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Introduction @

@uiddk to, the Infernsh @

Teedback Mrtheds %__'The Introduction addresses 2 questions! -

Dinec Treadhack: @ Why do we want to know our customers!
Indirect; Feedback: ~ What do we want to know about our

customersl!

Wieh Site: G |
Conglusions; @
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Intseduction, @

Guide to the Internet @9

Buedbach Methods % 4

Direct Feedback This section deals with the importance of -
@ knowing Who your customer is on the
Indirect Feedback @ '

Internet today!
Web, Site G

Conglusions; @
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Introduction @

Guide to, the Internet @

Feedback Methods % g

Feedback Methods will provide an -
@ overview of the both Direct and Indirect :
feedback!

Direct: Feedback

Indirect: Feedback @
Web, Site G

Conglusions; @
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Introduction @

Guide to, the Internet @

Feedback Methods % s

Direct Feedback @ Direct Feedback deal_s with I—_Iow
_ customers may provide us with
Indirect Feedback @ \

information!
Web, Site G

Conglusions; @
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Introduction @

Guide to, the Internet @

Feedback Methods % s

Direct Feedback @ Indirect Feedback dez_alls \_/vith HOV\_/ and
When we may acquire information

: from our customers!
Indirect Feedback @

Web, Site G _
Conglusions; @
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Infrodugtion, @

Guitle. to, the Intermash @ .

RedakMinbed (G5
This section looks at a websites that

Direct Beedback: @ serves as a resource where we may learn

: more about Knowing Your Web
Indirect: Beedback: @ : Customer!

Web Site 6 |
Conglusions; @
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Redck Ve (559

Dinect: Beedback: :
DR etk @ The Conclusions!

Tndizech Beedbach: @

Wieh, Site: o .

Conclusions.
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Medium

Message

Sender Audience

Knowing your Audience will help to ensure that one is
sending the right message at the right time and at the right
cost through the right channels to the right audience.
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= Factors Driving Repeat Visits!
{ \ 80% High Quality Content
Ease of use
70% Cnick to download
600/ Updated frequently TheSG |SSU€S can
0 Coupons and incentives nOt be taCkIed
% 50% | Fawornte Brands properly UnleSS
= 7 Cutting Edge Technology we know certain
B 40% Games information about
b urchasi apahbilities
o | +urchasing Capabia our customers.
al 30% Customizable Content
| Chat and BES 10%4a
20% Other 67
| [ ¢
. JN0000r
0% = 0
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& & & NI Q@"‘ ¢ & & SEEN
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Our Customers are demanding.....
vesssensseesss And increasingly so !
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Browser & VYersion
Microgoft Internet Explorer 5.x 86.70% ?
Microsaft Internet Explarer 4 x 6.90% O nOW g
MHetscape 4% B.40%
Platforms
[ \ Windows 498.40%
\ Macintosh 1.10%

% Who's Using Google

Google advertisers will benefit from markceting to a web audience with these distnct
demographics:

o Nale (65%), female (35%)
» High education (65% have at least a BABS)

s Professional (73%)

« High mcome (average ncome 15 §71,000)

Highly technical {7 1% report highfvery high computer skalls)
Online expertence of 4+ years (58%)
Accessing the Internet from worke (48%0)
Tsing the web for work purposes (31%)

Microsoff®WWindows Media Services

GlickTime Plug-In 3.30%
Windows Media Player Plug-in Dynamic Link Likrany 2.60%
MJuice Download Plugin 1.70%

Comet Cursor 1.50%
SmartDownload 1.50%
GickTime Plug-in 4.0.1 1.10%
Fealldukebox MS Plugin 1.10%
MHetscape Media Plaver 1

1

FealPlayerim) LiveConnect-Enabled Plug-In {32-hif)

General Statistics:
User Demographics:

Technical Information:
@ Bandwidth.

@ Type of Computer.
@ Browser Type.

@ Browser \ersion.
@ Plug Ins.

-
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) What Do We Want To Know?

Who are your Users
Where they come from (Physically & Cyber-Spatially)
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J File Edit “iew Favortes Tools  Help

j«c#-,-r,@f;%@@@

Back Fanard Stop Refresh Home Search Favortes  History

J Address hittp: A, google, com j 6} Go

%__C.o gle

Search 1,326 920000 web pages

2 9 B .= @

b il Frirt Edit Dizcuzz  Real.com

Advanced Search
Preferences

Google Search I'm Feeling Lucky

Google Web Directory
the weh arganized by topic

Have a credit card and & minutes? Get your ad on Google today.

Cool Jobs - Add Google to Your Site - Advertise with Us - Google in your Language - All About Google

E2001 GFoogle

@ Know if users find you using a search engine.
@ Keywords used.

@ Change Promotion accordingly.

