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What is innovation?




What make innovation being successful?

DESIRABILITY

(Human aspect)

VIABILITY

(Business aspect)

**** INNOVATION

FEASIBILITY

(Technical aspect)
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why does spa need innovation? i)

Better Clients Competitive Higher Sustainability Growth
value advantage Profitability Strateqy



Asia’s Top R&D Spenders

112

123

126

ZTE Corporation

Tencent Holdings Limited
PetroChina Company Limited
China State Construction E...
Baidu, Inc.

CRRC Corporation Limited
China Railway Construction ...
SAIC Motor Corporation Lim...
China Communications Con...

Ctrip.com International, Ltd.

China

China
China
China
China
China
China
China
China

China
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Software and Services

Technolegy Hardware and E...

Software and Services 1.3 1.7
Energy 17 16
Capital Goods 1.2 1.5
Software and Services 15 15
Capital Goods 14 14
Capital Goods 13 14
Automobiles and Components 12 14
Capital Goods 10 11
Retailing 0.5 11

Source: The 2017 Global Innovation 1000 study by PWC
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How do we design innovative spa experience?




What is spa customers experience journey?
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* Inspiration and
spa need
awareness
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r

* Spa Information
Research and
Review

.
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. Spa Booking

and Purchase

N

el acquisition

’ Service

* In Spa Service
Experience

.

N

. Post Spa
Experience
Management

— Loyalty



Define your Spa Customers Experience Touch point arem:n

Awareness

Consideration

acquisition

@

* PR

+ Advertisement

+ Words of mouth
* Online Ads

* Pay Per Click

* Review

- Blog

+ Social Media
* Promotion

+ Spa Website

* at Spa
+ Booking page

Website

* Travel agent

website

* Telephone
* Emall

* Line@

* Application

* Reservation * Email

* Reception * Newsletter

* Treatment + Thank you letter
* Post Treatment * Social Media



Design your Spa Customers Experience Touch point ar@mg

Awareness Consideration acquisition

* How to create the + What make your  « How to let your + Make the clients * What make the
clients need to being better than clients access feel impressive clients feel
experience your the others and through your and satisfied with engage with us
spa. visible to the booking? your service and want to

clients? throughout the recommend to
experience others or come

back.



Awareness

PUT
FATIGUE
TO
SLEEP




Design your Spa Customers Experience Touch point D
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"Thank you Despina and the
team! You are amazing!™

DOOOE vy 122015

My cousn nnd | stayed ot e hotel in Aprd 2015
and could nat be mone happier! Despina and

e “Amazing view & Awesome se. .,
OEE@EE My 04 2012

Sienply amanng, We wore groeted winmly snd
showed deound the boavtiul villa. The view 4.




Design your Spa Customers Experience Touch point ar@mg
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acquisition Menu

Make an appointment
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Gallery Branch Promotion
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welcome

consultation
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m INnNnovative spa experience design : 5P,

#MuayThaiMassage




m INnNnovative spa experience design : treatment ar@m'@
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#MuayThaiMassage



INnNnovative spa experience design : post
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innovative spa experience design : arem:n
review and repurchase

MOBILE SUBSCRIBERS
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INNOVATION IS SEEING
WHAT EVERYBODY HAS
SEEN AND THINKING

WHAT NOBODY HAS
mousm, ;

discovered vitamin C
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