Personalizing Experiences in
an Increasingly Connected
World
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However, customer expectations are
also on the rise

Today

Digital marketing

Mass marketing
1960
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Customers want
they want,
and
they want it.



Move past digital to deliver
moments

INTENT

MICRO-MOMENTS

CONTEXT IMMEDIACY




How do we evolve?
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Creating moments —
understand their emotional
iIntent
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Emotionally Positive Experiences
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Source: InMoment 2017 CX Trends Report
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Creating Empathy for the Customer

When thinking about moments that
matter, build empathy for the customer
by asking:

« What delights them?
« What worries them?

« What are they thinking, hearing,
doing in that moment?
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Creating moments — designing
contextual moments that
drive emotions
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"l | “Only after working
il P2 through the entire

3 §¥® process did we have
clarity on our dreams
for our home.”




Creating moments - relate to
your customer’s context



Mobile Paves Way for Personalization

« Accommodate requests immediately.
 Optimize guest experiences.

« Engage with guests in more personal
and meaningful ways.

« @Gain an advantage over competitors.
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Facilitated interaction Fluid guest journey

Personalized information Increased guest
knowledge



ESTIMATED LINE TIMES UPDATED TODAY AT 9:32 AM

@ Vail Village
Gondola One
Avanti #2
Wildwood Express #3
Mountain Top #4
ONe
Northwoods #11
& Lionshead
Eagle Bahn Gondola #19
Born Free Express #8

Game Creek Express #7




ldentify the emotional intent of your
customers and the experience they want
to create.

Create contextual moments with
customers that drive those emotions.

Relate to your customer’s context.



Any Questions?
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