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) Knowing Your Customer?

-

What is Involved in

Knowing Your Customers
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) Knowing Your Customer?

What do we want to
Know about our
Customers.
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) Expected Internet Growth.
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Expected Internet Growth.
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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.
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Repeat Visitors

High Cuality Content %
Ease of use A
Cuick to download S8%0
Tpdated frecquently 24%%
Coupons and incentrves | 14%
Favorite Brands 15%
Cutting Edege Technology | 12%
(Garnes 12%
Purchasing Capabiities | 11%
Custormzable Content 10%
Chat and BBES 10%a
Other &%

Expected Internet Growth.

These Issues can not be
tackled properly unless
we know our customers.

L
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The eCommerce Authority

UL

Expected Internet Growth.

On-line travellers search to find sites that
offer the features that they value the most,
including:

1. Tailored Product Selection,

2. Speed and Ease of Reservation Process,
3. Low Prices,

4. Customer Service.
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Expected Internet Growth.
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Less than 8% of all travel bookings today
are conducted online. This is a direct result
of poor customer relations.

ﬂﬂﬂlrl ""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."
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Internet Strategy.

“One Size Fits All” — No Longer Works

J Eil= Edit e Go Faworites Help |

T ) 2 % &Y &
Back Eorswand Stop Refrezh Home Search Faworites Hiztary Channels Fullzcreen kA il Print E dit
J Address I@ C:%Program Files\T eleport Pro [original]«Frojectz\F empenskisinde:. htm j |J Link=
picturesque Lake Scharmiitzelzee. =1

75 kilometres from Berlin Tegel
Airport. Basily accessible by road
and rail.

Accommmodaton

200 airvconditioned rootms and
suites, including a room suitable
forthe disabled plus &4 club
apartments. All comprehensively
equipped, some with balecony or
terrace and wiew of lake or golf
Course.

HOTELS & BRESORTS

Hotels in Deutschland

Drining

A choice of dining is avwvailable in
the Festaurant Lakeside and the
Clubk Rootn. There atre an
additional four restaurants,the —
Golf Clubhouse with approx. 20
seats, the FRestaurant Windrose,
the Bistro Tie-Brealk and the
Cawvallino, all within the sport
facilities of the Sporting Club
Eerlin.

=l
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Customisation is Key.
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What Your
Customers
Want

Feedback Methods

What Your
Site
Provides
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What i1s Feedback?
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b o
L ustomer

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

WVep site
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Give
Information given voluntarily.

4\ Direct

Web Site Owner

Customer
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) Feedback Methods.

' Indirect

Web Site Owner Customer

Information taken often without permission.

Take
//7
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I ) Feedback Methods.

Direct Feedback
Indirect Feed

Web Site Owner Customer
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| @a wvariety of courses on hospitality |

| Prior to moving to IMHI, he was a lecturer in |
| hospitality computer applications at the

| lecturer at the Michael Smurfit Graduate |

| Dublin, and held a wide variety of positions in

| technelogy in Tourism - ""Using Co

| Secretary of the Hospitality Informid

International, a graduate program in
international hospitality management jointly |
administered by the Cornell School of Hotel
Administration and Ecole Superieur des |
Science Economiques et Commerciales. He
lives and works in France, where he teaches

information technology and electronic
distribution.

Dublin Institute of Technology, an associate |

School of Business, University College

the hospitality industry both in Ireland and
abroad. He holds a Bachelor's degree in
management science from Trinity College,
Dublin; a Higher Diploma in Hotel and
Catering Management; and a Master's
degree in Management Information Systems.

He is active in research and constancy, |
| presents regularly at academic conferences

and has authored two leading textbooks on

Hospitality and Tourism Indust

Technology Assaciation and also

Name:

| Position:
Location:

Address:

Peter O' Connor

Assistant Prof. (Hosp.IT)
INHI

Ave Bernard Hirsch, BP10S5,
95021 Cergy-Ponitoise
Cedex,

France.

ax.
Email :

r|l YWeh Site:

| +33 13443 3175.
+331 3443 1701.
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Hotmail Registration

Profile Information

First Hame

Lagt Hame

CountryRegion

State

Zip Code

Time Zone

Gender

Birthday

Occupation

Your full name will be sent with all outhound mail
MESSAYES.

Lnited States

Alabama j in nited States

[

| GMT (Universal Time) - 10:04 AM GMT x|

* hale T Female

tanth leayjl

(eg. 1978

[Zelect One]

Account Information

Sign-In Hame

Password

Re-enter
Password

Secret Question

Answer to
Secret Question

Services

I @mhotmail.com

¥ Hatmail Member Directory
¥ Irternet Wiite Pages
¥ Hotmail Special Offers

[

Begin with & letter, and uze only letters (a-z), numbers
[0-97, the underscore (), and no Spaces.

hust be at least eight (8) characters long, may
contain numbers (0-9) and upper and lowercase
letters (A-Z, a-7), but no spaces. Make sure it iz
difficult for athers to guess!