Done B Internet
€]



/2§ Hospitality Net - Microzoft Internet Explorer

J File Edt “iew Favaortes Toolz Help

Q @ B

Search  Fawvortes  Histary

2 5 . B @

b il Prrint Edit Dizcuzz  Feal com

j<=,=>,@f§

Back Fornward Stop Fefresh  Home

J Addresz IE hittp: 4 A, biogpitalitynet. org

hospitality wer hospita!ity TM

Industry News H H
Job Exchangs All of Hospitality on the Web

Hospitality Index
Events
MarketPlace

IH&RA

January 25 Week 04 2001

1 Macroeconomic PHCEL%TERHUUS*(‘CDPERS

entals Place Downward
e on Lodging Demand in First Half of 2001 According to

O wwaterhouseCoopers

Contact Us Howewver, Underfving Econormic Fundarmenitals Point to Shaort and Mild
Contributor Area “Growth Recession, * with a Becovery by End of 2001

Registered User Recent economic releases by the government and private

User Survey organizations revealed clear signs of a substantial weakening of the

.S, economy during the fourth quarter of 2000, They also indicated
SN +he possibility of a continued "growth recession" through the first
earch for quarter of 2001. As a result, lodging room demand will slow to lower
- levels than originally anticipated, according to
PricewaterhouseCoopers' Hospitality & Leisure practice, Howewver,

lodging demand growth will begin to rebound in the second half of

EURH # TEC

~ 2001 ™ @ Know if users find you using Links.
february 19-21 : @ Most Common Links.

Palais des Congres, @ Nurture Alliances.
Paris, France
@ Are Banners Ads cost effective?

S.K. Kawana - Miyake Hotel, Tokyo
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) What Do We Want To Know?
Engines

Virtual
Alliances.

T T TITITTTTTIT

; Futhatec 2001 - Mictasoft Internet
| r

Domain
Association.

Who are your Users
Where they come from (Physically & Cyber-Spatially)
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2 index - Microzoft Internet Explorer

J File  Edit View Favortes Toolz Help

I S < BT N A = S~ N B ES = . B @
Back Farand Stop Fefresh  Home Search  Fawvortes  History EET] Print Edit Dizcuzz  Feal.com
J."—".QdeSS ), eurhotec, com j 'f')GD

EURHOTEC /
-—naixt

_H orne J
Exhibitors =
Corferance

Mesting Flanner

Exhibitor Mews

Technology Mews

Forurn

Contack Ls

(=

) General Information
) vizitor Inforrnation

) Commpetitive Advantages .
3 Exhibition 5 chedule

Conference Registration )
Free Exhibition Pazz )

Floor Plan €

Sponzors O

Cover Article

EURHOTEC Exhibition 2001 Boasts New Savoir Faire
Paris -- EURHOTEC 2001, the IH&RA's 6th Euraopean
Hospitality Technology Exhibition and Conference, will
provide a host of new benefits to exhibitors when it comes
to Paris fraom 19-21 February next year,

EURHOTE

2001

& More

Exhibitor News

Bertelsmann Purchases Remaining Shares Of TRUST International 25 fen, 2001 w

Meeting Planners Have Free Access to Certified Room Diagrarms and w
Software - There are More Than 12,000 Users of MeetingMatrix Software 24

Izp, 2001

SuestT) Domain Association Enforcement:
Q& As @ Traditional Advertisement.
Viewlnn @ Word of Mouth.

@ Hotel Supplies.
@ Miscellaneous Others.

|@ Conference
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’a YellowPages Com - Your Online Yellow Page Directory - Microzoft Internet Explorer

J File Edit “iew Favortes Tools  Help |

j¢=,*,@f§@@®@*5,@

Back Fanard Stop Refresh Home Search Favortes  History b il Frirt it Dizcuzz  Real.com

J.-’-‘«gldress @ hittp: A A, pellovepages. comy j 6}5':'

Popular Categories
Automotive

SHOP ONLINE
A BUSIMNESS CENTER
Banking & Investments Fun, Fos Buy, Recoarch & CONSUMER
! Communicate CENTER

Beauty Salons & Spas A~y
Churches & Schools e % sl
Clathing & F ashion @
Computers & Electronics

Construction & Contractars
Equipment Eental

Furniture & Home Furnishings
Home & arden Advertise Your Business
Hotels & hotels £ Name of Businass Sign Up
Insurance  Type of Business

..Means Business

L= dem len 17 s

. City Rate Card
{ Legal Senvices @ :
| Medical & Dental Member Legin
{ Mowin
| Pets & : : : : :
| Feate  © Know if users find you using Directories. |
L . -
! Restay @ Most Common Directories. N
] out Us
y SRo= @ Directory Category. Contact Us
3 Travel Help

Link To Us LI
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Engines

Virtual
Alliances.

Domain
Association.

L)

Who are your Users
Where they come from (Physically & Cyber-Spatially)
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) What Do We Want To Know?

Who are your Users
Where they come from (Physically & Cyber-Spatially)
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) What Do We Want To Know?

Who are your Users
Where they come from (Physically & Cyber-Spatially)

|@ I_I_ |_A§‘ by Compuiter



Bi:k ¥ Fu:ujard ¥ H%y sgh Fa%es I-@e FulSciesn Discuss  Copy
) What Do We Want To Know?

Who are your Users
Where they come from (Physically & Cyber-Spatially)

Track Visitor Paths
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) What Do We Want To Know?

Who are your Users
Where they come from (Physically & Cyber-Spatially)
Track Visitor Paths
Pages in use/ Not in use
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) What Do We Want To Know?

Who are your Users
Where they come from (Physically & Cyber-Spatially)

Track Visitor Paths
Pages in use/ Not in use

| Broken Links & Error Checking
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) What Do We Want To Know?

Who are your Users
Where they come from (Physically & Cyber-Spatially)

Track Visitor Paths
Pages in use/ Not in use

| Broken Links & Error Checking
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Iuusdustion ﬁ
Guide to the Internet @9
Faadback Methods %
Digest Faadbuck @
Budisect Feadbuck @
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Expected Internet Growth.

