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Executive

summary

NO TIME
TO READ THE WHOLE
DOCUMENT?

This comprehensive analysis of customer feedback from Disneyland parks in
Paris, Anaheim, and Hong Kong reveals critical insights into visitor experiences,
highlighting areas of excellence and opportunities for improvement. Our findings
demonstrate that while the parks continue to create magical moments for many,
there are significant challenges that, if addressed, could substantially enhance
overall guest satisfaction and operational efficiency.

Key Findings

Magical Atmosphere: The enchanting ambiance remains a cornerstone of the
Disneyland experience, consistently delighting visitors of all ages.

Staff Interactions: Many guests praise the friendliness and helpfulness of park
staff, underscoring the importance of positive human interactions.

Attraction Diversity: The parks offer a wide range of rides and entertainment
options, catering to diverse preferences and age groups.

Wait Times: Excessive queue lengths for popular attractions emerged as a
primary pain point, significantly impacting guest satisfaction.
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Executive Summary

* Pricing Concerns: Many visitors expressed dissatisfaction with the high
costs associated with tickets, food, and merchandise.

« Crowd Management: Overcrowding, particularly during peak seasons,
was frequently cited as detracting from the overall experience.

2. Strategic Recommendations

1. Optimize Queue Management:
+ Implement advanced virtual queue systems
+ Enhance FastPass options to reduce wait times for popular
attractions

2. Refine Pricing Strategies:
+ Conduct a comprehensive review of pricing structures
+ Introduce more flexible ticketing options and value-added
packages

3. Enhance Crowd Control:
+ Develop sophisticated crowd flow prediction models
+ Implement dynamic capacity management techniques

4. Elevate Dining Experiences:
+ Expand food options to include more diverse, healthy, and
affordable choices
+ Improve food quality and service efficiency

5. Invest in Staff Development:
+ Enhance training programs to ensure consistent, high-quality
guest interactions
+  Empower staff to resolve issues promptly and effectively

6. Leverage Technology:
+ Develop a comprehensive park app for real-time updates and
personalized experiences
+ Utilize data analytics for predictive maintenance and
operational optimization
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Executive Summary

7. Strengthen Brand Loyalty:
+ Create innovative loyalty programs rewarding repeat visits
+ Develop exclusive experiences for loyal customers

By implementing these strategies, Disneyland parks can address key
challenges while amplifying their strengths, ensuring they continue to be the
premier destination for magical family experiences worldwide.

Are you a busy
manager?
Jump to
chapter 4.0
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Methodology

The methodology employed to uncover actionable insights from Disneyland 3
parks Customer Reviews, particularly focusing on the relationship with sales
representatives, involves a comprehensive analytical approach using and
Agentic Al approach. A dataset consisting of 40°'000 customer comments
serves as the primary input for this analysis. The process is structured into
several distinct steps:

1. Frequency Analysis of Lemmas and Topic Detection Combined with
Sentiment Analysis: This initial stage involves parsing the customer
feedback to identify the most frequently occurring lemmas, providing
insight into the predominant themes within the data. Concurrently, topic
detection algorithms are employed to categorize comments into relevant
subjects. This is coupled with sentiment analysis to gauge the emotional
tone of the feedback, be it positive, negative, or neutral, thereby offering a
nuanced understanding of customer attitudes towards different aspects
of their interaction with sales representatives.

2. Co-occurrence Analysis: This step delves into the relationships between
different themes or keywords identified in the feedback. By examining
which terms frequently appear together, deeper insights can be gleaned
into the interconnected aspects of customer experiences and perceptions
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Methodology

5. Correlation Analysis: This analysis seeks to uncover any statistical
relationships between different themes or sentiments expressed in the
feedback. This helps in identifying which aspects of the sales
representative relationship are most strongly associated with customer
satisfaction or dissatisfaction.

6. Listing of 10 Pros & Cons: Based on the analysis, the top 10 strengths (pros)
and weaknesses (cons) in the customer-sales representative relationship
are identified. This provides a clear, concise overview of what is working
well and what needs improvement.

7. Improvement Suggestions: Derived from the identified cons and areas of
customer concern, this step involves generating actionable
recommendations for enhancing the customer experience and sales
representative performance.

8. Ranking of 10 Improvement Suggestions by Least Effort Required: This
step prioritizes the suggested improvements based on the estimated
effort required for implementation, enabling [Company’s Name] to
strategize quick wins and longer-term initiatives.

