
LEARNING TO ADAPT 
 
AND DIVERSIFY 
YOUR PRODUCT

DIGITAL TOURISM THINK TANK

REMOTE
DESIGN
REbuild

THE SESSION 

This webinar is dedicated to helping 
businesses tilt their product offering for a 
Post COVID-19 world. 

Reverting to the DTTT’s five phase 
recovery model, we will explore what the 
the new normal will look like, where 
future customers will come from, their 
needs and motivations. Some businesses 
will need to tilt  a little, whilst others will 
need to completely redesign, in order to 
be relevant as we come out of lockdown.

AGENDA 

Welcome from Visit Kent Chief Executive Deirdre Wells 
____________________________ 
 
Collaborative Learning Session 
- Looking at 5 Phases of Recovery 
- Dipping into data, forecasts and projections 
- Making the shift for the new normal in tourism 

- Why purpose will define the next chapter for business 
- How to redesign your product, experiences and services 
- Diversifying product to reflect the new visitor needs 
- Tilting towards sustainable business post-recovery 

- Creative exploration of new product strategies 

____________________________ 
 
Business Ideation Session 

Ideation session with businesses about the strategic tilt they 
are considering in their business. We will discuss their 
concerns, individual projections and thoughts on new models 
to test and where synergies might exist between businesses.

15 mins

75 mins

30 mins



Nick Hall, 
Founder & CEO

Romy Cywie 
Operations Director

Today’s Facilitators



LEARNING TO ADAPT 
 
AND DIVERSIFY 
YOUR PRODUCT

DIGITAL TOURISM THINK TANK

REMOTE
DESIGN
REbuild

bit.ly/kent-covid

https://app.mural.co/t/digitaltourismthinktank9732/m/digitaltourismthinktank9732/1589148049432/046505f312d7cfd67c0beefd688acb7ab14ac7de


Here at the DTTT we've mapped out five phases for tourism recovery, which 
every tourism business in the Digital Skills Academy is invited to develop their 
own strategic response for.

5 PHASES OF TOURISM RECOVERY

PHASE 4 
 
Gradually 
restarting travel 
with 
neighbouring 
destinations.

PHASE 5 
 
This is focused 
on the 'New 
Normal' with a 
gradual restart of 
global travel.

PHASE 3 
 
The Healing 
power of 
staycations 
and tilting to 
domestic.

PHASE 2 
 
Supporting the 
Hyper-Local 
visitor with 
'Discover your 
Neighbourhood’

PHASE 1 
 
This is focused on 
'Dream Now, Visit 
Later' and innovative 
digital solutions.



The first stage in rebuilding the link with your 
customers whilst everything is still closed. Whilst some 
will have already passed this stage, others will be 
entering it and it's likely that future lockdowns will re-
emerge. 

How can we make that connection between dreaming 
and taking action now that people are online more than 
ever?  

Remote Travel 
Remote Experiences,  
Remote Dreaming 1



Remote Travel 
Remote Experiences,  
Remote Dreaming 1

REMOTE TOUR 
LIVESTREAMS

EXPERIENCE PREVIEWS

DREAM NOW TRAVEL 
LATER CAMPAIGNS

DREAM NOW 
TRAVEL LATER

EXPERIENCES 
FROM HOME



As the first signs of relaxing the rules start to show, we 
have to ensure that we act responsibly. It is important 
that our activity is not part of spreading the disease. 

This leads us to the hyper-local strategy. This is also a 
great strategy to restart activities. 
 
What better than ensuring locals appreciate what they 
have and become the ambassadors you always wanted 
them to be?

Hyper-Local 
Discover your 
Neighbourhood 2



Hyper-Local 
Discover your 
Neighbourhood 2

THEMED LOCAL-HOOD 
DISCOVERY TRAILS

VISIT, EXPERIENCE AND 
BUY LOCAL

SUMMER PICNIC 
BASKETS & HAMPERS

INNOVATE AROUND 
RESTRICTED ACTIVITIES

HYPER-LOCAL 
DISCOVERY PASSES

RESPONSIBLE SPACE 
MANAGEMENT

PODCASTS & AUDIO 
TOURS

INNOVATION IN 
PRODUCT PAIRINGS



In the third phase of opening up, the nearby regional 
and domestic markets will be the ones to lean on. This 
is the time for healing, whilst we are all adjusting to the 
new normal at home, can our destination create some 
escape? 

It's widely agreed that staycations are widely 
understated, so how can we design the right strategy 
so that the staycation also becomes the vacation of 
choice later on? For many, this will require a different 
product adapted for a more familiar market.

Staycation 
The Healing Power 
of Staycations 3



Staycation 
The Healing Power 
of Staycations 3

INCORPORATE 
MINDFULNESS & 
EMPATHY

BECOME A SOCIAL 
ENTERPRISE

EXPERIENCES FOR 
‘TRAVEL BUBBLES’

TRAVEL DRIVEN BY 
PURPOSE

SOCAIL DISTANCE 
TRAVEL ITINERARIES 



When will we be finally opening our borders and telling 
others to come visit again? Nobody really knows, but 
when the time is right, we should be ready for that. 

