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«Social Media Use of Chinese FITs» — ein gemeinsames Forschungsprojekt von
Graubunden Ferien und den Wissenspartnern FHGR und FHNW

* Inhalte und Ziele des Forschungsprojektes

e Kurze Einfuhrung: Social Media in China

* Beispiele von Schweizer Hotels in chinesischen sozialen Plattformen



Inhalte und Ziele des Forschungsprojektes

Das vorliegende Projekt «Social Media Use of Chinese FITs» mochte die chinesische, sehr
diversifizierte Social-Media-Landschaft flir Schweizer Tourismusunternehmen (Destinationen, Hotels,
DMGOs, Leistungstrager wie Seilbahnen usw.) verstandlicher zu machen.

Zentral ist hierbei das Verstandnis fir das Nutzungsverhalten der chinesischen Nutzer und den
Einfluss der Netzcommunity durch User Generated Content (UGC).

Ubergeordnete Forschungsfragen sind:
* Welche Kanale nutzen chinesische FITs wahrend ihrer Customer Journey?

* Wie prasentieren sich Schweizer Reiseziele in diesen Kanalen und wie beeinflusst der User
Generated Content (UGC) die Netzgemeinde bei ihren Entscheidungen?

* Wie konnen Schweizer Tourismusunternehmer zur Steigerung ihrer Wirtschaftlichkeit und zur
Optimierung ihres Marktauftritts diese Kanale nutzen?
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Inhalte und Ziele des Forschungsprojektes

Projektpartner sind

- Graublinden Ferien (Projektleiterin) und die Teilnehmer der Fernmarktinitiative
e 21 Hotels in Graubiinden
e 1 Bergbahn
* 1 Eisenbahnunternehmen

- St. Gallen Bodensee Tourismus



Inhalte und Ziele des Forschungsprojektes

Fir die einzelnen Partner sollen folgende Ziele erreicht werden:

* Kenntnis Uber den Status-quo seines eigenen Unternehmens in den chinesischen sozialen Medien
mit der Moglichkeit zur Einflussnahme, Rickmeldung an die Netzcommunity und Berichtigungen

* Besseres Verstandnis dieses Gastesegment und dadurch bessere Akzeptanz durch hiesige
Mitarbeiter («Wie tickt der chinesische Tourist?»)

 Massnahmen und Empfehlungen fir die Entwicklung einer kosteneffektiven und wirkungsvollen
Strategie zur Gewinnung chinesischer FITs



Kurze EinfUhrung: Social Media in China

Digitalisierung ist heute das Schlisselwort schlechthin - in China allerdings ist sie gelebter Alltag.
Die Kommunikation ist schnell, digital und sehr personlich.

Aufgrund der Great Firewall of China sind die meisten westlichen Social Media Kanale (wie etwa
Google, Facebook, Twitter uvm.) blockiert. Stattdessen haben grosse chinesische Tech-
Unternehmen wie Tencent oder Alibaba eine grolRe Vielfalt an chinesischen Apps und anderen
Kanalen entwickelt.

Waren sie anfanglich noch Imitationen ihrer westlichen Pendants, sind die heutigen Channels und
Apps viel weiter entwickelt, haben mehr Features und umfangreichere Funktionen.

Diese Plattformen sind bei uns vorwiegend unbekannt und die unglaubliche schnelle
Markteinfuhrung neuer Plattformen erschwert uns den Uberblick.
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Kurze Einfihrung: Social Media in China

Marktwert chinesischer Tech-Unternehmen (2020)

Marktwert in Milliarden US-Dollar

Saudi Aramco 1.684,8

Microsoft 1.359

Apple 1.285,5

Amazon 1.233,4

Alphabet 919,3

Facebook
Alibaba

Tencent Holdings

583,7
545.,4
509,7

Berkshire Hathaway 455,4
Johnson & Johnson 395,3
Visa 3839

Walmart
Nestlé
Roche Holding

Procter & Gamble




Kurze Einfuhrung: Social Media in China

Chinesische Social-Media-Nutzer sind u.a.
- Social-Media-Natives
- Vorwiegend auf mobilen Endgeraten
- Sehr hohe Praferenz fiir mobiles Bezahlen (mobile wallet)

