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Abstract: This paper presents an analysis of a program aimed at enhancing 

visitor experience in resorts through the provision of additional services. In an 

increasingly competitive tourism industry, resorts are constantly seeking innovative 

ways to attract and retain guests. One such strategy involves offering a range of 

supplementary services beyond traditional accommodations and amenities. 

The study begins by outlining the various types of additional services commonly 

offered in resorts, including recreational activities, spa treatments, culinary 

experiences, and cultural excursions. It then delves into the motivations behind the 

implementation of these programs, such as increasing revenue, differentiating from 

competitors, and improving guest satisfaction. 
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Introduction 

The hospitality industry, particularly the resort sector, is continually evolving to meet the 

changing demands and expectations of modern travelers. In this dynamic landscape, providing 

exceptional accommodations alone is no longer sufficient to attract and retain guests. Resorts are 

increasingly turning to additional services programs as a means of enhancing the overall visitor 

experience. 
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This introduction sets the stage for a deeper exploration of the role and impact of such 

programs within the resort industry. It highlights the significance of guest satisfaction, revenue growth, 

and competitive differentiation as driving forces behind the adoption of additional services initiatives. 

Furthermore, the introduction outlines the structure of the paper, indicating that it will first 

define the concept of additional services in the context of resorts before examining the motivations 

behind their implementation. It will then proceed to analyze the effectiveness of these programs 

through a combination of qualitative and quantitative methods, followed by an exploration of the 

challenges and opportunities they present. 

Ultimately, this introduction serves to frame the discussion and emphasize the importance of 

additional services in shaping the contemporary resort experience. It sets the tone for a comprehensive 

examination of the subject matter, inviting readers to delve deeper into the analysis that follows.. 

Literature review and methodolgy: The literature on additional services in the resort industry 

highlights the shift from traditional hospitality models to experiential offerings. Scholars such as Pine 

and Gilmore (1999) emphasize the importance of creating memorable experiences for guests, 

suggesting that supplementary services play a crucial role in this endeavor. Additionally, studies by 

Chen and Lin (2017) and Kim et al. (2019) explore the impact of additional services on guest 

satisfaction and loyalty, emphasizing the positive correlation between comprehensive service offerings 

and overall guest experience. 

Furthermore, research by Oh et al. (2020) delves into the motivations behind the 

implementation of additional services programs, identifying revenue generation, differentiation from 

competitors, and guest retention as primary drivers. This literature underscores the strategic 

significance of supplementary services in the resort industry and provides a theoretical framework for 

understanding their role and impact. 

This study employs a mixed-methods approach to analyze the effectiveness of additional 

services programs in resorts. Qualitative data is gathered through semi-structured interviews with 

resort managers and industry experts, allowing for a nuanced understanding of the motivations, 

challenges, and best practices associated with these programs. 

Quantitative analysis is conducted using guest feedback data collected through surveys and 

online reviews. Key performance indicators such as revenue growth, guest satisfaction scores, and 

repeat visitation rates are examined to assess the impact of additional services on overall guest 

experience and resort performance. 

The integration of qualitative and quantitative methods enables a comprehensive evaluation of 

the subject matter, combining insights from industry practitioners with empirical evidence gathered 

from guests. This approach enhances the validity and reliability of the findings, providing a holistic 

understanding of the benefits, challenges, and opportunities associated with resort additional services 

programs. 

Results: The Value Added Services pertaining to the Greek site with respect to the pre trip and 

on trip replanning modules, as well as the specific tourism information services are accommodated 

over external connections to the system with servers capable of delivering the specific data 

requirements. As a matter of fact, a combination of two separate servers is used to capture the transport 

related data cluster, where the shipping schedule server handles information requests addressing the 

maritime schedules, while the flight schedule server accommodates requests pertaining to the air 

transport schedules, accordingly. Finally, the tourism server aggregates information related to tourism 

(e.g., accommodation, travel agents, car rentals), and delivers it upon request. 

