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  Segmentation. 

 

  Enjoyment. 

 

 Story. 

 

Three catalysts 



Live Life to the Full 

Explorer Family 

Kids First Family 

Home & Family 

Out & About 

Young Experience Seekers 

Curious Minds 

Segmentation:  
Itªs not about us, itªs about you 



Visitor enjoyment:  

Kind hearts are worth more than coronets 



People want to 

hear about 

people from 

people 



Story:  

Thereªs no such thing as a typical National 
Trust property 









Thinking 

differently 

about service 



Then. 

Minimum standards 

 

 Itôs all about how we behave 

 

Stamp out bad behaviour 

 



Now. 

 

Put our energy into excellence 

 

 Itôs all about what visitors want 

 

Encourage, recognise and reward 

exceptional service 

 



Baby steps. 

 

 Room stewards to room 
guides: the importance of 

permission 

 

 Touchpoint mapping:  

       a touch of distinction 

 

 Making the brand talk 

 




