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Connecting the Digital and Physical
Experience through Mobile Apps

@IAAPAHQ | #IAAPAEXxpo



Objective

To leave today’s session with an understanding of:

=

The macro trends affecting the expectations of today’s guests

2. The art of the possible for mobile apps today and the benefits for
both guests and operators

3. Best practises for running effective apps and how to get started
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“H
5,427 days
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“H
Tuesday, January 9th, 2007
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Understanding Today’s Guests

v
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Demographic Changes

Silent Boomers Gen X Gen Y Gen Z Gen Alpha
Born 1928 — 1945 Born 1946 — 1964 Born 1965 — 1980 Born 1981 — 1996 Born 1997 — 2012 Born 2012+
Digital Immigrants Digital Natives
Born before 1984 Born 1984+
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Demographic Changes

— Digital Natives — Digital Migrants

100%
& 75%
3
3
o
k=
o 50% \
8
[
8
S o9 You are

here!
0%
Time
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Demographic Changes

Information at their fingertips Sustainability

Personalisation Health & wellbeing

Self-service preference Experience driven
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Demographic Changes

mAS'rER
ADUENTURE l

. . L—— ‘ 7N n.-/ 5 %
| MY FIRST ROLLERCOASTBR RIDE
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L_] ATTRACTIONS PARK

Your photo is ready! s

Tap to view, buy and share in-app.

., LY.
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The Impact of COVID-19

v
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Operational Changes

-t [ 4 000
E ® = i3
-—
Pre-booked Capacity Virtual Self-service Online
tickets Constraints Queuing food & retail experiences
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Different Approaches

Spend Per Guest Visitor Experience

Admissions
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Enhancing the Guest Journey

v
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Meet Lucy

34 years old
A digital native
Young parent (millennial)

Visiting the park with her
son, Ryan (age 7), and his
friend, Emma (age 6).

YW @IAAPAHQ | #IAAPAExpo




Lucy’s Frustrations

Lucy encounters these common sources of
friction during her day:

Struggling to locate emailed tickets
Figuring out what rides the kids can do
Choosing a restaurant the kids will like
Waiting in line

Getting lost

——_\’_h
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Enter the Mobile App

A
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GETITON

P> Google Play

#_  Download on the

S App Store
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9:41

Thursday, 4 November

ATTRACTIONS.IO PARK now

We'll see you soon!

We can't wait to welcome you today! Tap for
driving directions and to check current
traffic conditions.

IAAPAHQ | #IAAPAExpo




Family Ticket
2 Adults, 2 Children

Order Number 123456
Purchase Date November 2nd, 2021
Valid From November 4th, 2021

Valid To November 4th, 2021

Unlink Ticket
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Q  Find attraction
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9:41 il T ==

Plan Settings

November 4th, 2021

Diggers

Completed at 09:33

Flying Machine
15 min queue + 5 min walk

Lucy is too small for this ride

Get Directions
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Racommendaticnn for Yeur Day

Big Thunder Mountain
Railroad

Big Thunder Mountain
Railroad 945 AM | Average

915 AM | Average Wi Yoy Pt DY Seewr—

Haunted Mansion The Dapper Dans

Aoy Hosght

10:15 AM

Big Thunder Mountain Rairoad MR
35 Mouten

10:30 AM

LL Ganies+ Ughtning Lase
230 PM sook Experiencs Sotemmaniod Mol O

Cosmic Ray's Starlight Cafe

Seven Dwarfs Mine Train 11:30 AM - 12:00 PM

Standby Uine

Take Control of Your Da A Custom Tip Board Tailored Recommendations

Don't like one of your recommendations? Need See show times, dining times, and estimated wait Along with your reservations, Disney Genie
to change plans? No problem. Tap the menu times for your top attractions, entertainment, and service recommends attractions, dining, and
icons to modify a plan, swap out a dining. You can also order food, make dining entertainment inspired by what you have
recommendation, and more reservations, check into a restaurant, and request indicated you're most interested in doing. It even
to join an available virtual queue. displays a good time to go to an experience and
an idea of the forecasted wait.
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9:41

< Queues

Diggers
5 min walk

Hang Time
Virtual 4 min walk

4
Vertigo
5 min walk

Cobra
Virtual 5 min walk

Flying Machine
° 5minwalk

Magma Fly

2 min walk

Disk'O
Virtual 5 min walk

Snake Bite
5 min walk

Crazy Mouse
15 min walk

Queues

AAPAHQ | #IAAPAExpo
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< Back Events l:l

By Time By Name

November 04, 2021

Breakfast with Erik the Viking N
Kids 7:30, 9:30

Boo’s Barktacular Magic Show N
Live Show 12:00, 19:30

Boogie Bugs >
Kids 20:00
Casper's Captivating Circus N

Live Show 8:15,10:15

Late Night Karaoke N
Adults 21:00, 11:15

EEEG

Explore
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9:41

Thursday, 4 November

ATTRACTIONS PARK how

Crazy Mouse has a 90-minute wait!