Chooze a guestion only you know the answer to and
that has nothing to do with your password. If you
farget your password, we'll werify your identity by
asking you this guestion. Writing an effective secret
guestion

U=ze the checkhoxes to indicate whether you wish to
he listed in these Internet directories. Maore information
about Directories.

Check the box to receive an invitation to sign up for
Hotmail Special Offers.

=ign Lp |
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Messages
2 messages, Displaying 1 through 2,
I4 First <4 Previous Mext & Last & Show All Messages

DorothyK -01:20pm Sep 4, 2000 Pacific (#1 of 2)

David, you might have more success asking in the Acrobat Reader forum. Click on the Userto
User Forums text at the top of this page to get to the list of forums.

Post Message back to top &

Tom Geschwender - 06:25pm Sep 4, 2000 Pacific (#2
of 2)

David,

Youwant POF ona FDAT Got to http e ansyr.com PODC

Post Message back to top &

Tips
Post Message You can edit your posting afterwards by
clicking the Edit toolbar iterm that appears
next to your Mmessage or topic, Vou rmay edit
ﬂ it only within 20 rminutes of its first posting,

If you know HTML, you may use most HTML
tags to enhance your message.

UFRLs are autornatically hyperlinked asz long as
they are not the first item on a line (add a
space before it if this is the case).

See More Tips

B

* POST MESSAGE rou will have 30 minutes to make any -

changes ar fixes after you post a message.
Just click an the Edit link which follows vaur
message after vou post it

read subscriptions  message center search preferences login help
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) Direct Feedback.

@) = Direct Feedback can be broken down into three categories:

e Emalls & Traditional Methods,
e Feedback Forms (Forms, Logins and Registration)

e Chat Forums (Rooms).

Direct Feedback
normally provides us with gualitative information.
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Hit Counters.

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

Page Views count the number of times
a page Is visited!

Hit Counters count the number of
Requests made to a server.
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| Knowing Your Web Customers - Mission Impossible.
Presentations
Iniroduction Putrick Horan Peter O Conror
Lectirer (Hospitality IT) Assistant Professor (Hospitality IT)

Distrihution Chan.

Tourism Overview DIT, IMHT
Custhal Brugha St., Ave Bernard Hizsch, BP105
The Internet Dublin 1, 95021 Cergy Pontoise Cedex
Reservation Ireland. France
: Tel. +353 1 4024397 Tel : +33 1 3443 3177
L - \WTTIHIGTTE Fax. +353 1402 4499, Fax : +33 1 3443 1701
Demonstration Email ; Patrick. Horan{ddit. ie Emuail ;: QConnoricedin. essec. fr

Glossary

¥

coniact us

Beware:
Page Views are far more realistic.
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Load Time.
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| All Products =l

! &

BEROWSE

Add Favorites

» Books

» Music

» DVD

+ Yideo

+ Electronics

+ Toys
+« Health 8 Beauty

+ Software

« Computer &

amazoncom.

WELCOME W

YOUR ACCOUNT J | HELP

Top Sellers in Books

Shattered
DICE  After 41 nowels, most writers tun out of energy before the final gallop. But Dick Francis's
FRANCIS 1atest thriller is as good as his eatliest. Pethaps tt's because thiz one 15 dedicated to the
%ﬂ Zueen Mother, who celebrated her centennial in 2000, and wheo, like her famously

b horsey daughter, shares Francis's..
1::'0&'6 \TTERED

. Read more

More Top Sellers:
Earor Scooter by Eazor TSA LLC
Denizse Austin - Mat Workowt Based on JH, Filates VHS ~ Denise Austin
Texas Instrumnents TIEZPLUS Graphing Calculator by Texas Instruments
Andrea Bocelli ~ Guszeppe Verdi{Compozer), et al

MNew Releases in Books

The Yoyage of the Jerle Shannara

Terty Brooks's new Shannara epic, The Voyage of the Jerle Shannara, kicks off its first
volume, fse Witch, with the discovery of a mad elf drifting on wreclkage miles out at sea
with his toneue and eves removed and a man secreted amone his possessions. The elf iz

l 'I

hﬂ ‘1-

|@ Dane

5\ What's new at

amazoncom

-

Already a customer?
Sign in to see what's

Mew for You.
New Releases

Monfiction
Fock
YHS Telewvision &

Documentary
DD Science Fiction

2 Fantasy
Stuffed Animals 2

Toys
Computer Add-0ns

b More New Releases

Movers & Shakers

% 3,966%
[ Love You, Ronnie
by Mancy Reagan,
Ronald Reagan

% 10,212%
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Web Page
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amazon.com.
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~TODAY'S FEATURED STORES

BDOKS

HEW
CARS

COMPUTER &

VIDED GamEes | VIDEQ

LAAVH &
PATIO

Just complete the nformation below so that Amaron com can recognize you.