This starts with welcoming our nearest neighbours, 
many of whom will have overlooked the beauty and 
amazement there is to offer. This is an opportunity to 
provide a different welcome, one that is more heartfelt, 
more rewarding and driven by purpose and values, not 
the transaction.

Closer to Home 
Travelling Again with 
Cautious Confidence 4



Closer to Home 
Travelling Again with 
Cautious Confidence 4

SAFETY-FIRST 
BUSINESS STRATEGY

STRENGTHENED 
NEIGHBOURING 
MARKETS

FOCUS ON THE ROAD-
TRIPPER

CONFIDENCE DEPENDS 
ON NATIONAL POLICY

APPEAL TO FAMILY & 
FRIEND ‘BUBBLES’

NO MEDIUM-TERM 
RETURN OF GROUP 
TRAVEL



When will we be finally opening our borders and telling 
others to come visit again? Nobody really knows, but 
when the time is right, we should be ready for that. 

This starts with welcoming our nearest neighbours, 
many of whom will have overlooked the beauty and 
amazement there is to offer. This is an opportunity to 
provide a different welcome, one that is more heartfelt, 
more rewarding and driven by purpose and values, not 
the transaction.

New Normal  
Opening of Borders, 
Gradual Recovery 5



New Normal  
Opening of Borders, 
Gradual Recovery 5

MEDIUM-TERM SLUMP 
IN DEMAND

DEMAND FOR ‘ESCAPE’ 
FROM URBAN LIFE

NATURE AND SPACE 
WILL BE A BIG DRAW

THERE WILL BE NO 
RETURN TO ‘NORMAL’

STRONG DEMAND FOR 
SUSTAINABLE CHOICES



FORECAST SNAPSHOT



Source: DTTT Tourism Impact Network



International tourist arrivals in 2020: three scenarios (YoY monthly change, %)

Source: UNWTO Barometer 



When do you expect tourism demand in your destination will start to recover?

Source: UNWTO Barometer 



When do you expect international demand for your destination will start to recover?

Source: UNWTO Barometer 



BUSINESS REALITIES



REASSURE 

Provide confidence to 
visitors on safety.

GETTING STARTED FOR THE NEW NORMAL

RETAIN 
 

Keep visitors engaged, 
inspired and assured.

REINVENT 
 

Use innovation to meet 
your turnover gap.



REASSURE 

⬇ 
PRACTICAL 
CHANGES

RETAIN 
 
⬇ 

COMMUNICATION 
CHANGES

REINVENT 
 
⬇ 

BUSINESS MODEL 
CHANGES

GETTING STARTED FOR THE NEW NORMAL



WHAT IS THE COST OF IMPLEMENTING 
SOCIAL DISTANCING IN YOUR BUSINESS?

Identify your ‘turnover gap’ 
 
This is where we need to use innovation to make up 
the income shortfall.



WHAT ARE YOUR CUSTOMERS 
NEEDS RIGHT NOW?

“My customers need __________ right now…”



REASSURE 
MAKING OPERATIONAL CHANGES



Think Maximum Capacity 

‣ Beaches 

‣ Gardens 

‣ Woodlands 

‣ Parks 

‣ AONB

‣ Entrance Stewards 

‣ Monitoring & Dispersion 

‣ Ticketed or Timed Entries 

‣ Social Code of Conduct 

‣ Use of Mobile Technology



Provide Reassurance

‣ Hotels & Venues 

‣ B&Bs & Guesthouses 

‣ Restaurants, Pubs & Bars 

‣ Visitor Attractions 

‣ General Hospitality

‣ Intense disinfectant protocols 

‣ Social distancing measures 

‣ Reductions or change to service 

‣ Staff safety measures 

‣ Maximum visitor capacity audits



RETAIN 
CHANGE HOW YOUR 
COMMUNICATE



Retain Visitors

‣ Dream now travel later 
for international market 

‣ Champion stories of 
individual triumph 

‣ Provide a destination-
wide narrative 

‣ Provide confidence with 
clear guidelines

Destinations

‣ Create virtual experiences 
for visitors at home 

‣ Share stories of the real 
people behind the scenes 

‣ Build a come-back story 
around a sense or purpose 

‣ Provide confidence with 
absolute transparency

Businesses



REINVENT 
DON’T CHANGE, 
INNOVATE



START WITH WHAT YOU CAN DO, 
NOT WHAT YOU CAN’T 

“I am only able to offer __________ right now, but I 
can’t offer _________ just yet, so here’s what I’m going 
to do: 
________________________________ 
________________________________ 
________________________________ 



WHAT IS YOUR TRUE PASSION?

“I have a passion for __________, it is at 
the centre of the experience which I try to 
create for my customers."