9. SWOT and TOWS Analysis: Finally, a SWOT (Strengths, Weaknesses,
Opportunities, Threats) analysis is conducted, providing a strategic
overview of the internal and external factors influencing the
customer-sales representative relationship. This is complemented by a
TOWS analysis, which specifically focuses on generating strategic options
based on the SWOT findings.

This methodical approach ensures a thorough exploration of the survey data,
leading to well-founded insights and practical recommendations to enhance
[Company’s Name]s customer engagement strategies.
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Semantic Analysis ]]

This semantic analysis examined client reviews of
Disneyland parks in Paris, Anaheim, and Hong Kong to
uncover key themes affecting visitor experiences. Using
thematic analysis, three primary themes emerged:

1.Crowds and Wait Times: Significantly impacts visitor
satisfaction, with positive experiences linked to
manageable crowds and short queues.

2.Dining Experience: Evokes mixed sentiments, with praise
for quality and variety but criticism for high prices and
limited dietary options.

Executive
Summary

3.Staff Friendliness: Critical to visitor satisfaction, with
positive interactions enhancing experiences and negative
ones detracting significantly.
Recommendations include improving crowd management
strategies, diversifying dining options, and enhancing staff
training. Future research should focus on
demographic-specific experiences to tailor services more
effectively.
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Semantic
Analysis

1. Introduction

1.1. this semantic analysis aims to explore the underlying themes,
sentiments, and issues in client reviews of Disneyland parks located in
Paris, Anaheim, and Hong Kong. By analyzing the qualitative content of
these reviews, we aim to uncover insights that can inform improvements in
customer experience and service delivery.

1.2. The qualitative approach used involves thematic analysis, which
focuses on identifying, analyzing, and reporting patterns (themes) within
the data. This method allows for a rich and detailed understanding of the
sentiments expressed by responders, as well as the specific aspects of
their experiences that influenced those sentiments.

2. Methodology

2.1. The analysis technique employed is thematic analysis, which involves
systematically coding the responses to identify recurring themes. This
technique allows for a detailed examination of the qualitative data,
revealing insights into responder experiences and expectations.

2.2. Themes were determined based on the frequency and significance of
specific sentiments expressed in the reviews, as well as the aspects of the
Disneyland parks that respondents highlighted. The analysis seeks to
categorize sentiments into positive, neutral, and negative based on the
context provided within each review.

3. Theme Description

Theme Positive Reviews Neutral Reviews Negative Reviews
Crowdsand  1.°l enjoyed my visit 1. "The longest wait 1. "The park was too
Wait Times because the park was  time | experienced crowded during the
not very crowded.” was 50 minutes.” holiday period, leading
to a negative
experience.’
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1.1

Semantic Analysis.

Dining
Experience

Staff
Friendliness

sandsiv+

2. "Despite some
frustrations, | was able
to experience the rides |
wanted.”

3."l found the wait
times for rides to be
minimal, with the
longest wait being only
15 minutes.”

1."I had a positive
dining experience at
Blue Bayou, which |
recommend despite
being expensive.”

2."The food served at
the Hakuna Matata
restaurant was warm,
affordable, and
delicious.”

3."I found the food to
be reasonably priced
and good quality,
exceeding my
expectations.”

1. "The staff were
friendly and helpful,
which enhanced my
overall experience.”

2."l appreciated the
friendly and welcoming
demeanor of the cast
members."

3."The polite and
friendly behavior of the
staff made my
experience more
enjoyable.”

2."While the park is
smaller compared to
others, it is still an
adequate size."

3."l acknowledge that
wait times vary
depending on the
day of the week."

1. "The buffet
restaurant offered a
good variety of
choices, but it was
slightly overpriced.”

2." neutrally
observed that there
were various dining
options available.”

3."I felt that the dining
options at Disneyland
were adequate.”

1."I have generally
found staff
interactions to be
satisfactory.”

2."l didn't encounter
any issues but
observed some staff
appeadred less
enthusiastic.”

3. "The staff provided
basic assistance,
which was adequate.”

2.l felt disappointed
with the long wait times
for rides, which
exceeded 2 hours.”

3."The crowded
conditions made the
experience unsatisfying,
leading me to not want
to return.”

1. "The food prices at the
park were excessively
high, leading to a
negative sentiment.’

2."The lack of
vegetarian options was
disappointing.”

3."Many food places
were closed, leading to
a negative experience.”

1. "The rude employee’s
behavior left my group
shocked and negatively
impacted our visit."

2."The staff did not
seem friendly or happy
compared to other
Disneyland locations.”