MNew to Amazon.com? Register Below.

My name is: IPatric:k Horan

My e-mail address: |patriu:k.hcuran@dit.ie

Protect yvour information with a password
Thiz will be your only Amazon com password.

Enter a new password: |“°“"‘"““"

Type it again: |“°“"‘"““"

Continue »

information vou enter will be encrypted.

Where's My Stuff?
s Track your recent arders,

Shipping & Returns

your orders,

Text Only

* See our Shipping Rates & Palicies,
e Llse ¥our Account to view or change * Read our Beturns Policy.

Need Help?

IFyou recetved an error message when you tried to use our secure server, sign in using our standard server. If vou select the secure server, the

s Forgot yvour password? Click here,
* Bedeem or buy a gift certificate.

s Yisit the Help Desk,

Top of Page

Amazon.com Home | Books | Music | DVD | Wideo | Toys & Games | Electronies | Software | Compuater & Video Games | New Cars | Kitchen | Tools & Hardware | Lawn & Fatio |

TTrndtl Pr Dncaater | Masaticann |l dMemiinn | oamd b alirra casermians amann |oe i ewda 1 A D nbbian ~a
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Your
Recommendations

Recommendations
Home

Books

Toys & Games

Electronics
Software

Get Better
Recommendations

Bate Your
Purchases

Revise Ratings

Howe It Works

Mew for You E-mail

amazoncom. @ | (yourAcCOUNT) | HELP

~ TODAY'S FEATURED STORES

| EOOKS | ELECTROMICS | lO0LS & ovD | | VIDED
A g A A

HARDWARE |

(AR DIRECTORY
HOW TO FRIENDS &

FAVORITES
Q) f Qo)ﬂej;ﬂme_m_

Recommendations

Patrick Horan, here are our recommendations for you.

{(Want better recommendations? Rate your past purchases or exclude titles. Learn more.)
In Books

Harry Potter and the Chamber of Secrets (Book 27
by 1. K. Rowling

F See more Book Recommendations

Average Customer Rating: 7oy

Sung Ho

~ Patti Smith \ .
F See more Music Recommendations

Average Customer Rating: oot

&
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Visitors Who Accept All Cookies.

Percent

1997 1999
Years

Why?
-l yberhtns
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) Cookie Monsters!

Privacy Issues

Security Issues

Reliability Issues
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j Bi:k ’ Fn:ux‘?;rd ,‘ H-i;sl_gry sgzh Faﬂes ﬁe FuII%leen Di%ss Ec.gpy -
) Are Cookies an Invasion of Privacy?

54% of Users
say that cookies

are an Invasion
of Privacy.
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Bi:k . Fn:ux‘?;rd . H-i;sl_gry sgzh Faﬂes ﬁe FuII%leen Di%ss El:uﬁw -
) Are Cookies an Invasion of Privacy?

H
‘7

Guest History Modules

Frequent Flyer Programs
Pizza Example
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) Are Cookies Secure?

EheNew ok Eim

THE WLD

amazon.com.

Certain Java can make certain browsers think that the PO
cookie is being requested by the site that created it.
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Are there Virus concerns associated with Cookies?

Wizndimunaoduiie Biahile mkiRepdred hhedelatb Iharnl
certain brodeives commatiis ondy (8 hytestomatically.
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Disabled.




I

e L= .. kAT EINE Anlnn=
T Internet Optionsz 2| x|

j .f'{?ﬁn

»

W per-zezsion cool
{3 Dizable
{*} Enable

Fam, T TS S

) QU

J

— Reset custom zettings

Reszet to: I M edium

Only 10% of Internet Users have set their
browsers to reject cookies.

