Meeting market expectations in rural
tourism - what we can learn from
customer surveys
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& Take part in a lottery and win a country holiday week in Europe! Taking just 10 minutes 1o answer the questions of this
review, you can win 3 week's stay in a guest house of a cottage in one of these countnies: Spain, Greece, Bulgana. SIovenia | edeindiddiiibbeised
or Latwa LAUKU CELOTA)S
This review is carried out by the Latvan Country Holiday Association in cooperation with Eurogites, the European Federation

aof Farm and Village Tourism and rural tourism orgamsations of Spain, Greece. Bulgana, Slovenia. Your replies wall help us to
improve our senaces!

Thank you for co.operation!

1 Yes. | want to MEI”O n the d(aw [each person can only paricipete once)
E-mail The action has recened EC
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Lducation snd Cuture DG
Lifelong Learning Programme

2 Baflic Country Holidays, Vilipa street 12-21, Riga, LV-1083, LaMa, el +(371) 67817500, fax «(371) 67830041, e-mall: lauru@ceiotas v
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RESPONDENT PROFILE

» 3487 respondents from 55 countries

» Average respondent:
« about 37 years old
« vocational or higher education
* middle-income level
e travels about 3 times a year

 3.5-10-days-long journeys

» Most represented countries:
Bulgaria, Slovenia, Greece, Latvia, Lithuania, France



SURVEY QUESTIONS

What do you associate with RT?
Any previous experience of rural accommodation
Booking preferences

Source of information
Importance of branding, labelling
Recognition of logos

Value for money
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10.What is important during the stay
11.What is important after holidays



percentage distribution of answers

SURVEY RESULTS: WHAT DO YOU
ASSOCIATE WITH RURAL TOURISM?
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SURVEY RESULTS: WHAT DO YOU
ASSOCIATE WITH RURAL TOURISM?
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average ratings
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>directly with the providers

BOOKING PREFERENCES

>Via internet

Bulgarians

French

Greeks

nationality

Latvians

Lithuanians

Slovenians

B Contacting home owner directly
@ Through travel agencies

O Through association or a tourism
information office

@ Arrival without prior reservation
B Booking on-line (internet)



average rating

IMPORTANCE OF CERTIFICATION AND LABELS
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Bulgarians

» Other clients’ references

»Quality grading

»Certificates (e.g., eco-)

1l

French

Greeks

nationality

Latvians

Lithuanians

Slovenians

B Quality grading (number
of stars, butterflies or
other symbols)

B Affiliation to a particular
brand or chain of
enterprises

O Other special certificate
(eco certificate - Green
certificate etc.)

B Other clients’ references
about accommodation



recognition, %
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RECOGNITION OF LOGOS

B Bulgarians

B French
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average ratings

VALUE FOR MONEY

> Attractive environment
»High quality of rooms

»Easy booking, security, guarantees

5
4,5
4 O High-quality of rooms and
furnishings
B Attractive environment
3,5 O Additional services and
equipment (for ex., sport and
recreation equipment, special
3 facilities)
O Special offers - entertainment
activities, discount campaigns,
2,5 etc.)
B Easy booking, security,
guarantees
2
1,5

Bulgarians French Greeks Latvians Lithuanians  Slovenians



WHAT IS IMPORTANT CHOOSING

ACCOMMODATION
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’ Bulgariang French Greeks Latvians /| Lithuaniang |~ Sloveniags

Attractive Attractive Attractive

landscape or landscape or landscape or

nature Good location Price level Price level nature nature

ommendation N \\/

s from friends,

colleagues and

other visitors of |Complete and Complete and

an reliable Attractive reliable

accommodation |information on landscape or information on

place accommodation |Good location nature accommodation |Good location
Complete and Complete and Complete and

Peaceful, silent  [Attractive reliable reliable reliable

environment and |landscape or information on  |information on information on

surrounding nature accommodation [accommodation |Price level accommodation
Attractive Easy and safe Easy and safe Peaceful, silent
landscape or booking with booking with environment and

Price level Price level nature clear terms clear terms surrounding

Complete and

reliable Easy and safe Peaceful, silent Peaceful, silent  [Easy and safe

information on
accommodation

booking with
clear terms

environment and
surrounding

Good location

environment and
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booking with
clear terms




average ratings

WHAT IS IMPORTANT AFTER HOLIDAYS
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B Clear and precise bill

O Pleasant memories of the
trip

O Desire to return

B Possibility to "impress"
friends (to have things to
tell friends)



SUMMARY

1. Associations with RT

Active holidays/ farm holidays/ B&B

2. Respondents

Age 31-40 years/ travelling with family/medium income level

3. Booking preferences

Directly with the hosts/online

4. Source of information

Personal experience, search on internet, recommendations by
friends

5. Importance of branding, labelling

Opinion or recommendations by previous clients

6. Recognition of logos

WWEF, Natura 2000, Euroflower, Eurogites

7. Value for money

Attractive surroundings and location

8. Choosing accommodation

Attractive nature or surrounding landscape, price level,
complete and reliable information on the accommodation