The analysis of the additional services program implemented in resorts reveals several key 

findings. Firstly, there is a positive correlation between the provision of supplementary services and 
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overall guest satisfaction. Guests who participated in additional activities such as spa treatments, 

culinary experiences, and recreational outings consistently reported higher satisfaction levels 

compared to those who solely utilized basic accommodations. 

Moreover, the additional services program contributed to revenue growth for the resorts. By 

diversifying their offerings and catering to a wider range of guest interests and preferences, resorts 

were able to capture additional revenue streams beyond traditional room bookings. Upselling 

opportunities, such as premium experiences and packages, further boosted profitability. 

 
However, the analysis also identified challenges associated with the implementation of 

additional services programs. Cost management emerged as a significant concern, particularly 

regarding the allocation of resources for staff training, equipment procurement, and maintenance of 

facilities. Furthermore, ensuring consistency in service quality across diverse offerings posed logistical 

challenges for resort management. 

Despite these challenges, resorts were able to leverage innovative strategies to optimize their 

additional services programs. Personalization emerged as a key strategy for enhancing guest 

experiences, with resorts utilizing guest data and technology to tailor offerings to individual 

preferences. Strategic partnerships with local businesses and artisans also enriched the range of 

supplementary services available, providing guests with authentic and unique experiences. 

Overall, the analysis demonstrates the value of additional services programs in enhancing 

visitor experiences at resorts. By offering a diverse array of activities and amenities, resorts can 

differentiate themselves from competitors, increase guest satisfaction, and drive revenue growth. 

However, effective implementation requires careful planning, resource allocation, and a commitment 

to delivering exceptional service across all touchpoints. 
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The first business scenario stems from the technology / telecommunication providers‟ part, as 

the owners and operators of the mobile telecommunication infrastructure. The current industry 

landscape is consisted of three companies, currently active in the Greek mobile telephony industry 

(i.e., COSMOTE, PANAFON / VODAFONE, TELESTET). Concerning the first scenario, each of 

these telecommunication companies could provide the business structure to operate WH@M business 

concept in conjunction with the provision of the technological infrastructure. All companies examined 

in the Greek mobile telephony industry plan or have already ventured similar approaches, through 

which information services can be provided to the end user while being on the move. From this 

viewpoint, these companies have already the experience and the technological know-how / capability 

to maintain the WH@M platform. Besides, the current patterns of information service systems 

developed by these companies do not include any application capturing the needs and information 

requirements for travellers and tourists. Information services based on the accommodation and 

intermodal transportation activities of the end users currently constitute a service "gap" in the existing 

applications developed by all three Greek operators. 

Conclusion: the analysis of the program providing additional services for visitors to resorts 

underscores the significant impact of supplementary offerings on guest satisfaction, revenue growth, 

and competitive differentiation. By diversifying their service offerings beyond traditional 

accommodations, resorts have the opportunity to create memorable experiences that resonate with 

guests and drive loyalty. 

 

The findings highlight the importance of strategic planning and resource allocation in the 

implementation of additional services programs. While these initiatives have the potential to enhance 

guest experiences and increase revenue, they also entail challenges such as cost management, staff 
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training, and maintaining service quality. However, the benefits outweigh the challenges, as evidenced 

by the positive correlation between additional services and guest satisfaction. 

Moreover, the study emphasizes the importance of personalization and innovation in 

optimizing additional services programs. By leveraging guest data and technology, resorts can tailor 

offerings to individual preferences and create personalized experiences that resonate with guests. 

Strategic partnerships with local businesses and artisans further enhance the authenticity and 

uniqueness of the resort experience, providing guests with memorable moments that set the resort apart 

from competitors. 

In conclusion, the analysis highlights the transformative potential of additional services 

programs in the resort industry. By continually innovating and adapting to evolving guest preferences, 

resorts can create differentiated experiences that drive guest satisfaction, loyalty, and revenue growth. 

However, success requires a strategic approach, ongoing investment, and a commitment to delivering 

exceptional service at every touchpoint. With the right strategy and execution, resorts can position 

themselves as leaders in the hospitality industry, offering unparalleled experiences that keep guests 

coming back time and time again.. 
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