'Internet

Security Settings E E3 |
Add :
S ettings: daress IE http: A e metacrawler. com’d
O Prompt ﬂ — K.omitet @ The Band @ Best of the Web @ Free Haotmail
@ Scrpt Activex contraolz marked zafe for zorpting
{O Dizable " ool € . Mosso
@ Er'lal:llﬂ J [ TIE MEw MetoLrowler Communecalor tor Insiomnt E3500INg.
AT
i
@ Cookies on Your Site i
@ Al .EIIII:IkIE.'S that are ztored on pour compker bR |
{J Dizable
{3 Enable

American Life

Cancel ns Mortgages and Loans
lline Courses Group Buying
OF— [ Cancel | Ll 12 Phone
— e YWy'eh Space
sports Reunions b R BACK TO SCHOOL?
Shopping "Weather SHOP HERE
work & money hore Searches... fore Resources... ~

L |4 Intemet




& Cookies MmEE

= % =) X =
Bau:k Fariarnd Copy Fazte |Jrdo Delete  Properties Wigwsg
| Addhess [ CAWINDOWS\Cookies

File Edit “iew Go

D aryusert®b . anyuzer@a..  anyusert®ad.. anpuseri@a..  anyusert®ad..  anywuser®@a..  anpuzer@al..  anpuzer@a..  anpuger@bf

Cookies

phoran@amazon.txt = . = . = = = = = = =
anyuzen@ogi.. anyuzer@cgi. . anguser@cle. . anyuser@oy . anpuzen@d.. anyuzer@ele.. anyuzer@e . anyuzer@et | anyuzen@e..

Text Document

Modified:

5/3/00 3:53 PM = = 2 B B B B E E

Size: 351 bytes arpusert@fly . anuger@fo.. anyuser@for.. anpuseri@g..  anpuserEg..  anyuseri@go..  anyuseri@b..  anguser@hc... anyuger@hi,
aryusert@b. anyuzer@im..  anpuzer@k.. anguzer@in..  anpuzer@lo..  anpuser@ly . ampuzer@m.. anyusert@me... anyusenEing, .

e e e e e i i [rrer o
aryuser@n,.,  anyuzer@ng.. anyuser@p..  anpuger@pr.. anyuseri@ger. anpuseri@zn, . anyuser@st | anpuzer@st . anyugenEt
aryuzendta . anyuzeri®to. . anwuser®@b. anpuser@br. anpuser@bn.. anpuserfviz . anyuzen@w. . anyuzer@w. . anyuzenE
s s v s T ‘ ........ ‘ ........ ‘ ........ ‘
aryuseriiy, . anyusert®. . anyuzer@. anpuzer@. anpuszer@ . anyuseri@e . anyuzer@y . anyuseri@e, . anyguzen@.
anyugerd | anyuseriy . anguzer@w. . anyuseri@ya. . anyuzer@zd..  index.dat
|35'| bytes |_§‘ ty Computer
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Indirect Feedback.
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» Hit Counters,
o Cookies,
e Log File Analysis,

UL
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203.216.2.201 - - [03/4gfd000:11:29:40 -0400] "GET FHTTPRM.1" 304 - "-" "Tloeillaid.0 (cormpatile; MSIE 4.01; MEN 2.5, Windows 92"

203.216.2.201 - - [03/4ngf2000:11:29:42 0400] "GET Mlerm bt HTTP.1" 304 - "httpeShwraner drnbi cor™ "Wozillafd 0 (corpatible; RSTE 401 ; BISH 2.5, Windows 923"

203.216.2.201 - - [03/4qgrd000:11:29:43 -0400] "GET MWeleome htrn HTTE/1.1" 304 - "Wip:ffarare rabd corn "Ilozillaid.0 (compatible; MISIE 401, MEH 2.5; Windows 95)"
203.216.2.201 - - [03/4ngf2000:11:29:44 .0400] "GET LOGO jpg HTTERN 1" 304 - "Wty fhanena i cor/Tlenm htm" "Tlozillaid 0 (compatile; MSIE 4.01; WISH 2.5, Windows 987"
203.216.2.201 - - [03/4ngf2000:11:30:01 -0400] "GET Brockuare o HTTE.1" 304 - “hitp fhanaznar i cor™Welro e htm" "Iozillaid 0 (compatible;, KISIE 401, WIS 2.5, Windows 95)"
203.216.2.201 - - [03/4grd000:11:30:01 -0400] "GET Email gif HTTPI.1" 304 - “hitp fhanww o cota™eleo e bt "Wozillaid 0 (compatible; MSTE 4.01; BISH 2.5; Windowrs P2)"

203.216.2.201 - - [03/4ngf2000:11:30:02 -0400] "GET Browser.gif

HTTE/1.1" 304 - "hitp:lhananer ivabd comWeleo e hira" "Ilozillaid 0 (compatile; WISIE 4.01; RISH 2.5, Windows 92)"

