Py












oo e e e NRRRC

(r

L 4

Scottish

TOURIST BOARD

Fkkok

VISITOR
ATTRACTION

f

p)
Y

i
[

TP,

- puean i [
N\ &7
P \W -




SENEEEEEEE NEEANNNNEE NENNNEEER GEEEEEEEEE ml;ﬁ NNNNENNNEE WEGENENEEE EEEEEEEEEN

E “-H __ juumEREEER 'IIIIIII‘ i Illlll1







RTINS B F e




- No Operational
Structure

No Ctlear Objectikfes 2

 Serv Mixed
ot Role St & ‘ ‘ :

1,' Reviews'

Unhappy People



I have learned
that people will
forget what you
said, people will
forget what you

did, but people
will never forget
how you made
them feel.

Maya Angelou
1928-2014
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Onstage and Backstage

Onstage means you are in front of a guest. The guest can
see you or hear you, or otherwise take in what you are

doing.

*. You are a part of their experience at that moment.
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Backstage meansyou’re not in frontiof the guest. They
can’t see you or hear you............
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* but you’re still part of their customer experience.
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