3. "'Some staff members
need to improve their
manners; it detracted
from the experience.”
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1.1

4. Interpretation of Themes

4.1. Crowds and Wait Times: The theme of crowd levels and wait times is
significant as it directly impacts the overall visitor experience. Many
positive reviews highlight manageable wait times, while negative reviews
emphasize frustration with long queues and overcrowding.

4.2. Dining Experience: Dining experiences at the parks evoke mixed
sentiments. Positive reviews celebrate quality and variety, while negative
reviews commonly address high prices and limited options, particularly for
dietary restrictions.

Semantic Analysis.

4.3. Staff Friendliness: Staff interactions are recognized as critical to visitor
satisfaction. Positive feedback reflects appreciation for friendly and helpful
staff, whereas negative sentiments focus on instances of rudeness or
disengagement, suggesting a need for better staff training.

5. Discussion

5.1. The findings align with existing literature on theme park experiences,
which emphasizes crowd management and customer service as pivotal to
guest satisfaction.

5.2. Observed patterns suggest that crowd management strategies,
improved dining options, and staff training could significantly enhance
visitor experiences.

5.3. Addressing these themes may involve implementing better crowd
control measures, diversifying dining options, and enhancing staff training
programs to improve customer interactions.

6. Conclusion

6.1. The main findings indicate that while many visitors enjoy their
experiences at Disneyland parks, frustrations with crowds, wait times,
dining options, and staff friendliness persist.

6.2. Actionable insights suggest that management could focus on

improving crowd management strategies and dining experiences while
emphasizing staff training to enhance visitor satisfaction.
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1.1

6.3. Recommendations include conducting regular staff training sessions,
diversifying food options, and exploring advanced crowd control technologies
to improve the overall experience.

6.4. Future research could involve more in-depth qualitative studies focusing
on specific visitor demographics to tailor experiences further and address
their unique needs.

Semantic Analysis.
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Clustering
Analysis

1. Introduction

1.1. Objectives of the clustering analysis

The primary objective of this clustering analysis is to identify underlying
themes and natural groupings within responder reviews of Disneyland parks.
By extracting sentiments and topics that may not be immediately obvious,
we aim to provide insights into the overall responder experience, highlighting
both positive aspects and areas needing improvement.

1.2. Brief description of the qualitative approach used

This analysis employs a qualitative approach, utilizing aspect-based
sentiment analysis to extract and categorize responder reviews based on key
themes. Each review is assessed for sentiment (positive, neutral, negative)
and then clustered around common experiences and concerns expressed by
respondents.

2. Methodology

2.1. Explanation of the clustering technique used

The clustering technique employed here is thematic analysis, which
categorizes reviews based on recurring themes and sentiments. This
technique allows us to group reviews that share similar characteristics,
facilitating a deeper understanding of the respondent experience.

2.2. Criteria for determining clusters/themes

Clusters are determined based on common topics mentioned in the reviews,
such as ‘crowd management,” “staff behavior,” "rides and attractions,” "food
experience,” and "overall ambiance.” Sentiment analysis informs whether the
reviews within each cluster are predominantly positive, neutral, or negative.
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Analysis ] ,]

Cluster Description Positive Reviews Neutral Reviews Negative Reviews

Crowd This cluster focuses 1. "The park was 1. "The reviewer 1. "The overall

Management on the experiences not overcrowded neutrally states experience was
related to crowd  onthe daythey that visiting unsatisfactory due to
levels and wait arrived, which Disneyland overcrowding and
times, highlighting allowed themto requires a lot of long wait times for
how these factors enjoy many rides.” energy and rides.”
affect overall 2."The customer walking." 2."The park became
enjoyment. was satisfied with 2. "The overall extremely crowded

the shorter wait  crowd levels vary by noon, making it
times or queues greatly depending difficult to navigate
during their visit onthe day of the and access rides.”

on a Friday.” week." 3."The customer
3."The crowd 3. "Despite the busy expressed concern
levels at season, some rides about people
Disneyland were had shorter wait ~ smoking in the park,
manageable, with times.” which they believe
the longest wait should be a

time being only non-smoking

35 minutes for environment.”
Space Mountain.”