&y

b
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800,
700
600
500
400
300
200
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2000 2002 2005
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@ On-Line Sales

12000 - E 1997

2002

10000 -

8000 -

6000 -

4000 -

Sales US$ (Millions)

2000 -

Travel  Hardware Books Groceries  Apparel Other

Categories

e
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&y

TN

UL

Expected Internet Growth.

In order for travel sites to successfully
fulfill the demands of this market and
R com maintain a competitive edge, it is essential

The eCommerce Authoriy that they understand what attracts and
retains new and existing customers.

5 by Computer




Knowing Your Web Customers - Mission Impossible!

= =

Full Screen  Discuss Copy

ack Fonward Hizton Search  Fawvonites Home
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) Expected Internet Growth.

Building close, personalized relationships
with consumers is a key competitive
differentiator for on-line travel sites today.
We are very excited about the innovative

solution provided by BroadVision and
Amadeus as it will allow us to differentiate
our offering and thereby acquire and retain

valuable customers in certain markets.
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Expected Internet Growth.

&y

TN

""Something is wrong. Customers are telling
us everyday that they are not getting what

they want. As electronic retailers, we are
missing something, and we are running out
of time."

UL
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Internet Strategy.

A
“One Size Fits All” Personalisation/Customisation

Content of Site:
@ Language,
@ Personal Preferences,
@ Contact Details,
@ Currency & Taxes
@ Advertisements,
@ Downloads, etc.

Look & Feel of Site:

@ Colour, i
@ Layout,

@ Browsers,

@ Bandwidth, etc.
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k Farwar d ‘ Histomy Search  Fawvorites Horme

) The Performance Gap Theory.

Full Screen Digcugs Copy

What Your
Customers
Want

Feedback Methods

What Your
Site
Provides
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N

1)

Feedback Methods % | |
Digest Faadbuck @
fudigace Faadbick @
Wb Sie 6

DQaxA

o . Via
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Back Fonward Hizton Search  Fawvonites Home

What i1s Feedback?

’

b o
L ustomer

The more feedback your
Site gets the higher the
potential to improve it.

WVep site

OwWner
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) Feedback Methods.

—

Give

Information given voluntarily by Customer.

4\ Direct

Web Site Owner

Customer
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) Feedback Methods.

<

Web Site Owner Customer

Information taken (often without permission) by Site Owner.

Take
// =
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I ) Feedback Methods.

Direct Feedback
Indirect Feed

Web Site Owner Customer
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7} welcome to Radisson Hotels - Email Us - Microsoft Internet Explorer

J File Edit Miew Fawvorites Tools  Help

J sPBack + o v @ ﬁ | @Search @Favurites @Histnry ||%v Q| - @

J Address I@ hktps f e, radisson, comfRADCustomer _Service/radEmaillsCategory1, 3324, ,00.hkml

S

Make a Reservation Change a Reservation

R adirssn

lcarme to Ra Fleaze sign in.

Plan an Event

Find a Hotel ServiceFirst

 ruest@ccess |

Personalize Your Page

Email Us

Az a valued Radizson quest, we appreciate you taking the tirme to share yvour comrments

ith us=,

Guest Satisfaction

Pleaze provide as much infarmation as possible so that we may respond to your requeast
tirmely manner, J¥ pow are a Radisson Geld Rawards member, plaase provide pour mambarship
ko Furbher assist us In raselving peur raguast quickly.

Please Choose a Comment Category:

YWehsite !
Choose.. I

Apout a recent hotel stay
Emplayment Opportunities
Franchise Opportunities
Gold Rewards
Fesersation Questions

Guestilccess

Ermail Us

Plan an Event

Privacy Palicy Terms of Use

@ 2000 Radizson Hotels, All Rights Rezerved,

Guest Satisfaction

-+ Emat] Us
Diirect vour questions and
cornrments to ServiceFirst,

Site Help

Youur Privacy Rights
Ok cornmitrnent to
protecting your privacy,

wr

i

Using Radisson.com
Technical requirernents
for optirnal browsing.

E

Terms of Use
“our rights and
responsibilities,

I_I_ | Internet



E Welcome to Radisson Hotels - Customer Service Directory - Microsoft Internet Explorer

J File Edit Miew Fawvorites Tools  Help

J w2 Back + = - @ ﬁ | @Search @Favurites @Histnry |@v E‘%

"E®

J.ﬁ.ddress I@ hktp: f fwv radisson, comfRADCustomer _Service/radContactUs)0, 3322, IERAD, 00, html

dirse
R_’—" Make a Reservation : Change a Reservation : Plan an Event

corme to Rad . i Pleasze sign in.

Customer Service Directory

Find a Hotel : ServiceFirst®

| (ruest@gcess |

Personalize Your Page

Contact Us

To contact a Radisson Custorner Service representative, please call or write the Customer
office in your region, To speak with a reservations specialist, call Radisson Toll-free Rese
Worldwide, To tell us about vour most recent Radisson hetel stay, please complete an -

card.