194.73.252 37 - - [03/Aug/2000:13:27:35 -0400] "GET fHTTPA.0" 200 722 "-" "Wlozillal.Q{compatiale; MSIE 4.01; Windows 95)"
19473 252 37 - - [03/4ng2000:13:27:35 -0400] "GET Tvlenn bt HTTPr1.0" 200 2344 "Htp ihananar. Jmlu com” "Mozillaid0 (compatible, MISIE 4.01;, Windows 953"

1947325237 - - [0}
19473252437 - - [0]
1947325237 - - [0]
19473252437 - - [0]
1947325237 - - [0]
1947325237 - - [0]
19473252437 - - [0]

1947325237 - - [0]
2163223770 - - [03
2163223770 --[03

2163223714 - - 0]

2163223714 - - [EI
20915023951 -

209150203951 - -
20915023951 - -
209150203951 - -
209150203951 - -

L Vol T | P B B L B ) [ T T TP ol P T B Y ITTTOM ON 00 000 1L, 0 Fd Lda.. ! IR Y Al td O x

o O | 'ﬂnT'."TT‘ dl’ll W]IUjD“"S 95:'“
ws 950"
ndonws 957"
1; Windows 55"
ndovws 957"
dowrs 950"
Windowrs 953"
401 ; Windowrs 95)"

Log Files are text files generated by your

server that lists each request, specific to your
website, made to that server. --

20915023951 - -
209150203951 - -
20915023951 - -
209150203951 - -
209150203951 - -
20915023951 - -
209150203951 - -
20915023951 - -
209150203951 - -
209150203951 - -
20915023951 - -
209150203951 - -
20915023951 - -
209150203951 - -

000 :16:07:41 -0400]

KT
[DEIH%DDD:I&:D?:M -0400] "GET Browser g HTTRIL.0" 200 15102 "hittpfharaar e cor/Welco e bt " "Tozillaf40 {corpatible;, WISIE 4.01; Windows HT)"
[03/8ng2000:16:07:57 -0400] "GET Brochure mif HTTP1.0" 200 401258 “http fhanwrw inbi coraWeleo e htrn" "Wozillaid 0 {corapatible, MISIE 4.01; Windows HT)"
[03/8ng/2000 :16:02:03 -0400] "GET fHTTPA 0" 304 - "hitp fwawnw bees-idLeorn/links hir" "Mozillaf.0 (cormpatible; RMEIE 401, Windows NT)"

[03/8ng2000 :16:02:03 -0400] "GET Welcorne htra HTTES1.0" 304 - “hitp e irodi cora™ "Wozillafd 0 (corapatible; MSIE 4.01; Windows NT)"

"GET Eraal s HTTEIT.0" 200 2241 "hitp:harnanar ivabi corWeleo re hiva" "hWloellafd0 (ecompatible; MSIE 4.01; Windows NT)"

[03/8ng2000:16:08:1% -0400] "GET Mulenm bt HTTPI 0" 304 - bty e b cora™ "DWozillafid 0 {compatible; MISIE 401, Windows HT)"

[03/8ng2000 :16:02:18 -0400] "GET Brochure mif HTTE.0" 206 2966 "hitp:harsnar irobi coraWeleo e him" "WMozilla/4.0 {cormpatible; MSIE 4.01; Windows NT)"
[03/8ng2000 :16:08:19 -0400] "GET [LOGO jpg HTTEL.0" 304 - "Htp:fanenar ivabd comDlern htra" "Wlozilafd0 (corapatible, ISIE 401, Windows N T)"

(03 80g/2000 :16:02:34 -0400] "GET Browser. gif HTTP1.0" 304 - "httpeifarana rabd com/Welco e hire" "Ilozillafd.0 (compatible; MEIE 401; Windows NT)"
[03/8ng/2000 :16:028:34 -0400] "GET frrern.gif HTTE1.0" 304 - "hitp:faraner ol coraDlern hir" "DWozillafd 0 {corapatible;, MEIE 4.01; Windows HT)"
[03/8ng2000 :16:08:50 -0400] "GET Mivector htw HTTPI1.0" 200 5209 "hittp :hanznar tabd cornTlenmn ki "Tlozillaid 0 corapatile; WISIE 401 ; Windows N T)"
[03/8ng/2000 :16:02:50 -0400] "GET Horme.gif HTTEL.0" 200 1694 "W tp:ffanane b corafdire ctor htm" "Tlozillaid.0 {cormpatible; MSIE 4.01; Windows NT)"
[03/8ng2000 :16:08:51 -0400] "GET Mext it HTTEL.0" 200 9574 "kt harane ivabd corefdive ctor htrva" "Wlozillafd0 {compatible; MSIE 4.01; Windows HT)"