Would you like to reduce your wait with a
skip the line pass?
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- 80

X

i

Skip the Line

How many people want to skip the line?

- 3 +

Total £15.00

Buy with Card

Buy with @ Pay

YW @IAAPAHQ | #IAAPAExpo




& Pay

VISADEBIT

VISA | (eees 2505)

Aaron C Sanderson
123 Foregate Street
Fleetwood
BS289YT

SANDERSON_151@ICLOUDCOM
(+44) 7911123456

AAPAHQ | #IAAPAExpo

Cancel

£15.00




Skip the Line Pass

Crazy Mouse

Skip the Line Pass

Valid For 3 People

Expires 11:35am

Get Directions

AAPAHQ | #IAAPAExpo




9:41

Thursday, 4 November

ATTRACTIONS PARK now

Your photo is ready! &

Tap to view, buy and share in-app.
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< Wallet Photos Link a Pass

Crazy Mouse Flying Machine
Nov 10th 11:58am Nov 8th 11:10am

in 14 days Expires in 12 days

Wooden Warriar
Xpire 2 day

imoBE =

Plan Wallet

IAAPAHQ | #IAAPAExpo
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< Hang Time +

Hang Time

5 mins 1 hour

Walking time Queue time

Join the Queue

This attraction is operating a virtual queue.
Would you like to join?

Hours

O it

Explore Queues

AAPAHQ | #IAAPAExpo




9:41

Thursday, 4 November

ATTRACTIONS.IO PARK now

It’s almost showtime! &

Hocus Pocus: A World of Illusion is starting
soon near you. Tap to get directions.
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< Directions

Hocus Pocus v
4 min walk ]
S AN 557 P i
* LR}
o ¢
.
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X Route Options Clear

Avoid Uneven Terrain (\
Sometimes the fastest route will contain =
uneven terrain, including steps. By avoiding

uneven terrain, only routes suitable for

pushchairs and wheelchairs will be shown.

AAPAHQ | #IAAPAExpo
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Thursday, 4 November

ATTRACTIONS.IO PARK now

It’s almost time to ride!

You're nearing the front of the virtual line —
make your way to Hang Time now.
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0\ Fizza| @

- Flo's American Diner >
5 min walk
Corner Cafe >
8 min walk

The Railway Yard >
9 min walk

IAAPAHQ | #IAAPAExpo




Pizza Meal
£7.50

A delicious stone-baked pizza with homemade
tomato sauce.

Side

>
Hand Cut Fries
Drink N
Pepsi Max

‘Add Item (£7.50)

AAPAHQ | #IAAPAExpo




M

Close My Basket Clear
Your Order
W 1xPizza Meal £7.50

Side: Hand Cut Fries
Drink: Pepsi Max

W 1xHouse Salad £4.50
Size: Large

W 2xMozeralla Sticks £4.00

W 1xChocolate Brownie £4.50

Basket total £20.50

Why not add?

Onion Rings
£3.00

Go to Checkout

AAPAHQ | #IAAPAExpo




9:41

Thursday, 4 November

ATTRACTIONS PARK now

Order #3255 is ready to collect | |

Your order is ready to enjoy — Please head to
Flo's Diner mobile collection point.

YW @IAAPAHQ | #IAAPAExpo




123456

The Railway Yard

Order placed Preparing order Collect order

Get Directions

Your Order

1x Pizza Meal
Side: Hand Cut Fries
Drink: Pepsi Max

1x House Salad
Size: Large

2 x Mozeralla Sticks

1x Chocolate Brownie

Sub total:
Discount: -£1.60

AAPAHQ | #IAAPAExpo




9:41

Thursday, 4 November

ATTRACTIONS.IO PARK now

It's almost feeding time! %

Head over now to find out what our
elephants are having for lunch — tap for
directions.
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Elephants are in crisis, and they
need your help

As well as being the largest land mammal on
earth, elephants are a keystone species and
play an important role in the environment
where they live. However, having roamed the
wild for 15 million years, today, this iconic
species faces the biggest threats to its survival
due to ivory poaching, human-wildlife conflict
and habitat destruction.