Staff Behavior This cluster 1. "The staff were 1. "The staff did not 1. "The reviewer
examines the friendly and appear as friendly observed instances
impact of staff helpful, which or happy of visitors behaving
friendliness and likely enhanced compared to other rudely, which
helpfulness on the their experience.” Disneyland negatively impacted
responder’s 2."The reviewer locations.” their experience.”
experience. found the staff to 2."The reviewer 2. "The customer felt

be excellentand mentions that that staff seemed
committed.” most staff are less friendly during
3."The customer pleasant but a few their latest visit."
praised the need to improve  3."The customer
friendliness and  their manners.” criticized the staff for
helpfulness of the 3."The staff not being able to

Disneyland staff." members seemed provide information
polite but lacked on when the
enthusiasm.” non-operating

attractions would be
back in service.”
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Cluster Description Positive Reviews Neutral Reviews Negative Reviews

Rides and This cluster relates 1. "The customer 1. "The reviewer 1. "The customer
Attractions to the enjoyment  found the rides at neutrally mentions expressed
and quality of rides Disneyland to be the availability of  disappointment that
and attractions exceptional and fast track tickets." several rides and

available at the thrilling.” 2."'The customer  attractions were

parks. 2."The customer found the rides to closed for
enjoyed the be enjoyable, maintenance.”
Indiana Jones indicating a 2. 'Rides breaking
ride, which they  positive sentiment."down during
found to be 3."The customer  operation disrupted
amazing.” suggests that one the experience.
3."The customer day may notbe  3."The customer felt
felt that the park enough to fully that many rides were
offers a wide experience the short and did not
range of rides park.” provide enough
suitable for all excitement.”
ages.’

Food This cluster focuses 1. "The food served 1. "The customer 1. "The customer
Experience on the quality, at the Hakuna neutrally mentions found the food prices

pricing, and variety Matata restaurant the food options  to be excessively

of food options was warm, available, without high, citing specific

available in the affordable, and  expressing a examples.”

parks. delicious.” strong sentiment." 2."The reviewer was
2."The customer 2."The review disappointed with
found the food indicates that the the overall food
prices to be food options were quality and value.”
reasonable and  plentiful and 3."The reviewer

of good quality.” reasonably priced.” mentions that the
3."The customer 3."The reviewer food options were

enjoyed their mentions the limited and
dining experience availability of halal overpriced.”
at Blue Bayou, food."

despite the high

prices.”
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Analysis

1.1

Cluster Description Positive Reviews Neutral Reviews Negative Reviews
Overall This cluster 1."The overall 1. "The review 1. "The reviewer felt
Ambiance pertains to the atmosphere and neutrally states that the park was run

general

ambiance were

that the park is

down and lacked the

atmosphere of the enchanting, small and can be Disney magic
parks, including leading to a walked around in  compared to other
cleanliness and positive about 15 minutes." parks.”
environmental sentiment.” 2."The customer  2."The customer

2."The customer
appreciated the
cleanliness and

upkeep of the

factors. describes their found the park to be
experience as less clean compared
magical but notes to their previous

some aspects that visits.”

park.’ need 3."The reviewer felt
3."The reviewer  improvement.” that Disneyland Paris
found the 3."The reviewer lacked the Disney
decorations and mentions the atmosphere they
festive weather conditions expected.”
atmosphere without expressing

during the strong sentiments.”

Christmas season

delightful.’

4. Interpretation of Clusters

4.1. Analysis of the significance of each cluster in the context of responder
experience and business objectives

Each cluster plays a crucial role in understanding the responder experience. For
instance, the "Crowd Management” cluster reveals that excessive crowding
negatively impacts enjoyment, which is critical for park management to address to
enhance visitor satisfaction. "Staff Behavior’ emphasizes the importance of training
and customer service, which is vital for maintaining Disney's brand image.

4.2.Insights into responder needs, preferences, and pain points derived from each
cluster

Responders emphasize the need for improved crowd management, more engaging
staff interactions, and better food options. The consistent mention of ride availability
and quality indicates a preference for diverse and thrilling attractions. Additionally,
the overall ambiance reflects the desire for a magical and clean environment that
aligns with the Disney brand.
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Clustering
Analysis

5. Discussion

5.1. Comparison of findings with existing literature or industry reports

The findings align with industry reports indicating that visitor satisfaction in
theme parks is greatly influenced by crowd management, staff engagement,
and the quality of attractions. Previous studies have shown that poor crowd
management can lead to decreased visitor satisfaction and loyalty.

5.2. Potential reasons behind the observed patterns and trends in
responder reviews

The patterns observed can be attributed to the increasing popularity of
Disneyland parks, leading to higher crowd levels. The emphasis on staff
behavior may indicate a growing expectation for enhanced service quality in
the face of rising ticket prices.

