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Executive Summary

e A profit-oriented park with
closed management

e Long-term commercial
operation

e The maintenance and safety of
amusement facilities carried
out in a timely manner

e The service quality include
regularly organize staff
training, strengthen service and
improve skills

e The Luna Park market strategy
coordinate with travel agencies




The role of the Customer Experience to the concept of Customer
Relationship Management in the business:

The Customer Relationship Management (CRM) Strategy establishes and
maintains good relationships through effective customer interaction.

e personalized experience
e marketing and promotional activities
e customer loyalty enhancement

e customer interaction and complaint management




The role of the Customer Experience to the concept of Customer
Relationship Management in the business.

The Customer Experience refers to the overall impression and satisfaction a visitor gains from
their interaction with Luna Park.

e Rides

e Entertainment
e Cleanliness

e Staff interaction

e Overall service

fostering a positive customer experience is
fundamental in




The Role of the Customer Experience to the concept of Customer
Relationship Management in the business.

[
< Search Luna Park [

Luna Park
(TripAdvisor/Yelp), providing valuable and meaningful information. At
the same time, Park patiently answers customer questions and pays attention to

Review highlights

“However, you can ride the Cyclone and pay

thelr needS & per ride without an admission admission
. . . g . . . . . @tiktt ith f th arks.”

This kind of attention and positive communication process is key to cultivating Spvivaaii

customer goodwill and trust in the amusement park, thereby promoting customer

“It is honestly one of the best rides I've ever

onalty =M\ been Qn ?n my life (Six Flag's Nitro is my #1,
Zenobio is #2)."

19 reviews

“They have this ride called the Zenobio and it

Customer experience also involves 6 was 130 feet high going 60 pmhr”
. In the case of Luna Park, the operations manager mentioned that the —

park staff are long-term service employees who are committed to the success of

the park. The loyalty and dedication of these employees create a more

enjoyable experience for customers.

Positive customer experience helps establish long-term customer
relationships and creates more repeat business opportunities
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Rating scale and criteria justification.

Very Dissatisfied

1

2

Neither Satisfied
Dissatisfied or Dissatisfied Satisfied Very Satisfied

3 4 5 6 7 8 9 10

Expectation before arrival—p‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ . ‘

. ' ‘ . . . . . . . ¢— Variety of food items

Themed Special Events — . . ‘ . . ‘ . . ‘ ‘

0000060



Rating scale and criteria justification.

Comfort of Safety — ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ . ‘

© O O O O O O O ©® @  Accessibilityof

Transportation

Engagementvith ., @ @ @ @ © © © ©® @ @

staff
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Rating of the experience

E G Riegelmann
oncerns about some rides.

leading to aisappointment due to a lengthy
3







Recommendations
. Leveraging Technology

Park mobile app
Virtual queues
Food ordering
Ticket purchases
AR games

‘ Enhancing Service & Engagement

e Customer service training
e Welcome gifts
e Active social media

e Improving Infrastructure

e Security enhancement
e Staff presentation standards
e Cleanliness focus

1
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Recommendations
‘ Personalization

e Personalized offers &
communication based on visitor
data

‘ Feedback & Improvements

||||||||

........

e In-app surveys & incentives
e Review insights & communicate

changes
e Partnerships
WAL " A A
o Co-marketing with tourism board USSR SANEE
e Coordinate seasonal events with [ ‘

local stakeholders
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