Weitere Hurden sind u.a.
- Sprache und kulturelle Besonderheiten
- Komplett unterschiedliches Messaging-System
- Trends und Hypes sind schnell und wenig vorhersehbar



Kurze Einfihrung: Social Media in China

Social Media Nutzer: Wachstum 2017 bis 2025
- 2017 gibt es ca. 770 Millionen Social Media Nutzer in China (Bevolkerung China 2017: 1’395 Millionen)
- Trend 2025 - ca. 1’135 Millionen Nutzer
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Kurze Einfihrung: Social Media in China

China (mainland) 1135.13
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Kurze Einfihrung: Social Media in China

2018 nutzten knapp 60% der chinesischen Bevélkerung das Internet

-> Von diesen Internetnutzern nutzten 98% daflir mobile Endgerate

98% Of Chinese Internet Users Are Mobile
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Kurze Einfihrung: Social Media in China

Social Media nach Anzahl der aktiven Nutzer (Okt 2020, in Mio)

- Die ranghochsten chinesischen Channels haben insgesamt 4’613 Mio Nutzer.

Facebook

YouTube*

WhatsApp

Facebook Messenger®

1300

Weixin /| WeChat m

Instagram**
TikTok

Q0
Douyin 600

5ina Weibo 523

QZaone 517

1158

Snapchat®*

Reddit 430
43

Pinterest 416

Telegram 400

Twitters*

Quora

Number of active users in millions

https://www.statista.com/statistics/272014/global-social-networks-ranked-by-number-of-users/



Kurze Einfihrung: Social Media in China

Customer Journey
Dream-Plan-Book-Experience: Welche Social Media Channels werden in welcher Phase genutzt?
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Selected Examples - Local attractions and their representation



ITINERARY SHARING SITES/APPS PLAN

Where travel dreamers learn about destinations and relatedexperiences.

MAFENGGWO - Is a leading service platform
for self-guided tours in China. The website
distinguishes itself from traditional OTAs by
providing in-depth itinerary sharing, Q&A and
other social media features for users to share
experiences.

Mafengwo accounts for as much as 60% of all
travel blog content in China. Every month
there are 135,000 travel blogs posted and
415,000 Q&As added.

The app has 14.6 million MAU (Monthly Active
Users), according to iResearch.
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Arosa Kulm Hotel & Spa
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Overall Score:4.6
Health:4.6
Environment:4.6
Service:4.6
Facilities:4.6

Ten comments from Booking.com
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Booking HIERfEE

. Arosa Kulm Hotel & Alpin Spa

S

Agata 20192248
© Location and Atmosphere
@ Quite expensive

9.6 IS
Matthew 2019425238
© Very friendly, attentive, professional staff in all areas of hotel.
Couldn't have been mere helpful. Lovely bar, lounge, restaurant
areas. Awesome location, next to slopes and lifts.
@ Pool and Jacuzzi could be a bit warmer.

2zl

Tiago 2019F 18258

© We liked the athmosphere in the hotel and had nice experiences with
the stalf. Very friendiy!

| $FET
Dan 201854818

© The hotel is very comfortable, luxurious and friendly

@ The restaurants arrangement. There is no main dining room, only a
few restaurants to choose from, and not all of them are open every
day in the week. We prefered the old arrangement, with a main
dining room with a menu that changed daily plus restaurants to hooe
from.

3k 5 Booking B9 miT

R

Andrey 2018F2/8258
© Evarything perfect

&

Paul 2017%12A228
@ Room a bit basic and bathroom needs updating

hFa
Sonia 201924F 235
© Tout était partait, le personel était trés aimable et gentil. le petit
déjeuner était trés bon et bien servi, la vue et le SPA alpin était juste
un régale absolua

ﬂﬁvlﬁ
Nadia 2019%3H258

© Per gli amanti dello sci, posizione strepitosa. La colazione & molto
ricca.

) R
Timi2000 20183 [ 108

© Die Lage und die Mitarbeiter waren wunderbar. Das Friihstiick und
aligemein die Kiche waren super. Due Lobby ist sehr gem(tlich.