5.3. Implications for product/service improvements, marketing strategies,
and responder engagement

To improve the responder experience, Disneyland parks should invest in
crowd management strategies, enhance training programs for staff, and
review food pricing and options. Marketing strategies could focus on
promoting off-peak visits and the unique experiences offered at each park.

6. Conclusion

6.1. Summary of the main findings

The clustering analysis identified key themes related to crowd management,
staff behavior, rides and attractions, food experience, and overall ambiance.

Each theme reveals insights into responder sentiments, highlighting areas for
improvement as well as aspects that resonate positively.

6.2. Actionable insights based on the qualitative analysis

Disneyland parks should prioritize improving crowd management, enhancing
staff training to ensure friendly and helpful interactions, and offering a more
diverse range of food options at reasonable prices.
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Clustering
Analysis .

6.3. Recommendations for addressing responder needs and improving
services/[products

 Implement better crowd control measures during peak times.
* Enhance staff training programs focused on customer service.
* Review food offerings to provide healthier, diverse, and affordable options.

6.4. Suggestions for future research or further qualitative analysis

Future research could explore the impact of specific marketing initiatives on
visitor satisfaction and the long-term effects of crowd management
strategies on overall park experience. Additionally, further qualitative analysis
could delve into the experiences of different demographic groups, such as
families versus solo travelers.
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Ccustomer
Journey

Executive
Summary

Analysis

5100

[Company’s Name]'s co-occurrence analysis indicates key improvements for
its ordering and logistics:

» Reduce delivery times by enhancing route and logistics efficiency.

» Streamline the ordering process for greater product satisfaction.

+ Update inventory management to ensure product availability aligns with
customer expectations.

+ Bolster customer service training for quicker issue resolution.

» Deploy a CRM system for better communication and timely updates.

+ Implement quality and reliability controls across the supply chain.

« Initiate a continuous improvement cycle that integrates customer
feedback.

» Create teams to rapidly tackle customer issues.

» Develop flexible systems to meet dynamic customer requirements.

» Shorten lead times to boost overall efficiency.
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Analysis ] ,2
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Data Machine Journey Topic Analytics & Actionable Experience
Visualization Learning NLP Mapping Categorization Insights Insights Management

This analysis explores the customer journey across Disneyland's three
iconic parks: Disneyland Park, Disney California Adventure Park, and
Downtown Disney District. Drawing insights from a comprehensive survey
of several thousand customer feedback responses, we aim to enhance the
magical experience that defines the Disneyland Resort. Our objectives
include:

1.Mapping the visitor journey through all three parks, from pre-visit planning
to post-visit reflections

2.ldentifying key touchpoints unique to each park and common across the
entire resort experience

3.Uncovering pain points and areas for improvement specific to each park
and the overall visit

4 Highlighting successful aspects of the customer experience that contribute
to Disney's renowned magic

5.Developing data-driven strategies to optimize guest satisfaction across all
three parks

Our findings will provide a roadmap for enhancing the Disneyland

experience, ensuring that the resort continues to be "The Happiest Place on
Earth” for visitors of all ages.
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Identified Stages and Touchpoints
Stage 1: Pre-Visit Planning

Stage Description: This stage involves customers researching and
planning their visit to the Disneyland parks. This includes selecting the park,
deciding on travel arrangements, purchasing tickets, and making dining
reservations. It sets the expectations for the overall experience.

*Touchpoint 1: Online Ticket Purchase
*Touchpoint 2: Travel and Accommodation Arrangements
*Touchpoint 3: Dining Reservations

Customer Journey Analysis 1.2

Stage 2: Arrival and Check-In

Stage Description: Upon arrival, customers experience the check-in
process and their first interactions with park staff. This stage is critical as it
sets the tone for the visit and can significantly impact initial impressions.

*Touchpoint 1: Parking and Entry to the Park
*Touchpoint 2: Customer Service Interactions
*Touchpoint 3: Park Map and Information Distribution

Stage 3: In-Park Experience

Stage Description: This stage encompasses the core experience of the
visit, including attractions, shows, dining, and overall ambiance. It
determines customer satisfaction based on the quality of rides, staff
interactions, and overall enjoyment.

*Touchpoint 1: Attraction Wait Times
*Touchpoint 2: Ride Experience
*Touchpoint 3: Dining Experience

Stage 4: Post-Visit Reflection

Stage Description: After their visit, customers reflect on their experience,
share reviews, and consider future visits. Their sentiments during this stage
can influence their likelihood to return and recommend the parks to others.