(037 Angf2000:16:05:54 -0400] "GET mowlis of HTTP/ 0" 200 146032 "http:fharerer raba comfdirector htm” "hozillaid. 0 (compatible; M3IE 4 01; Windows NT)"

I_I_ |EJ by Computer
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2032162201 | [03/40gf2000:11:29:43 -0400] "GET MWeleorme htra HTTEIL 1" 304 - "Wtpharerer ol cor "Ilozillafd.0 icorapatible;, MEIE 401, BISH 2.5, Windowrs 22"

A03.216.2.201 -

IP address of the visitors machine.

|@ I_I_ |_A%‘ by Compuiter
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203.216.2.201 @ [03/40gf2000:11:29:43 -0AN0GET MWeleome htra HTTEIL 1" 304 - "tp:harerer obd cor™ "Ilozilafd.0 ico rapatible;, MEIE 401, BISH 2.5; Windowrs 22"

03 g/ 2000:11 2%-44 -0400]

Date and time that the item was requested. I

|@ I_I_ |_A§‘ by Compuiter
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203.216.2.201 - - [03/4ngf2000:11:29:43 0408 "GET MWeleome htra HTTERIL 1" 304 - "Wtp:harener bl coro Wozilafd.0 (oo rapatible;, MEIE 401, BISH 2.5; Windowrs 22"

BT MWelcotne htra HTTEIL 1" 304 - "http: e dtoba cor

Name of the item requested and where visitor
requested the item from.

|@ I_I_ |_A§‘ by Compuiter
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"Wozilla4 0 {cormpatible; MSIE 4.01; MSN 2.5, Windows 98)"

Additional Information:

Search Engine & Key Word Information.

Error Information.

|@ I_I_ |_A§‘ by Compuiter
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2052162201 - -
2032162201 - -
2052162201 - -
2032162201 - -
2032162201 - -
2052162201 - -
2032162201 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
2163223070 - -
216322377 -
2163223714 - -
2163223714 - -
20915023951 - -

209.150.239.51
208150239 51
209150239 51
209.150.239.51

20915023951 -
209.150.239.51 -
20915023951 -
209150239 .51 -
209.150.239.51 -

20915023951 -
209.150.239.51 -

20915023951 - -
20915023951 - -
209.150.239.51 - -
20915023951 - -
209.150.239.51 - -

20915023951 -
209 150230 51 -

- - [031tng

(03 &0gfa000:11:29:40 -04000 "GET THTTRL.1" 304 - " "Tlczillad 0 {eorupatible, BISIE 401, MWW 2.5, Windows 98)"
[03f 8002000 :11:20:42 04000 "GET Tlerm bt HTTP.1" 304 - "bttpc/fwnaner rabd cora™ "Tezillaf40 (oo mpatible; ISIE 4.01; BISH 2.5; Windows 983"
[03/&0gr2000:11:29:43 04001 "GET MWelcome bitr HTTEL.1" 304 - "Wipchananer abd cora™ "Iozillaf0 (corpatible, MSIE 401 ; LISH 2.5, Windows 58)"
[03/80zf2000:11:29:44 04000 "GET OGO jpg HTTE 1" 304 - "httpifanane irndd corDlern htr" "TWlozillafd 0 (corapatible; MSIE 401 ; MISH 2.5; Windows 223"
[03/80zf2000:11:30:01 -04000 "GET Brochare gif HTTE.1" 304 - “hitpdhanarer itndd corWeleo e htrn" "Tozillafd.0 (compatile; BISIE 4.01; BISH 2.5, Windows 923"
(03 &0gr2000:11:30:01 -0400] "GET [Ereail gif HTTE.1" 304 - "httpehanaer rabd coruWeleo roe b "Tlozillaf 0 (compatible; BISIE 4.01; MISH 2.5, Windows 983"
[03/80zf2000:11:30:02 -04000 "GET Browser. gif HTTP.1" 304 - “hitp hananar irndhd cornWeleo e htt" "Wozillaid.0 (corapatible; MEIE 401 ; MISH 2.5; Windows 223"
(03 2zr2000 13 2? 3504000 "GET f HTTP.fl III" 200 ?22 " "I'-.-'Ictzﬂla.f-’-l Ell{l:l:umpatihle I'-!ISIE4IIII Wmdc-ws 95}"
[EIEIAugJ“ S A S v1 S
(037t 01, Windows 957"
0378 irdore 553"
(0318 1], Windowrs 953"
0378 = 401 ; Windowes 953"
W3k Methods of Analysis. 1 Windows 53"
(037t 1, Windows 953"
ik 2 (1, Windows 953"

Dy Commercial Software. S 401 s 55"

[N .

eI Freeware / Shareware Scripts. )
031 g/ . . 3"
3tk Online Services. )"

[031k0g dowrs HT)"

Hows MTH"

Third-Party Services.