Guest Satisfaction

Radisson Toll Free Reservations Worldwide:

Select the country yvou wish to call from the pull-down below:

Ireland J ﬂ
e m|b

and 1800-55-7474

Japan )
& Fepublig L- stomer Service

To dLebanon

hdalt s
u.s M:xﬁl:,:, Carlzon Hospitality
Eﬁs halaysia Reszervztior Tenter

Metherlands Custorn zr ce

Carlzon Hospitality
Custorner Service

4 Richwi-= rk.
11340 Blondo Street ':IDI'IS'-'LE ar
omaha, NE 68164 ; -
[500] 333-3333 Cublin 14,

cs200@radiszon.corm 2532 17LE0Z2 ww

LIA/ASIA
Customer Service

Hospitality
tion Centar
er Service

287 Elizabeth Straet
MSW 2000, Aostralia
2-9333-8600

Guest Satisfaction

-+ Customer Service Directory

Site Help
- Wity Privacy Rights

=+ Using Radisson.com

-+ Tarms of Use

|@ Dane
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E‘w"elcume to Radisson Hotels - Tell Us about Your Stay - Microsoft Internet Explorer

J File Edit “iew Favaoites Toolz  Help |

j¢v*,@ﬁ@@€3@' B @

Back Fanmwarnd Stop Refrezh  Home Search Fawortes  Higtary b il Prirt Edit Dizcuszz  Real com

J.-’-‘-.gldress I@ hittp: A A radisson. comBAD ACustomer_ServicedradyourStap/1,2522,.00. html j  Go

dirse
R—’—‘ Make a Reservation : Change a Reservation : Plan an Event : Find a Hotel : ServiceFirst®

corne to Radi .com ¢ Patrick Horan | Other guests, sign in. | Gruest@geess |
Personalice Your Page

Tell Us About Your 5tay

Guest Satisfaction

Please complete this commment card to help us achieve 100 percent guest satisfaction fo

our guests. Guest Satisfaction
Choose a Hotel: |Rd Sas StHelen's Hotel j «» Tell us about your stay
Check-In Date (required]: IEIE j IFebruary 20m j D
Check-out Date (required]: IEIE j IFebruary 20Mm j D

- ¥our Privacy Rights

Please rank your experience at Radisson Hotels Wordwide.

1) If you visited this area in the future, would you stay at this Radisson again?
-+ Using Radisson.com

o Definitaly o Frobably ©  Undecided L Probably not - Definitely not

20 I, h Id te duri last stay at this Radi ?
) Owverall, how would you rate your room during your last stay a is isson - Torms of Use

Much better than expected
{¥ EBetter than expeded

{©  Just az expected

{© ‘Warse than expected

{©  Much worse than expected

3) Overall, how would you rate the employees you encountered during your last stay?

E%Much better than expected _I
-

|@ Done |_|_|ﬂ Internet




;‘w"elcume to Radizson Hotels - Create your Profile - Microsoft Internet Explorer

J File  Edt “iew Favaorites Toolz  Help

|

=
Back

5 .9 [ G

Fanmwarnd Stop Refrezh  Home

Q M @B I @8 FH @

Search Fawortes  Higtary b il Prirt Edit Dizcuszz  Real com

J Address I@ httpz: /v, radizzon. comdBaD Profiles/Profilelnformation1 2774, mode+E7Bromal% 70 +gpS ource+ £ 7Bradiz 7D +profilel D+ % 7B 07D 00 html

Make a Reservation : Change a Reservation : Plan an Event

Create Your Profile

To create your Guest@ccess profile, we neaed to ask you some basic questions.
We value vour privacy and prormizse to keep vour information za2fe and confidential, Please refer to
our privacy police for additional information,

My Profile Information

First Marme: |F"atriu:k

Last Marme: |HDran

My Address and Contact Information

Address |D|T

ICathaI Brugha St

City [Dublin

State/Province @ IChDDSE... j

Paostal or Z2ip code |D1

Country ||I’E|Ell"|d j
Phone: [Country Code, Area Code, Hurmber)

[383 -[1402 - |3000

Ernail: I

Find a Hotel : ServiceFirst*

 GGuest@ccess |

Personalice Your Page

Need Help?

Wisit our ServiceFirst
custormer support center,

Frivacy and Security

Learn why Radisson,cormn
is the safe and secure
way to make your travel
arrangerments,

Z
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’a Ireland Hotel directory - CHAT ROOM - Microsoft Internet Explorer

J File Edit “iew Favaoites Toolz  Help
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Back Fanmwarnd Stop Refrezh  Home Search Fawortes  Higtary b il Prirt Edit Dizcuszz  Real com

J Addresz I@ http: firelandhotel. comdchat. hitml

Ireland Hotel
Directory

welcorne to the Ireland
Hotel directary,

Pleaze zelect the hotel of
your chaice,

You can make your
booking and secure your
accornmodation anline,

BY AREA

BALLYGALLY
BELFAST

COREK

DUBLIMN

DUBLIMN AIRPORT
LIMERICK
MNEWCASTLE
ULSTER

MAIN PAGE

Send a Postcard
Gift of the Gab
Tourist Information

Hgsli Hotel & Ign

RECTOR

The Gift of the Gab

Send a message:

Connecting o server...done. u sSer I ﬂl:ﬂ

** Enter your name ta log in™ .
Padran enters the converzation.
Padman zaps, "Good Marning to wou all: )"

|@ Applet ztarted

I_ I_ |4 Internet



Knowing Your Web Customers - Mission Impossible!

j fk szd ‘ H@ 5@h F@ ﬁ FII D
T Direct Feedback.
@) Direct Feedback can be broken down into four categories:

e Emall,

e Traditional Methods (Telephone, Fax & Address),
e Feedback Forms (Surveys & Registration),

@ Chat Forums (Chat-Rooms).

Direct Feedback
normally provides us with qualitative information.
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Back Fonwar d Hizton Search  Fawvonites Home Full Screen Digcugs Copy
[ \

How many people surf the web regularly?

How many people fill in web forms or send
emails to site administrators regularly?