*Touchpoint 1: Online Reviews and Feedback
*Touchpoint 2: Social Media Sharing
*Touchpoint 3: Customer Service Follow-Up
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Stage & Touchpoint Analysis:

Stage 1: Pre-Visit Planning

Key Findings:
*Satisfaction Levels: Moderate

*Pain Points: Confusion regarding ticket options and pricing; customers
express dissatisfaction with the perceived value for money.

*Upsell Potential: Offering bundled packages for dining and attractions
could enhance customer satisfaction.
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Touchpoint: Online Ticket Purchase

*Pros: Convenient access to ticket purchasing options.
*Cons: Confusion about pricing and ticket inclusions.

simprovement Suggestions: Simplify the ticket purchasing process and
provide clear comparisons of options.

ssandsiv+ enhancement: Utilize sandsiv+ to analyze customer feedback on
the ticket purchasing process, enabling targeted improvements.
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Stage 2: Arrival and Check-In

Key Findings:
Satisfaction Levels: Moderate to Low

*Pain Points: Long wait times for parking and entry; inconsistent quality of
customer service.

*Upsell Potential: Offering express check-in options or priority parking could
enhance customer satisfaction.
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Touchpoint: Parking and Entry to the Park

*Pros: Clear signage and ease of parking.
«Cons: Long wait times and perceived disorganization.

simprovement Suggestions: Streamline the entry process by adding more
staff during peak times.

*sandsiv+ enhancement: Implement real-time feedback kiosks at entry
points to gather insights into customer sentiment and identify bottlenecks.

Stage 3: In-Park Experience

Key Findings:
Satisfaction Levels: Varies widely based on individual experiences.

*Pain Points: Long wait times for rides, overcrowding, and inconsistent ride
experiences.

*Upsell Potential: Encourage upsells like FastPass options for popular
attractions.
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Touchpoint: Attraction Wait Times

*Pros: Variety of attractions available for all ages.

«Cons: Long queues lead to frustration, especially for families with young
children.

simprovement Suggestions: Enhance the FastPass system to ensure it is
user-friendly and effectively reduces wait times.

*sandsiv+ enhancement: Use sandsiv+ to analyze sentiment around
specific attractions and identify which rides consistently underperform in
guest satisfaction.
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Stage 4: Post-Visit Reflection

Key Findings:

Satisfaction Levels: Mixed; many customers feel nostalgic but express
concerns over value.

Pain Points: High costs and perceived overcrowding diminish overall
satisfaction.

*Upsell Potential: Implement loyalty programs or discounts for repeat
visitors to encourage return visits.

Touchpoint: Online Reviews and Feedback
*Pros: Customers enjoy sharing their experiences and tips.

*Cons: Negative experiences can heavily influence perceptions of the park.

simprovement Suggestions: Actively engage with customers online to
address concerns and highlight positive experiences.

sandsiv+ enhancement: Leverage sandsiv+ to track sentiment trends over
time and identify areas for improvement based on customer feedback.
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Optimizing the Customer Journey
Suggested Enhancements:

*Stages: Consider introducing a pre-arrival consultation stage where
customers can receive personalized tips based on their preferences.

*Touchpoints: Add interactive mobile applications that provide real-time
updates on ride wait times, dining availability, and special events,
improving guest engagement.

ssandsiv+: Introduce features for predictive analytics that can forecast
busy times and suggest optimal visiting times or attractions based on
historical data.
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Continuous Monitoring and Iteration

*Real-Time Feedback Mechanisms: Implement QR codes at various
touchpoints for immediate feedback collection, allowing for timely
responses to guest concerns.

*Regular Journey Audits: Schedule quarterly assessments of the customer
journey to adapt to changing customer expectations and industry trends.

*Proactive Touchpoint Management: Utilize sandsiv+ to continuously
monitor and optimize each touchpoint based on feedback analysis,
ensuring every interaction positively impacts the overall experience.

Relevant Data:

*Stages: Pre-Visit Planning, Arrival and Check-In, In-Park Experience,
Post-Visit Reflection

*Touchpoints: Online Ticket Purchase, Parking and Entry to the Park,
Attraction Wait Times, Online Reviews and Feedback

This comprehensive mapping of the customer journey in the Disneyland
parks aims to enhance the overall experience by identifying pain points
and opportunities for improvement, ultimately increasing customer
satisfaction and loyalty.
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10 PROS &
CONS

Based on the customer review summaries provided, here are the ten most
common pros and cons related to the customer experience with Disneyland

Parks:

1. Friendly Staff: Numerous reviews highlighted
the helpfulness and friendliness of the staff,
contributing to a positive overall experience.