- - [03itug indows NT)"
B Do-It-Yourself Solutions. o1 e Ty
- [03iknz E 401; Windows NT)"

- [0314 oIE 401; Windoars HT)"

- [0314 ; MISIE 401, Windows NT)"
- 0318 NT)"

- [03r g ows MT)"

[EIEIng,I'ZEIEIEI 16:08:12 -0400] "GET Mlerm htra HTTP/1.0" 304 - "hitp:Sharene irabd cord™ "Tlozillaid 0 (co mpatible; RWISIE 4.01; Windows HT)"

- [03740g2000:16:08:1% -0400] "GET Brochure. gif HTTE1.0" 208 2966 "hitp St i cor™Weleo e htm" "Iozillafd 0 (compatible, WISIE 4.01, Windows HT)"
[03/80g2000:16:08:19 -0400] "GET [LOGO jpg HTTEN 0" 304 - "httpeSwrwrar ivobd coraDlern hiva" "Wlczillaid 0 {corapatible, WIEIE 4.01; Windows HT)"
(038072000 16:028:34 -0400] "GET Browser.mif HTTE/1.0" 304 - "hitp:farsrer iraba corWeleo me htrn" "Iozillafd.0 (commpatile, MSIE 401 ; Windows NT)"
[03/&0g2000:16:02:34 -0400] "GET fmerm.gif HTTPIL.0" 304 - “hitp e o coraIenn him" Tozilatd.0 (co rapatible; RMSIE 401 ; Windows NT)"

(0358 0g2000:16:02:50 -0400] "GET Mdivector htra HTTPI 0" 200 5209 "http:hansnar ivabd coraTulenn htre" "Tlozillafd0 {compatiale; MISIE 4.01; Windows NT)"
(038 0g2000:16:02:50 -0400] "GET Home.git HTTE.0" 200 1694 "bitp:ffarare rabd corofdire ctor bt "Tlozillafd.0 (compatile; MSIE 401 ; Windows NT)"

- [0300g2000:16:08:51 -0400] "GET Mext gif HTTES 0" 200 9574 “http Shwranw i corafdive ctor htv" "TWlozillatd 0 {corapatible; BISIE 401, Windoaes HT)"

- (0304 ugf2000:16:08:54 -0400) "GET mowlis. gif HTTEA 0" 200 1460755 "hitp:fhwrarwr imbd comfdirector htm” "Wozillai4. 0 (compatible; MEIE 4 01 Windows NT)"
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2052162201 - -
2032162201 - -
2052162201 - -
2032162201 - -
2032162201 - -
2052162201 - -
2032162201 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
1947325237 - -
19473252 37 -
2163223070 - -
216322377 -
2163223714 -
2163223714 -

2089150239 51
209.150.239.51
208150239 51
209150239 51
209.150.239.51
2089150239 51
209.150.239.51
208150239 51
209150239 51
209.150.239.51
2089150239 51
209.150.239.51
208150239 51
209150239 51
209.150.239.51
2089150239 51
209.150.239.51
208150239 51

(034

2 Q

Hizton Search
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Favarites Home Full Screen  Discuss Copy

3 Knowing Your Web Customer - Mizsion Imposzible! - Microsoft Internet Explorer

0374
(034

0374
(374
(034
0374
(034
0374
(374
(034
0374
(034
0374
(374
(034
- [0318
(03
(03
- [0318
- [0318
- - [0318
- - [0318
- - [0318
- - [0318
- - [0318
- - [0318
- - [0318
- - [0318
- - [0318
- - [0318
- - [0318

- - [0318

J File  Edit \iew Favorites Tool: Help
e A A G I B S . P L
Bach Eamyard Stop Refresh  Home Search  Favortes  History I ail Pritik Edit Digcuss  Fealcom s QE:I
[ Windows 95)"
Tuble of Contents \Y W =77 o0 _N 2.5;_ Windows 98)"
I/ 3 it 15, Windowes 53)"
o il 325, Windows 8"
* tatisty . ey ¥
,Meii':rR : fn;sPages Knowing Your Web Customer - Mission Impossible!
+Least Requested Pages ows 95} "
+Top Entry Pages IMHT August 2000 Example e
+Top Exit Pages "
+Single Access Pages W 95:' ;
+Top Paths Through Site % nderws B3]
+Most Submitted Forms | £ General Statistics wra 93]
+Most Active ra 357"
Organizations "
+Top Authenticated The User Prafile by Regions grapk identifies the generad location af the visitors to your Web site. The General ‘Tfrgj} wrs 550"
10p Authenticated it
TUsers Statistics table includes statistics on the total activity for this server during the designaied fime frame. !
*Top Users
*Summary of Activity by . .
B User Profile by Regions
+Activity Level by Day "
of Week 80 :.I.
sActivity Level by Hour B0 .
*Technical Statistics ‘-IT:I
+Forms Submitted By User Sessions 40 B Unknawn oz NT:I
Users s HTH"
+Client Errors 0 findoners MTY"
+Page Not Found Ervors 0 1 ; Windows NT} n
°MT—°itst°aded 1o 0907 085 D23 0BT 0808 01; Windows NT)"
Randwidth 0811 08119 0827 0904 asM2
MimltA d han O8/07100 - Fri 094 5000 {8 YWeek Scale) "
+Most Accesse
Directories = . "
J |y Windows NT)

