Tony Berry

Visitor Experience Director
National Trust
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THE NATIONAL TRUST

WATCHING
BRIEF

Room Stewards’ Training Video
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Three catalysts

& Segmentation.
=" Enjoyment.

= Story.



Segmentation:

/| t 4 s not abo

Out & About Curious Minds

Young Experience Seekers

Rl
I
Kids First Family

Home & Family

Social motives < > Intellectual+ motives



Visitor enjoyment:

Kind hearts are worth more than coronets




People want to
hear about
people from

people




Story:

T'here?@d2s no such thing
Trust property













Thinking
differently
about service




Then.

= Minimum standards
&l tos al l about h o

#F Stamp out bad behaviour



Now.

#&" Put our energy into excellence

& |1t os al | about W h «

#&¥ 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






