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Our New Guest:





Old Resort: New Guest 
Science of  FUN



The Science of Fun

Fun can be classified into 4 distinct 
categories:

Credit: Nicole Lazzaro XEO Design

• Easy Fun – Low skill / no skill

• Hard Fun – Achievement

• People Fun – Social Bonding

• Serious Fun - Provides life changing meaning / value



Serious FUN – Life Changing 



People FUN – Social Bonding



Easy FUN – Low Skill / No Skill



$268 Million 



Examples of Easy FUN 

 Snow Tubing 

 140K vs. 25K

 Hiking or Strolling 

 Shopping 

 Biking (cruising) 

 Zip Lines

 Mountain Coasters

 Movement?  





Movement = Easy FUN



Hard FUN – Achievement 

Is Mikaela having fun? 



Hard FUN: 

Skiing and Snowboarding is hard FUN

Hard FUN is addictive 

Hard FUN is a lifestyle 

This who we are!
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Planning and Designing FUN



Operating Checklist – 3P’s

▪People 

▪Product

▪Process 



▪ Anything that has various inputs that creates a output

▪ Not all processes are “designed” 



Experiential Efficiency  

▪ The measure of  the relative efficiency within the guest experience

▪ Mathematically: 

Time Cycle Process

Time  AddalueCustomer V
Efficiency Cycle Process =



CVA, BVA and NVA

▪ Customer Value Add (CVA)

▪ Would a Guest pay for it?

▪ Business Value Add (BVA)

▪ Do we need it for the process? Future? 

▪ Non-Value Add (NVA)

▪ Is exactly that…No value to either the Resort or 
Guest





What is the PCE?

Customer Value Add Time (5MIN)

Process Cycle Time (67 MIN)

PCE = 7.4% 





Magic, PCE or Both?

Customer Value Add Time (35MIN)

Process Cycle Time (67 MIN)

PCE = 52.2% 



Old Resort: New Guest 
Terrain Based Learning
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Adapting to the New Market 



Voice of Customer

1. Want to stay together 

2. Don’t want to wait

3. Just want to “try it”

What can we learn from the data? 

Private Lessons 
14%

Group Lessons 
34%

"Self Guided" 
52%

LESSON BREAKDOWN (USA) 



We are fighting a perception – “I can do this” 



The Ice Cream Theory  
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Thank you!

Interski Keynote Address 2019: Joe Hession 