@ Leider war im ganzen Hotel die Liiftung /Abluft nicht die Beste.
Essengeruch war sehr intensiv in der Lobby! Auch die Kleider haben
unter dem intensiven Essensgeruch gelitten. Die Zimmer hatten eine
Modemisierung nétig! Teppichbdden sind nicht mehr sehr
hygienisch.

HhEa

Angelique 2015525288
© De spa en het zwembad zijn fantastisch
© Niats!


https://hotels.ctrip.com/international/4225050.html?isfull=T&cbn=0&ecp=&ep=1&sd=F&Currency=null&Exchange=0&MinPriceRoomShadowID=0&ti=110106-31cba244-21a3-4776-a053-5cae31b8c29c&pi=102102&tt=1574167180&NoShowSearchBox=T&listproductid=4225050&listismemberlogin=F&liststarttime=2019-12-21&listendtime=2019-12-25&listhasfilters=false&listdatetime=2019-11-19%2013:39:42&masterhotelid=4225050&hcityid=39743#ctm_ref=hi_0_0_0_0_lst_sr_1_df_ls_1_n_hi_0_0_0

Arosa Kulm Hotel & Spa
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It’s good. If with hotter spring water,

it will be better. Naked Sauna is not
accustomed to.

From Booking.com


http://www.mafengwo.cn/hotel/7113711.html#checkin=&checkout=&adult_num=&childrens=
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From Booking.com

It takes three minutes’ walk from hotel to train
station. Hotel provides with Davos bus and cable car
ticket. Bus and cable car station are in front of Hotel.
Really convenient location for tourists. Swiss service
is wonderful. Lobby manager and working staff are
nice. Beverage in minibar is complimentary and
turndown service is good. When checking out,
reception nicely asked whether mineral water was
needed on train. Only one unsatisfactory point was
the buffet dinner in hotel, with unconsidered taste
for Chinese and really expensive. There was only
pasta and salad for me to eat. It is better to go out
for eating.
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Steinberger Grandhotel Belvedere ™3

not on Mafengwo or any other major Chinese sites, but:
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HESRINAR/RAFEAIRIE (Steigenberger Grandhotel
Belvedere)
Y 17RHEEAHIS LA LRI Promenade 89, IEXHTENZZ, IKXHR, Ft, 7270 - E51E

Score: 9.0/10 Wonderful
Comments from Booking.com Environment and hygiene level: 9.4

https://www.agoda.com/zh- Location; 9.1
cn/steigenberger-grandhotel- Service: 94
belvedere/hotel/davos-ch.html?cid=-218 Facility: 9.0

Comfort level: 8.0
Cost Performance: 8.8
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https://www.agoda.com/zh-cn/steigenberger-grandhotel-belvedere/hotel/davos-ch.html?cid=-218
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Score: 4.3/5
12 comments as listed
following