- - [0318

-- [DE“J‘AU%MULIU AnuEss -Ugal] LR L JBIOWERLZT AL L ENLL Al - TR AWEETET IITUL COTIN WY 2100 IS DT

l_ |_h%j by Compuiter

s HT)"

IVLOELLAM U | COtapatinge, viole <01 windows NT)"

- - [03040gf2000:16:05:34 -0400] "GET fraenn. gf HTTEPL.0" 304 - “hitp Mhanznar e coraTvlern htm" Tlozillatd.0 (co rpatile; MSIE 401 ; Windows NT)"

- - [03540gl2000:16:02:50 -0400] "GET fdirectorhtra HTTP1.0" 200 5209 "hitp

JSharanae rabd coruenn hirn " Tlozillafd 0 {cormpatihle, BSIE 4.01, Windows HT)"

- - [0374ngf2000:16:05:50 -0400] "GET Hore gif HTTEL.0" 200 1694 "hitp Mwnsw i cormfdive ctor hir" "Wezillafd 0 (compatile; MSIE 401, Windows HT)"
- - [03040gr2000:16:08:51 -0400] "GET Mext gif HTTE 0" 200 9574 "Htp:fhanane e coraidive ctor htm" ' Tolozillaid 0 (oo rpatible; WISIE 401, Windows HT)"
209150239 51 - - [03f40gf2000:16:08:54 -0400] "GET fmowlis gif HTTP 0" 200 148038 "hitp:iharener tabd cormidirector kim" "Tozillatd. 0 (corpatible, MEIE 401, Windows NT)"

I_I_ |_§‘ by Computer
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) Log Jammers.

IP Address.
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j Btk Fﬂjard ‘ H%y Sgh Fa%es ﬁe Fui ||5 eeeeeeeeeee oy :":-'
) Indirect Feedback.

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

Indirect Feedback
normally provides us with quantitative information.
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@ Conclusions.

e Feedback Methods are not always 100% accurate.
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@ Want Forms
Chat Rooms

@ Counters
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N Site Log Analysis

Provides

Trends Rather Than Specifics.
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» Listen & Learn & Update Accordingly.
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|@ I_I_ | by Computer



Knowing Your Web Customers - Mission Impossible!

jé,ﬁ,ﬁﬁﬁﬁ
Back Fonward Hizton Search  Fawvonites Home Full Screen  Discuss Copy

Conclusions.

@4 e Knowing Your Web Customer — Mission Impossible?
»

Customer

|@ I_I_ | by Computer



Knowing Your Web Customers - Mission Impossible!

Mission Impeccable!

1AQISS O dU UOISSIIA] - SIIUIO)SI) IaAN N0 X SUIAMOY]




Knowing Your Web Customers - Mission Impossible!

Full Screen  Discuss Copy

<:=,=>,‘® Q M

Hizton Search  Fawvonites Home

|@ I_I_ |_A%‘ by Compuiter



Knowing Your Web Customers - Mission Impossible!

Full Screen  Discuss Copy

<=,=:>,\® aQ & O

Back Fonward Hizton Search  Fawvonites Home

J.ﬂ.ddress I@ htkp: v, drnc . dikiefpadman) ""I
sy SRICN: IMPOSIRIE >

Peter O" Connor
Assistant Professor (Hospitality IT)

Patrick Horan
Lecturer (Hospitality IT)

DIT, IMHI
Dublin. . Paris
Patrick.Horan@dit.ie OConnor@edu.essec.fr

9

|@ I_I_ |_A%‘ by Compuiter


mailto:Patrick.Horan@dit.ie

	The Internet – How Can It Boost bookings?
	Recommended Citation

	/var/tmp/StampPDF/kt6SremKa8/tmp.1296747664.pdf._zIp_