Forms Submitted by 0.189% of Visitors
to my site over a 6 month period.
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Knowing Your Web Customers - Mission Impossible!
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Back Fonward Hizton Search  Fawvonites Home Full Screen  Discuss Copy

-

fuusdustion ﬁ

Gulde (0 Uie lulzinzt i

Indirect Feedback @

Ve Sike 6 | |
QA S
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Knowing Your Web Customers - Mission Impossible!

LS QWA

Hizton

Search

Favarites

Home

Full Screen  Discuss Copy

Hit Counters.

et
1
5[8]

2/5/31419)

o |
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Knowing Your Web Customers - Mission Impossible!

O B B E A
Back Fonwar d Hizton Search  Fawvonites Home Full Screen Digcugs Copy

Hit Counters.

B
5 i .
0[1[6[7]3]

Page Views
Hit

nters count the number of
times a page Is visited!

Hit Counters count the number of
Requests made to a server.
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a HITA 2000 - Knowing Your Web Customers - Mizzion Imposzible! - Microzoft Internet Explorer
J File Edit “iew Favortes Tools  Help |

I

Full Screen  Dizcuss Copy

S Q @A

Hiztary Seaich  Favorites Home

j<:=-,->,

Back Frarisamd

Knowing Your Web Customers - Mission Impossible.

Presentations

Introduction

Distrihution Chan.

Tourism Overview

DiT,
The Internet Ca.tk;l ’f} E‘g?“ St

_ 5 ublin 1,
Reservation L Ireland

: py P Tel. +353 1 4024397

E- Commerce s Fux. +353 1402 4499,

ck Horan o ; i
Demonsration L octurer (Hospitadi (Hospitadity IT) Email : Patrick Horn(@dit.ie

Glossary

¥

coniact us

Beware:
Page Views are far more realistic.
Caches & Proxy Servers
Load Time.

@ Selected: IMHI HomePage | | |_§‘ ty Computer



& anyuser@amazon - Notepad =2 x|
File Edit Search Help
session-id =

183-6465334-63008635
amazon.com/

a
3358872064
29367811
4181856254
29366489

*
session-id-time
268918408
amazon.com/

a
33508720864

29367841

41182356256

29366489

*

ubid-main
877-68208088-62408915
amazon.com/

a
291631376

31961269

4252656256

29366489

*

X-main

hQFiIxHUF j8mCscTE@Yh5Z27xsUSOF]
amazon.com/
a
2916341376

31961269
4252656256
20366489

*

Cookies Common Uses:
Visitor Cookie
Preference Cookies

Shopping Basket Cookie

Tracking Cookie







#} Marriott International: reservations for business and leisure travel at 2000 hotels. resorts, a - Microzoft Internet Explorer

J File  Edt “iew Favaorites Toolz  Help |
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Back Forward Stop Refrezh  Home Search Fawortes  Higtary b il Prirt Edit Dizcuszz  Real com

J.-’-‘-.gldress I@ http: /v, marriott. comdhame. asp j f‘)G':'

o\ \\arriott.com

E=3] CFEEEE WELF W
ESIQI'I up praofile far easy

Lnow!l | reservations & moes
¥ LOG IN

OUR HOTELS

Marriott Hotels, - i ] mlllﬂ t |
Resorts & Suites Express Reservations | Find a Hotel Lﬁ :

Renaissance Hotel rates & availability. City (.., Chicago, Tokyo)
CH'“EIS? Resorts Click here to boak now, . L

ourtyar 4y Earn DOINLS -
Residence Inn @WI Flesanalions i State (e.g., Hawaii) or mil{!lj::; with ;;;
Fairfield Inn ) = Marriott s '
Conference Centers Hotel Dll’EftB!‘f I Rewards © o

Executive Apanments Owar 2000 hotels and resars Country (e.g. USA, France)
ExecuStay warldwide from Amman to Zurich, I j ‘w Membership isfree, join today!

To Im.'nepl_at:e Sunes Far mare search options, click here, \ /
SpringHill Svites

Vacation Club
{willa rentals)

Planning Tools

Explare some of the world's most exciting
® Amenities and Services cities with Mariatt asyour host. Pick a city
from the pull-down menu below,

e Business By Brand ISeIedaDestmatanj

® Dedicated Meeting Facilities # MAP FINDER

» ROUTE PLANNER

b VACATION PLANNER
P EVENT PLANNER

| Taking Care of Business
DOUR PARTNER HOTELS

The Ritz-Carlton
Hotels & Resorts

Ramada International

# High-Speed Internet Access

| Golt

Tee Time
Take a golf wacation.

CREATE YOUR OWN PROFILE & RECEIVE

TRAVEL AGENT SERVIGES | — * Express Reservations
WORLDWIDE . * Personalized Content » Email Offers
RESERVATIONS Resort Locations |

Kick back in style.

Ty

SIGN UP FOR E-MAIL OFFERS ONLY ]

A\a?}loﬂ. m ~

|@ hittp: A dw. mnarmiottrewards. com./ |_|_|ﬂ Inkernet

SENIOR LIVING
COMMUNITIES

CORPORATE INFORMATION

CAREERS WITH MARRIOTT




Knowing Your Web Customers - Mission Impossible!

Full Screen  Discuss Copy

Back Fonward Hizton Search  Fawvonites Home

<:=,=b,® Q M

) Cookies — How Do They Work?