Did you know, the ears of an African Elephants

ran rearh un ta & fast Inna Whaen flannad

Learn More About Our Conservation Work

@lAAPAHQ | #IAAPAExpo




9:41

Thursday, 4 November

ATTRACTIONS.IO PARK now

You're all checked in! @

That was easy! You're in room 123, and you
can use your phone to open your door —
tap to access your digital room key.

IAAPAHQ | #IAAPAExpo




9: 41 ol F -

Room Key

Touch your phone against the lockpad on
your door to open.

Need Help?

YW @IAAPAHQ | #IAAPAExpo




Q_  Find attractions, food and more... Q

Feedback

Have you been satisfied with
today'’s visit?

Your feedback is important to us.

Dissatisfied Satisfied

Come back all year round!
Get your annual membership card minus the
price of today's admission.

View offer

Explore

AAPAHQ | #IAAPAExpo




Offers

JEEREgY IS JA -

Queues
Diggers

Cobra

Vertigo

5 min walk

Flying Machine

s min walk

Hang Time

4 min walk

Magma Fly

2 min walk

Disk'0

5 min walk

Snake Bite

5 min walk

Crazy Mouse

15 min walk

io

Today's Opening Hours

;0

”O 9:30am to 6:00pm
v 3 We hope you enjoy your visit
® Family Ticket
25 min 2 Adults, 2 Children
O
30 min Order Number 1234
(c] Purchase Date November 2nd, 2(
30 min

Valid From November 4th, 2

10

Flying Machine

15 min queue - 5 min walk

Valid To November 4th, 2(

Unlink Ticket View Details

@lAAPAHQ | #IAAPAExpo

Get Directions.

Giraffes

5 mins 12:30pm

Walking time

[ —

Play Audio

Next talk time

0am to 6:00pm

loparda ally ‘camel

) for their buff fur wit

Directions

“lying Macl

Plan

hine

- -

Settings




Operator Benefits

A
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CHanngs you. perdite

d

Website
Social Ads
Above The Line Ticket purchase
Brands
W% of REvENUL
OTAs
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In-Park Experience @\

007 owN¢d
Food & Beverage hﬁ %M

Fast Passes

On-site
purchases

VIP Experiences

Live Shows

Up to 51% of Spending

YW @IAAPAHQ | #IAAPAExpo




Website

Social Ads

Above the Line

Brands

OTAs

Ticket purchase

YW @IAAPAHQ | #IAAPAExpo

Food & Beverage

Fast Passes

VIP Experiences

Live Shows

On-site
purchases

Happy &
engaged guests




Website

Social Ads

Above the Line

Brands

OTAs

Food & Beverage

Fast Passes

On-site Happy &

Ticket purchase purchases engaged guests

VIP Experiences

Live Shows

&

DRive Loyl o Repeat Vists
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G Create your Message

Title 120
Welcome to the park 1l =

Your Message 120
Start your day the right way with 15% off your morning coffee at

James' Bistro.

On tap, this will open...

Open James' Bistro Pre-order menu ¥

IAAPAHQ | #IAAPAExpo

ATTRACTIONS.IO PARK now

Welcome to the park 7 =

Start your day the right way with 15% off
your morning coffee at James' Bistro.




Filters X

Showing 107,112 out of 633,902 users

Users match all ~  of the following conditions:

e User's Current Location is ~ Resort Area ~ Fun Zone ~
AND

(5 Usersmatch any ~ ofthe following conditions:

@ User's Ticket is ~  SeasonPass ~

OR

e User's Ticket is = DayPass ~

@ Add Group or Filter

AND

® Add Group or Filter

AAPAHQ | #IAAPAExpo




Marketing

Own the end-to-end guest experience
Increase secondary spend

Increase admissions yields

Be highly personalized in marketing comms
Better understand guests

gk
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@IAAPAHQ | #IAAPAExpo

From date

2021-08-2410:00

Enable playback?