INSPIRAITON 
WHAT INSPIRATION CAN 
WE TAKE FROM OTHERS?





Discover our range of
Leggera dressings

Shake up your dishes with our range of lighter* Leggera 
dressings. If you’re looking for inspiration, here is a delicious 

salad recipe using our tasty Leggera Fat Free Vinaigrette:

Good times. Together
*At least 30% less saturated fat than the PizzaExpress standard range of dressings.

Feta and olive mixed salad 
Serves 2

Ingredients:
A drizzle of PizzaExpress Leggera Fat Free Vinaigrette

4 salad tomatoes
1 red onion
½  cucumber

8 olives
½ block of feta

Black pepper, to season

1. Cut the salad tomatoes into quarters and put them in a bowl. 
2. Finely slice red onion and olives, then dice the cucumber 

before adding to the tomatoes. 
3. Drizzle with PizzaExpress Leggera Fat Free Vinaigrette. 

4. Finish with the crumbled  feta and black pepper and serve.

Enjoy!

Funghi di Bosco Pizza from a 
PizzaExpress Romana
Margherita Speciale
Prep time: 10 mins  

Cooking time: 8-10 mins  Makes: 1 pizza

Ingredients:

1 PizzaExpress Romana Margherita Speciale Pizza
2 thinly sliced portobello mushrooms
15gms shaved Gran Milano cheese (or Parmesan)
10ml garlic oil (or olive oil wil do)
Double pinch of black pepper 
Pinch of rosemary 
Pinch parsley

Method:

Preheat your oven to 180°C
Open your PizzaExpress Romana Margherita Speciale pizza
Thinly slice 2 portobello mushrooms
Add the portobello mushrooms around the pizza in a spiral pattern all the way to the centre
Sprinkle with rosemary and black pepper
Drizzle with garlic oil
Cook in the oven for 8-10 minutes until golden brown
Top the hot pizza with shaved Gran Milano cheese
Top with chopped parsley

Serve. Eat. Enjoy.... and share with us @pizzaexpress.

1.
2.
3.
4.
5.
6.
7.
8.
9.















































CREATIVE IDEATION 
DIVERSIFYING YOUR 
VISITOR EXPERIENCE

















bit.ly/kent-covid
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CREATING SPACE & PROTECTING SAFETY

SOCIAL DISTANCE 
= EXCLUSIVITY

MAX CAPACITY 
TICKETED TIMESLOTS

SECURE EXTRA 
CAPACITY (E.G. 
BOARDED SHOPS)

PRIVATE DINING 
CONCEPTS

CONTACT-FREE SELF-
DINE EXPERIENCES

PRE-ORDER 
PACKAGES / MENUS



INNOVATE SERVICE DELIVERY

E-COMMERCE, 
CLICK & COLLECT

ON-SITE MOBILE 
ORDERING & SERVICES

RE-IMAGINE HOW 
SPACE IS USED

CREATE POP-UP 
CONCEPTS - REUSING 
BALLROOMS FOR GALLERIES OR 
REGIONAL FARM FOOD CLICK 
AND COLLECT

LOYALTY & 
SUBSCRIPTIONS

BECOME A FULLY 
ONLINE BUSINESS

PURPOSE ORIENTED 
VOUCHER INCENTIVES

VIP TREATMENT WITH 
FREE ROOM SERVICE



COMMUNICATION / REASSURANCE

QUALITY MARK 
(VISIT ENGLAND / VISIT BRITAIN)

CUSTOMER SAFETY 
CHARTER

RESPONSIBLE 
MANAGEMENT

SOCIAL MEDIA 
STORYTELLING

PROVIDING UP-TO-DATE 
BUSINESS INFO 
(GOOGLE etc.)

WEB CAMS & 
LIVESTREAMS

INTRODUCE FUN 
SYSTEMS & NAVIGATION

TEAM UP WITH 
PARTNERS & 
COMPETITORS

TEAM UP WITH 
PARTNERS & 
COMPETITORS

EDUCATE CUSTOMERS 
TO REASSURE OTHERS

MANAGE THE RISK

ORGANISE STAFF & 
PROTECT THEM

100% TRANSPARENCY & 
COMMUNICATION



TURNING PASSION INTO SERVICE

CHEF LED 
COOK-N-STREAM 
NIGHTS

GARDEN VISIT + CREAM 
TEAM @ HOME HAMPER

HEAD GARDENER 
LIVESTREAM WITH 
VISITS

SUBSCRIPTIONS

LOYALTY

PRE-PURCHASE



RE-PURPOSING VENUES

POP-UP  
GALLERIES

LOCAL PRODUCE FOOD 
HALLS

CONTENT STUDIOS FOR 
ONLINE SUBSCRIBES

PRIVATE & EXCLUSIVE 
EXPERIENCES



bit.ly/kent-covid

http://bit.ly/kent-covid
http://bit.ly/kent-covid


#StaySafe 🙏 
 
Thanks for your attention.