' Request for
Web Page

Web Page
Requested
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Y Travel Preferences

- Microsoft Internet Explorer

J File  Edt “iew Favaorites Toolz  Help

jﬁhv*,@ﬁ Q @ P9 B S @ . =H @
Back Fanmwarnd Stop Refrezh  Home Search Fawortes  Higtary b il Prirt it Dizcuszz  Real com

J Addresz I@ httpa: /v rnarriott, com/Profilesdwil 0_perzonalizationinformation. asp?process=alL

j  Go

5 simple steps

The basics

The particulars

Room

options

Credit card
information
(optional)

ravel
Dreferences

SUTIARY O,
DERSUNAIPIL

This section is optional. But ans
enhance our site to better serve you

To make multiple selections in amy Selectid

Marriott brand(s} | most freque

tesd iterm with the left mouse button. The fieI
1

5 simple steps

The basics

karriott Hotels, Resorts & Suites
Fenaissance Hotels, Besorts & §
Courtyard

Cities | most frequently visit for

The particulars

Albuguergue, M4
Atlanta, GA
Austin, Tx

Cities I'm most interested in tray

Room

options

Credit card

Albuguergue, MNid
Aflanta, Ga,
Austin, T

Interests | like to pursue when |

Golf -
Tennis :l

Skiing hd|

™ | aften travel with children I

information

Travel
preferences

The following questions will help us
products and promaotions that serve

you better.

click the

lap

FY

O \\arrioft.com
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Knowing Your Web Customers - Mission Impossible!
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Back Fonward Hizton Search  Fawvonites Home Full Screen  Discuss Copy

T~

\%

Web Page

Web Page
Requested

Creates a
Cookie
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-2} Marriott International: reservations for business and leisure travel at 2000 hotels, resorts. a - Microsoft Internet E xplorer

J File  Edt “iew Favaorites Toolz  Help

Q @ I

Search Fawartes  Higtary

- S . B @

b il Prirt Edit Dizcuzz  Real com

j¢-v-r-@@ﬁ§

Back Farwarnd Stop Refrezsh  Home

J Address @ C:w MM T S Profileshddminiztrator\D ezk tophmarriottyhd ariatt International reservations for business and leisure travel at 2000 hotels, resortz, and innz worldwide. htm

CONTACT US | HELP | SITE MAP | SEARCH
¥ ¥

i Create your own
Slgn I'Ilp praofile far easy
NOW reservations & maorel

¥ LOG IN

OUR HOTELS

Marriott Hotels, w ' 1
Resorts & Suites Express Reservations | Find a Hotel 8 REW.LRDS'
"--—.______ ___._,_,_—-"‘

Renaissance Hotel rates & availability. City (e.g., Chicago, Tokya)
cHDIEl:I?HES'EIrt: Click here to book now. I i {

aurtyar o £ n DOLTLS -
Residence Inn @WI FIEBerialins State (e.q., Hawaii) or TI {!::11 with ;_
Fairfield Inn R - aovrd =
Conference Centers Haotel Directory I J B /

Rewards ©
Execolive Apartme,nf_r. Ower 2000 hotels and resors ICI:uuntrg.r te.g., USA, France)

) . o
ExecuStay worldwide from Amman to Zurich. j _‘mf Membership isfres, join today!

'l LATTH
To I.ulneP!at:e L For more search optionz, click here.
SpringHill Svites

Vacation Club
{willa rentals)

Planning Tools

Explare some of the world's most exciting
® Amenities and Services cities with Mariatt asyour host. Pick a city
from the pull-down menu below,

e Business By Brand ISeIedaDestmatanj

® Dedicated Meeting Facilities F AP FINDER

b ROUTE PLANNER

b VACATION PLANNER
b EVENT PLANNER

Taking Care of Business
DUR PARTMER HOTELS

The Ritz-Carlton
Hotels & Resorts

Ramada International

: # High-Speed Internet Access

Tee Time
Take a golf wacation.

CREATE YOUR OWHN PROFILE & RECEIVE
# Express Reservations
* Personalized Content = Email Oifers
ﬂ"_-" | i

_ TRAVEL AGENT SERVICES | Vacation

WORLOWIDE :
RESERVATIONS Resort Locations

Kick back in style.

'

L
SENIOR LIVING iGN UF FOR E-MAIL OFFERS ONLY ]

COMMUNITIES

CORPORATE INFORMATION

CAREERS WITH MARRIOTT

‘*‘ n.G. !'E.-Et Winter Rates! Hﬂﬁks i by

SRR U R N I e SR R pm—

|@ hitkp: £ e, marriott. comdrewards/ennoll/default. azp Psource=GAhomepage
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J File  Edt “iew Favaorites Toolz  Help
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Back Fanmwarnd Stop Refrezh  Home Search Fawortes  Higtary b il Prirt Edit Dizcuszz  Real com

J Addresz I@ http: v, marriott. com/Bugineszz Traveler ASP

O )\a

OUR HOTELS

Marriott Hotels,
Resorts & Suites

Renaissance
Hotels & Resorts

Courtyard

Residence Inn
Fairfield Inn
Conference Centers
Executive Apartments
ExecuStay
TownePlace Suites
SpringHill Svites
Vacation Club

Express Reservations

Hotel rates & awvailability.
Click here to book now,

Canfirm or Cancal Resenations .ﬁ."",

Hotel Directory
Ower 2000 hotels and resors

worldwide from Amman to Zurich.

Find a Hotel

City (e.g., Chicaga, Tokyl,

State (=.g., Hawaii)

[

Country (e.g., USA, France)

a2 Kerio

Faor more search options, clich here.