Radius
Coverage
Elevation Scale

Lower Percentile

To date

2021-08-2418:00




Operations

1. Make data-driven decisions
2. Improve operational efficiency
3. Reduce labour costs

YW @IAAPAHQ | #IAAPAExpo




Admissions

gk

Available offline
Optimised for scanning
Updatable OTA Fomiy Tcket
More sustainable e
Profit protection tools

Valid From November 4th, 2021

Valid To November 4th, 2021

YW @IAAPAHQ | #IAAPAExpo




I & B Close My Basket Clear

Your Order
W 1xChicken Deluxe Burger £11.50
Burger Toppings: Extra Cheese
Burger Sauces: : Mayonnaise
Side: Fries

Drink: Coke Cola

1. Reduced queuing

2. Better staff utilisation s
3 Increased ATV L

. s
A F Onion Rings "5"'.
s f .00
£ .
Go to Checkout

YW @IAAPAHQ | #IAAPAExpo




Hotel
9:41

Thursday, 4 November

1. Reduced queuing
2. Better staff utilisation ATTRACTIONS PARK
3. Instant access to room You're all checked in! &

That was easy! Your room is ready — Tap for
directions to your Deluxe Room.

YW @IAAPAHQ | #IAAPAExpo




Guest Services

Have you been satisfied with

Continuous feedback stream
Location-based @ ®
Rescue the day

Live chat

W

Come back all year round!
Get your annual membership card minus the
price of today's admission,

View offer

YW @IAAPAHQ | #IAAPAExpo




Digital Strategy

v
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R

Adam Watson

s Family visit, 3 children

Katie Swan

,  John Matthews

.

) ' : A ‘ ]
Q Bought 3 fast-pass A ) | ‘l-"““ *. Lol 2. 5.4, 1 child 3 &% Family visit, 2 children
- u 5 1'1
tickets ) e 2 Adults W Hl Heading to exit ¢ =0l Browsing catering
- outlets
D Last visited in May = @ Left positive guest ~

Used 20% voucher at fasdback
Tommy's Cafe

ae Walking to the Tigers




Single Customer View

Activity
v Today
® now Placed order at The Silver Spoon for collection at 12:30 — £24.95
1:35 Got wayfinding directions to The Gardens
1:23 Purchased on-ride photo from The Big Dipper — £7.99
11:07 Called to boarding area for The Big Dipper
10:45 Entered virtual queue for The Big Dipper
10:39 Viewed triggered message: ‘Welcome!"
10:38 Received triggered message: 'Welcome!"
10:38 Scanned mobile ticket for entry
10:27 Arrived at Attractions.io Park

Got travel directions to Attractions.io Park

AAPAHQ | #IAAPAExpo




Single Customer View

—

Variant A Variant B
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Real-world Examples
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How to Get Started

v
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Golden Rules

1. Start with the outcome in mind
2. Focus on the guest journey
3. Measure and iterate

YW @IAAPAHQ | #IAAPAExpo




Start with the Outcome in Mind

For example:

Increase spend per guest by 20%
Increase NPS by 10%

Reduce paper waste by 90%
Increase yield by 10%
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Focus on the Guest Journey

Pre-visit During Visit Post Visit
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Focus on the Guest Journey

Pre-visit During Visit Post Visit

® 7 = & @ ve = =, v ®

Research Purchase Plan Visit Arrive Experience Eat Shop Stay Recommend Return
) Rebaokl
i L
Searen oN Select Dﬂud{ Quens Qee Sorme P o Cneur—in . e Tok.
TRipOhisoR visit dotke whit ok ol ST sy to hotel e o special
to do QrnissioN's QiU fo et push Tog TRipOuvisoR. et
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® a-

Satisfaction Spend

+A

Engagement Loyalty
((;)) -~ 1‘! -
Awareness Advocacy
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Measure and lterate

N LN D
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Implementation

v
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Development

Platform Inhouse Team
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Considerations

m O % o

Battery life Update Offline Privacy & Scalability &
optimisations mechanisms support security reliability
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The Wider Digital Strategy

e
(O] K
4 Data Platform Experience

Platform
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Further Reading
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How To Launch A

Successful Mobile App
For Your Visitor Attraction

(Bltractions.jo

Guest Experience
Trends for the New
Normal

Available at attractions.io/learn

YW @IAAPAHQ | #IAAPAExpo

Ritractions.io

Mobile Apps for
Visitor Attractions

The ultimate guest experience.
Remarkable business results,




Q&A
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