web environment

Your tone of voice and
the language you use is
adaptable to each client

Usewords, images,
videos, sound: cater for
all your target markets

Custoniers use your
words and the sounds
they hear to imagine
what your product is
like

Customers can only rely
on what they see on
your website and read
about you on the
Internet (TripAdvisor)

They can book directly
with you. You let them
know the availability
and they pay by credit
card over the phone

They want to be able to
book direct or expect a
very quick email
response (less than 24h)

Their feeling is strongly

based on how they are

being treated on the
phone

Their feeling is strongly
based on what they can
find about you online
(your website or what

others wrote about you)
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