If this is not wou, click here,

e

Earn points . -
or miles with

Marriott ;F"
Rewards &

Earn for each meeting, reception or other
event you host at Marriott. Join today!

EDIT PEOFILE

A

{willa rentals)

OUR PARTMER HOTELS

The Ritz-Carlton
Hotels & Resorts

Ramada International

| Galt
Tee T
Break a
“TRAWEL AGENT SERVICES | Vacati
WORLDWIDE
RESERVATIDNS Resor
Kick ba
SENIDR LIVING
COMMUNITIES
" CORPORATE INFORMATION |

CAREERS WITH MARRIOTT

m‘h"llage

ssance |

AL s Tiaeaewm P oe b bl meal

| Taking Care of Business

® Amenities and Senvices

# High-Speed Internet Access

Planning Tools

Explare some of the world's most exciting
cities with Mariott aswour host. Pick a city
from the pull-down menu below,

| == 1

information about them.

Pew

Internet

American Life

73% of people find it useful when a site remembers basic

I_ I_ |4 Internet



Knowing Your Web Customers - Mission Impossible!

Full Screen  Discuss Copy

Indirect Feedback.

Back Fonward Hizton Search  Fawvonites Home

<:=,=>,® Q M

&y

TN

» Hit Counters,
o Cookies,
e Log File Analysis,

UL
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"Mozillad ) (compatisle; MSIE 4,01, MSH 2.5; Windows 98)'

Additional Information:

Search Engine & Key Word Information.

Error Information.
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45 Wmdnws 98}"
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1 3':'4 SO F T W AR I N O
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194773 25237 - - [03/4ng2000:13:27:35 -0400] "GET IHTTP.fl IJ" 200 ?22 " ' Tylog

194773 25257 - - [03/Ang2000:13. 2735 presatams—as e — S — —13TE 401, Windawes 953"

194773 25237 - - [03/4ag2000:13:27:36 tihle; LISIE 4.01; Windows 953"

194773 25237 - - [03/4ag2000:13:27:36 SIE 4.01; Windows 95"

194773 252 57 - - [03/4ng2000:13.27:38 le; WISIE 4.01 ; Windmas 957"

W}I?dl.?lzﬂ.;;‘-- 03/ 0gf2000:13:27.39 Methods Of AN alysi S. Et%esgilgl4$ H;ﬁrnu“ﬁg;ggj}
icrosoft: k ’
Site Server Commercial Software. ﬁ

— _ E Freeware / Shareware Scripts. @ avwmill
SIS TIA. - DAl 154113 Online Services. e
209.150.239.51 - - [03Angi2000:16:07:35 Th|rd-Party Services. IE 401, Windows NT)"

209150239 51 - - [03/&0gl2000:16:07 .35
20915023951 - - [03f80ngi2000:16:07 3%

200,150 230 51 - - [D3iuz2000 160735 Do-It-Yourself Solutions.
209.150.239.51 - - [03/4ug2000 16.07 29

20915023951 - - [03/40g2000:16:07 .41
209.150.239.51 - - [U3MAugf2000:16:07:4]

<>

S O FTW A RI I -

Accrue Insight 5

IE 401, Windows NT)"

SIE 401, Windaws NTh"

atihle, KISIE 4.01;, Windows FHT)"

le; MISIE 4.01; Windows HT)"

patile; WISIE 4.01, Windows HT)"
cornpatible, WSIE 401, Windows HT)"
{rorapatible; WISIE 4.01; Windows HT)"
] 4.01; Windows NT3"

0% IIIE -0400] "GET IWelcnme hirn HTTPII D" 3III4 "http I.fv.n.m.xr ur&u corn™ "Ml:tzﬂlaM 0o mpatﬂ:ule MISIE 4. IJl » Windowes HT)"

0818 -0400] "GET Mler htra HTTE.0" 304 - "Wtpiieenw imbd com™ "Tlezillaid 0 (corapatile, WISIE 4.01, Wmdnws NTy"

08:1% -0400] "GET Brochore gif HTTP/1.0" 206 2966 “hitp Sharwrw nbi cotWeleome him" "Wozillard.0 l{n:l:umpatﬂ:ule LISIE 401, Windows FT)"
0819 0400 "SET LOG0 Jpg HTTPII " 3EI4 "http Hwn;r m&u cc'rrLI'I'u'Ienu htrn" 'Tu'Iu:tz:]]a.l'-’-l 0 {corapatible, WISIE 4 Ell Wmduws NT"

0534 -0400] "3ET B a" - nmn% eleo toe htm" = i
0234 -0400] "3ET Jitm" Tlom
0850 -0400] "GET
0250 -0400] "3ET ire ctor. htm" 'Tanc:zﬂla.f-’-l III l{l:l:umpatﬂ:ule MSIE4DI Wmdows NT"
EEIS' 150. 239 51 - - [03ffugr00n: 16 08:51 -0400] "SET ectorhtm” "Tiozillafid 0 {corapatinle;, WISIE 4.01, Wmdnws NT"
ZI:IEJ 15EI 239 51 -- [EIEIP,ug.QI]EID 16 IIIE 54 I:IdlDD] "GET .fm:uwhs gﬁ' HTTPII I]" ZEIEI 146038 "http IIW unlu cu:nmfdlrectnr htm" "Mu:czﬂ]a.fél EI (cnmpatl}:nle MSIE 4 Ell Wmduws NT}
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4} C:\Program Files' WebTrends Log Analyzer',REPORTS