2. Variety of Rides: The parks offer a good mix of
attractions suitable for all ages, from thrilling
rides to family-friendly options, enhancing
enjoyment for diverse visitor groups.

3. Magical Atmosphere: Many customers
described the ambiance at Disneyland as
enchanting and magical, which is a hallmark of
the Disney experience.

4. Entertainment Options: The quality of shows,
parades, and attractions received praise, with
specific mentions of the Lion King show and
nighttime fireworks displays being exceptional.

5. Cleanliness: Reviewers appreciated the
cleanliness and maintenance of the park,
indicating a well-kept environment.

6. Dining Variety: There are numerous dining
options available, catering to various dietary
needs and preferences, including vegetarian
options.

Convenient Transportation: Access to the park
via public transport, such as the MTR or nearby

hotels, was seen as a positive aspect for many

visitors.

Efficient Queue Management: The FastPass
system and strategies for visiting early helped
some guests minimize wait times for popular
attractions.

Nostalgic Experience: Many visitors expressed a
positive sentiment tied to childhood memories
or family traditions associated with Disneyland.

10. Special Events: Seasonal events and themed
celebrations, such as Halloween and Christmas
festivities, were highlighted as enjoyable and
memorable experiences.

CONS

Long Wait Times: Many reviews pointed out
excessively long queues for rides and
attractions, especially during peak times,
leading to frustration.

Crowded Conditions: Overcrowding during peak
seasons or weekends often detracted from the
overall experience, making navigation difficult.

High Prices: Numerous complaints were made
about the high costs of food, souvenirs, and park
entry fees, which many felt were not justified by
the experience.

Ride Closures: Several reviews mentioned
disappointment due to major attractions being
closed for maintenance, limiting available
experiences.

Quality of Food: The quality and value of food
offered within the park were frequently criticized,
with many finding it to be subpar.

Staff Attitude Variability: While many staff
members were praised, there were also
mentions of unfriendly or unhelpful staff
experiences that negatively impacted visits.

Limited Character Interactions: Guests
expressed disappointment regarding the lack of
roaming characters for spontaneous photo
opportunities, which is a hallmark of the Disney
experience.

Inefficient FastPass System: Some visitors found
the FastPass system confusing or ineffective,
leading to wasted time and frustration.

Inadequate Facilities: Issues such as
inadequate seating during shows, poor restroom
cleanliness, and smoking in crowded areas
contributed to negative experiences.

Expectations vs. Reality: Several visitors felt that
the overall experience did not meet their high
expectations based on previous visits to other
Disney parks, leading to disappointment.
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10 IMPROVEMENTS
SUGGESTIONS

1.Enhance Crowd Management: Implement better crowd management
strategies, especially during peak times like holidays and weekends, to
minimize overcrowding and improve the overall experience for guests.

2.Expedite Food Service: Increase staffing levels at food outlets to reduce wait
times and improve service speed, particularly during busy hours, ensuring
that guests can enjoy meals without excessive delays.

3.Expand Character Interactions: Increase the number of roaming characters
throughout the park to provide spontaneous photo opportunities and
enhance guest interactions, reducing the reliance on scheduled
meet-and-greet lines.

4.Improve FastPass System: Revamp the FastPass system to make it more
user-friendly and efficient, allowing guests easier access to popular rides
without long wait times and confusion over availability.

5.0ffer More Shade and Seating: Install additional shaded areas and seating
throughout the park to provide guests with comfortable resting spots while
waiting in line, especially during hot weather.

6.Increase Dining Options: Expand dining options to include more affordable
and healthier choices, catering to diverse dietary needs, including vegetarian
and vegan options, to enhance guests’ dining experiences.

7.Enhance Communication and Training for Staff: Provide improved training
for staff to ensure they are knowledgeable, friendly, and able to assist guests
effectively, enhancing overall customer service and guest satisfaction.

8.Improve Signage and Navigation: Enhance park signage and provide clear
maps to help guests navigate the park more easily, reducing confusion and
improving the overall experience when searching for attractions.

9.0ptimize Ride Availability: Schedule regular maintenance during off-peak
times to minimize ride closures, ensuring that the most popular attractions
are available for guests at all times.