9. What is important for the first
impression

Friendly and personal reception, precise description,
accommodation well maintained

10. What is important after holidays

Happy memories, wishing to return, having a story to tell to
friends
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VISITOR FEEDBACK
www.countryholidays.lv

Professional information m

Feedback
827 Total - Page 3 of 83 )0 Q 1231:Q @

Date Name Feedback Author

07.12.2010|LEJAS OZO0LI It worked out very well. It is a comfortable home, spacy, lots of beds, and well heated. We Clara
Vi 123 really enjoyed the fireplace and the sauna which is then heated at the same time. And itisa |Warndorff
Hew beautiful area. The place could do with some good cleaning, but perhaps the owner did not get |Netherlands

enough notice.

04.12.2010 LACU MIGA  |Labdien! Mums ar viru loti patika Jlsu viesu nama, tik kluss un |oti skaista apkaime. Mé&s Saule un
Vi 5 planojam tur iegriezties vélreiz :) Saulvedis
L Latvia

16.11.2010| VERBELMNIEKI MyTewecteyA no Jlateuu, 3aexani Ha HOYEBKY B 3T0 MecTedyko. OueHb NOHPaBUNCA Kak Michugin
Vi -BALTA rocTeBoil 4OM, TaK 1 BECk KeMnuHr. Hakopmunn yuHoM, X0TA BeIN0 y3e No3gHo u KyxHA yxe |Sergey
— MAJA 284 3akpeieanack. Cepeuc oTNWYHLIT. Cnacubolll Russian

Federation

08.11.2010 BERGHOFAS | Tur patie%am ir vienreizgji pirts rituali ar zino3iem un pieredzes bagatiem PIRTMIEKIEM! Vini  |Arta
Vi MUIZA - organizé Pirts skolu, kurd esmu piedalijusies. Pirts skold jebkurs var iemactties pirts ieSanas |Latvia
Aew KALNAMUIZA [ritudlus. lesaku apmekl&t, jo tur var ieglt vienreiz&jas sajitas un pozitivas emocijas uz ilgu

97 laiku. ..
31.10.2010| ZIRGA Man jau dikti patika. Némam uz vairakiem majinu. Apkartne skaista. Ista vieta, lai vienkar3i
. SMAIDS 723 |atplistos! Latvia
View

25.10.2010{DUKI 493 The first night in Duki was super. Nice couple who rent it out, and great combination of Clara
Vi traditional and modern styles. We really enjoyed it. Very good instructions of how to get there! |Warndorff
LHew Metherlands

25.10.2010 DZERKALI 730|The second night in Dzerkali was fine. The cottages are functional and comfortable. Clara
Vi Warndarff
rlew Netherlands

23.10 2010 VENDZAVAS |Isteniba laba vieta, iesaku pamé&qginat! Kapriziem jabrauc uz viesnicu, normaliem patiks! Janis

. 138 Latvia
View
23.10.2010| VENDZAVAS |Majinas ir tiras un skaistas, seniss 100%. Saimniecei paldies. Brauciet atplsties, ctb
. 138 nenoZélosiet an ziemal Latvia
View

19.10.2010| SAULININKAS Apmeklgju So viesnicu kadu laiku atpakal, un iespaids palika ne notiem labakajiem. Lelde
Vi 1131 Nummurinu rezervgjam 3 persenam bet ziepes. glazes bija aizmirsusi pievienot treajai Bérzina
view personai. Siltums istaba nebija ieslégts. Restorana uz recepcijd neviens nerundja krievu Latvia

valoda, un anglu valodas [imenis bija loti zems. Atmosféra restoranana bija tada itka sédétu
kada taverna.. lesaku padomat par apkalpojo3a personala profesionalitati. Brokastis bija OK.

»
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QUALITY ASPECTS ADDRESSED

Equipment

Surroundings

QUALITOOL
http://quality.euroqites.orq

Services at the accommodation and in surroundings

Personal attention, privacy, ambience

Security and safety
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QUALITOOL: SURROUNDINGS
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SERVICES — NATURE FRIENDLY ACTIVTIES
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FROM CUSTOMER SURVEYS TO PRODUCT
DEVELOPI\/IENT

- - &
Y ®
Basic principles for
ENVIRONMENTALLY FRIENDLY
AND SUSTAINABLE

nature tourism activities and product
development in nature areas
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THANK YOU!

Latvian Country Tourism Association “Lauku Ce|otajs”
40, Kalnciema str., 3rd floor, Riga, Latvia

Tel.: +371 67617600, Fax: +371 67830041,

—, E-mail: asnhate@celotajs.lv