J File Edit Wiew Favorites Tools  Help

20321622
I 2E 2D J 4= Eack ~ =p - @ @ | @Search @Favorites @History | I%' - @
%gg%iggz J Address I@ Ci\Program Files\WebTrends Log Analyzer\REPORTS\Web Analysis\DEFAULT HTM j @GD

. | e e . e
0321622 feRle Comems_ ) General Statistics elp B
23216229 GeneraIStat!st!cs The General Statistics table includes statistics for hits, page views, visitor sessions, and visitars far this server during dows DE)"
20321622 General Statistics the designated time frame.
19473252 ] Resources Accessed
194773 252 ]
194773 252 ]
1947713 252 ]
194773 252 ]
1947713 252 ]
194773 252 ]
194773 252 ]
1947713 252 ]
194773 252 ]
21632437,
21634237,
2163437,

ANaE32.2537. 10 1z 105 i3 20 1217 12091
1na1 s 10z 12 126 1210 1224

2':'9 ].jl:l 239 Thn 10011955 - Th 12311955 (1 Qare rseak)

202,150 230
202 150 239 -
202 150 239 Statistics

205,150,239 Hits Entire Site (Successful) 7872
209.150.239 hve by £
%gg % ;g ggg Page Views Page Yiews [Impressions) 4,584' WI:'II-;IT} .

Average Per Day 2]
209150239 Document Wisws 4567

203150 235 Vizitor Sessions Wigitor Sessiong 1.004
209150239 Average Per Day 104
209.150 239 Average Yisitor Session Length 000z
2091502439 International Vizitor 5essiong 1B13%
209 150 2349 Yigitor Sessions of Unknown Origin 43.42%

209150 239 Yigibar Sessions from United States 40.43%
209150 239241 3 | e i i o | |

209,150 230€) [ [ [ computer
209.150.239.4 ” .
209.150.239.51 - - [nzmugrznnu 16 ns 54 n4un] "GET xmwhs g]fHTTPIl 0”200 145033 "htlp xxww J.rnlu cnnﬂdm&ctnr hira" "Mmﬂla.m n l{cumpatﬂ:nle MSIE 4 m Wmduws NT)"

Wizitors & Demographics Visitor Sessions

Auctivity Statistics

Technical Statistics

Referrers & Kepwords

COOOOO

Browszers & Platforms
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) Indirect Feedback.

» Hit Counters,
o Cookies,
e Log File Analysis,

Indirect Feedback
normally provides us with quantitative information.
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The Reservation Process
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-

Innodysiion @

2 " Via
Gulde (0 Uie lulzinzt i

Faadback Matlinds %

Web Site 6

DQaxA
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Address -@ hikkpe: e, drnc, dikLiefpadman

; The Internet - A Tourism Perspective - Resource Page. - Microsoft Internet Explorer

J File Edit View Favorites Tools Help

TN

J dmBack - mp - @ ﬁ | @Search @Favorites ®History ||%v - @

= I vy, de  dik. iefpadmany

Introduction
Courses

The Internet
Tourism Overview
Methodelogy
Development Process
HTML Tutorial
Internal Search
Reservation

E- Commerce

Bridging the Gap
MNotes
Demonsiration

Glossary

I 3

coniact us

Site Search:

Search |

U

The Tuternet - 4 Jowrniom Perspective.

Welcoume to onr Internet Elective Resoirce Page. This Puge was
designed as o reference point to all students taking part in this
elective who micht wish to delve u little deeper into uny area of
Tniternet Developmnent. But of course all are welcome

So Lets Div a Bit Deeper!

EURHO

m

b

(=

(3]

|

’_ ’_ |@. My Camputer

=] @ |JLinks =
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Intredugtion, @

Guide. to, the. Internet @
Teedback Methods. %
Dizech Feedbacl: @

Tndirech Beedbach: @

Wieh, Site: O

Conclusions;
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& Conclusions.
AT e Feedback Methods are not always 100% accurate.
\

What Your E-Mail
ustomers Forms
Want
Chat Rooms
Counters
hat Your Cookies
Site Log Analysis
Provides

Trends Rather Than Specifics.
Awareness.

| Best Method?
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T Conclusions.
&
e Listen & Learn & Update Accordingly.
A

Gather Infm

Who are your Users ‘/
Where they come from (Physically & Cyber-Spatially) 1/
Track Visitor Paths
Pages in use/ Not in use /
Broken Links & Error Checking /
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) Conclusions.
&
e Listen & Learn & Update Accordingly.
A
Gather Inf

A
Manage Inf“

Merging data with other data sources such as
@ Site Registration, Cookies & Log Analysis,
@ Off Line Methods,
@ Customer databases,

@ On-line marketers.
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Conclusions.

@

e Listen & Learn & Update Accordingly.

D Oy

-
N

Gather |

Manage

Use the |

i

Accommodate Don’t Retaliate!
@ Must be Committed to Process,
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) Conclusions.

Reply Rate to E-Mail Requests.

No Reply  Less Than 3 Hours
10% 15%

No Email Provided More Than 3 Hours
36% 39%

briqhtware
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Conclusions.

@

e Listen & Learn & Update Accordingly.

e

-
N

Gather |

Manage |

Use the |

i

Accommodate Don’t Retaliate!
e Must be Committed to Process,
e Improve Content & Navigation,
e Improve Help Structure.
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Conclusions.

@ Absolutely Not!!

@

e Knowing Your Web Customer — Missiow)ssible?

=
5

customer

© 1 Web Site

owner
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Dublin Institute of Technology
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