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Course presentation and Learning objectives

In this course we will have a look at high-end tourism and its specificities. We will
have a look at the main elements in the sustainability aspect of delivering that
service. We will also have a look at how a customer looks at those elements.
Because the client's perspective is essential. Once we know that, we will have a
look at how customers experience those products and services and how we
manage them. Because lest we forget working in managing high-end tourism is
all about creating that added value for the customer, for the personnel, and for
those companies. Therefore, the course is structured into five main modules:

1. Introduction to high-end tourism

2. High-end tourism and the three pillars of sustainability

3. Customer insight in sustainable high-end tourism

4. Marketing sustainable high-end tourism experience products and services

5. Operational management of sustainable high-end customer experience

Learning objectives:

1. Learn the definition of high-end/luxury tourism — basic terminology, meaning
and historical development

2. Learn about planning and designing luxury experiences
3. Know indicators for evaluation of luxury tourism — basic principles

4. Know the roles and responsibilities of all actors within luxury tourism
(tourism providers, guests)

5. Know global good practice and case studies in luxury tourism

6. Get familiar with the three pillars or dimensions of sustainability (i.e.,
economic, sociocultural and environmental) and their links with the high-end
tourism sector

7. Learn how to implement actions in the high-end tourism sector to make the
services and experiences more sustainable from that triple point of view

8. Get acquainted with the definitions, benefits, and various types of customer
insight in the context of sustainable high-end tourism
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Learn the fundamentals of various customer insight tools and methods
related to customer insight, consumer behaviour and trends from a
sustainable high-end tourism perspective

Comprehend the significance of the value of the sustainable high-end
tourism product for the customer

Get acquainted with the sustainable high-end tourism promotion and
marketing, as well as its environmental and economic impact

Understand and be able to develop sustainable marketing mix and how it
applies to tourism

Utilise and be familiar with the sustainable marketing tools and strategies
that can be useful for local business development

Learn the basics of operational management of sustainable high-end
customer service

Learn the basics of service management and operational issues specific for
high-end tourism

Understand the meaning of the service design, quality in all its facts from a
managerial perspective

Be able to use the service design theorem on a specific operational issue. In
short: value creation in operational management — flexibility and innovation
at its core