The hotel is located in Mid-Levels, next to a small lake, plus the
hotel's unique shape, looking quiet and elegant. Environment is
indeed the same, with cute squirrels jumping up and down.
InterContinental is a comparatively bigger hotel in Davos, so
breakfast is basically the world of Chinese people (tour groups).
The cuisine style also caters to Chinese people’s taste. Children's
playground is the most popular among all hotels in this trip, and
really wonderful. The rooms are also great, the spacious terrace
and the stargazing are great. When checking in, the hotel gave
away a cable car ticket for climbing. Although there was a light
rain and cloudy weather condition the next day, it was still fun.
The top of the mountain is suitable place for trekking, biking
with unmelted snow. Mountains are covered with snow in
winter, and then you can experience the joy of skiing.
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Hotel location is not good. It is a short distance from town. Due to the
terrain, hotel was built on the mountain. Some rooms can overlook the
whole town. Hotel has a scheduled shuttle bus to town, so it is convenient.
There are several restaurants near the hotel, so No worry about eating.
Davos is actually the place where the Global Economic Forum was held.
Many politicians should have stayed at this hotel! Art in public areas; [As for
Service] Intercontinental is an international brand with five stars, and the
service is not bad, especially in Switzerland, which is particularly expensive.
Front desk learned that we were going to a small town and gave us a map.
After checking out, bellboy warmly took us to the station! [Regarding with
room] The design of the marble in the public area makes us feel cold, maybe
due to temperature. The room is very large with more than forty square
meters! | think it should be an ordinary room without upgrading. The 1.8-
meter wide bed is comfortable and soft with Simmons mattresses ~ pillows
and cushions are especially numerous! Although the room is very spacious,
it doesn't feel so empty after placing the sofa ~ The bathroom is also very
large! Bathtub and shower area are perfectly separated. Especially spacious
is the balcony! Balcony could be described as huge! If weather is not cold, |
will lie down outside for a day! Seen from the balcony, you can see the
whole town, but it is not far away. If the weather is good, you can walk there
~ [For other aspects] Outside shell of hotel is golden, which was designed by
a Germany Company from inspiration of pinecone. When | look the building
from the outside, | always feel that the daylighting is not good, but when | go
inside, | find that this design is really great! Each floor is wider than the
higher floor, so the daylight will not be blocked by it!
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JEELF
Xianhua 201852881 ¥
7.5 el
© RERFE, RE. Kim 2019434208
@ Location, the overall standard of facilities were very high. Kid's club opening hours, cinema, the restaurant made the stay pleasant and comfortable. The
A=A swimming pool is a special experience with indoor and outdoor areas being connected.
i Oliver 201998221 @ Restaurant opening hours perhaps. Alpina is not open on Monday. Occasionally it can be difficult to get a lift from the hotel but they always find one for
you.
€@ Had a very nice SPA weekend and can recommend it very much!
s
B o T
D 2019495108 Viktoria 2019%383H
@ No words to describe the greatness about the hotel Excellent Great The best @ Very nice interior, view is great, delicious food with rich breakfast and the staff is very friendly. Treatments were all great. Travelled with baby and could

take her to the wellness, restaurants. The hotel even have a daycare that in the end we did not use, but gave a lot of freedom in the mind that if

@ There is no thing which | did not like
necessary could take out daughter there.

@ ltis not really that | did not like, but the hotel is a bit out of the village, so need to take a shuttle/bus or car. Not an issue as really not far, but not walking

FIRT distance.

Simcha 201958H27H

© Nice big room , nice couch, nice vue

FEWF
Martyn 201943H3H

@ We asked for a diffrent cousion- never arrived

@ The customer services was excellent
HFRT @ nothing

Hamoud 201958826 H
© Everything is perfect

7.5 i
Donna 20195F2H20H
Alin 201947 H22H © Room size and beds and bathroom

© Great staff, friendly and very helpful. Shuttle bus free, swimming pool and food were great! @ Toilet roll holder broken. Didn’t clean our room for two days so ran out of shower gel. Some snacks would have been nice
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Score: 8.8

From Booking.com

If meet with skiing season, hotel reservation could
be very hard. Both hotel itself and environment
nearby are wonderful. | booked a king bed room
with lake view. It is nice to daze sitting in the
balcony.

https://www.mafengwo.cn/hotel/7158947.html
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Intercontinental Hotel itself is an international chain of
five-star hotels. All aspects of service and hygiene level
are good. Standard room is more than 30 square
meters. Hotel has heated swimming pool both indoor
and outdoor. La Prairie brand is used for spa, beauty
products and toiletries in the suite. Skiing equipment are
rentable in hotel. Free shuttle bus, Chinese language
service and breakfast are provided.

Environment nearby is really wonderful. Food taste is
not designed for Chinese and not delicious.

Good view and facility. Parking charge 40CHF

Highly-recommended hotel, with friendly working staff,
featured construction, good facilities and free parking.

Worthy five-star hotel. Taking a bus seems not
convenient.

https://www.mafengwo.cn/hotel/7158947 .html
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Haben Sie Fragen?

Fachhochschule Graubiinden (FHGR) Fachhochschule Nordwestschweiz (FHNW)
Institut fir Tourismus und Freizeit (ITF) Hochschule fur Wirtschaft

Prof. Michael Jeive

Dr. Thuc Lan Tran 2 J
. . . . Senior Lecturer & Joint-Head of Swiss
Program Director Joint Program Tourism & Senior Innovation Centre Shenzhen f

Research Scientist

michael.jeive@fhnw.ch

Thuclan.tran@fhgr.ch
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Thuc Lan Tran B ;
" < Michael Jeive

Program Director and Senior Working to build partnershi
Research Scientist at the Unive...
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