10.Adjust Pricing Strategies: Review and adjust pricing for food, merchandise,
and tickets to provide better value for families, encouraging repeat visits and
improving overall guest satisfaction. -
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SWOT
ANALYSIS

o
1. Variety of attractions 1. Long wait time
2. Magical atmosphere 2. High prices
3. Friendly Staff 3. Crowding issues
4. Family-friendly 4. Ride maintenance and
environment qvq”obmty
1. Improve customer 1. Customer loss
segmentation 2. Poor accessibility and
2. Develop communication responsiveness during
and escalation vacations
3. Enhance digital order 3. Loss of trust
systems 4. Digital-only interactions.
4. Strategies for informing 5. Competitors may capitalize
customers about delivery on BRAND's weaknesses
5. Better manage workload 6. Ongoing overload issues
6. Abolish minimum order
value
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SWOT
ANALYSIS

Strengths:

1.Variety of Attractions: Disneyland parks are known for their diverse range of
rides and attractions that cater to different age groups and interests. Many
customers noted the enjoyment of classic rides like Space Mountain, Pirates
of the Caribbean, and newer attractions like Mystic Manor.

2.Magical Atmosphere: The overall ambiance and thematic design of the
parks create a sense of enchantment and nostalgia, contributing positively to
the customer experience. Reviews frequently mention the magical
experiences of parades, fireworks, and shows.

3.Friendly Staff: Many visitors highlighted the helpfulness and friendliness of
the staff, which enhances the overall guest experience and contributes to the
park's welcoming environment.

4.Family-Friendly Environment: The parks are designed to cater to families,
providing a range of activities suitable for both children and adults, which is
positively acknowledged by many reviewers.

Weaknesses:

1.Long Wait Times: Numerous reviews express frustration with long queues for
rides and attractions, especially during peak times such as holidays, leading
to a negative impact on visitor satisfaction.

2.High Prices: Many customers commented on the high cost of food,
merchandise, and entry fees, which can deter potential visitors and
contribute to a perception of poor value for money.

3.Crowding Issues: Overcrowding during peak seasons was frequently
mentioned, making navigation difficult and diminishing the enjoyment of the
experience for many guests.

4.Ride Maintenance and Availability: Several reviewers noted that many rides
were closed for maintenance during their visits, which limited the available
attractions and negatively impacted their experience.
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SWOT
ANALYSIS

Opportunities:

1.Improving Crowding Solutions: Implementing better crowd
management strategies and promoting visits during off-peak times
could enhance customer experiences and reduce wait times.

2.Enhancing Food Options: Expanding the variety and quality of food
offerings, particularly addressing dietary restrictions, could improve
guest satisfaction and provide better value.

3.Leveraging Technology: Enhancing the mobile app experience for
ride wait times, FastPass availability, and dining reservations could
streamline visitor experiences and reduce frustrations.

4.Character Interactions: Increasing opportunities for spontaneous
character interactions in the parks could enhance the magical
experience for guests, especially families with young children.

Threats:

1.Competition from Other Parks: Disneyland parks face stiff
competition from other theme parks that offer similar experiences at
potentially lower prices, which could impact visitor numbers.

2.Negative Public Perception: Reports of overcrowding, high prices,
and poor customer service can lead to negative reviews that may
influence potential visitors’ decisions.

3.Economic Factors: Economic downturns could lead to reduced
disposable income for families, making them less likely to spend on
theme park visits, especially during peak seasons.

4.Changing Consumer Preferences: As consumer preferences evolve,
particularly among younger generations who may seek diverse
entertainment options, Disneyland must adapt to maintain its
appeal and relevance.
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CONCLUSIONS AND
RECOMMENDATIONS

Overview of Findings

The comprehensive analysis of customer experiences at Disneyland parks in
Paris, Anaheim, and Hong Kong has revealed a complex picture of both
magical moments and significant challenges. Through semantic analysis,
clustering analysis, and customer journey mapping, we've identified key
areas of strength and opportunities for improvement.

Key Strengths

1.Magical Atmosphere: The enchanting ambiance remains a cornerstone of
the Disneyland experience, consistently delighting visitors of all ages.

2.Staff Interactions: Many guests praise the friendliness and helpfulness of
park staff, underscoring the importance of positive human interactions.

3.Attraction Diversity: The parks offer a wide range of rides and entertainment
options, catering to diverse preferences and age groups.

Primary Challenges

1.Crowd Management: Excessive queue lengths for popular attractions and
overall overcrowding emerged as primary pain points, significantly impacting
guest satisfaction.

2.Pricing Concerns: Many visitors expressed dissatisfaction with the high costs
associated with tickets, food, and merchandise.

3.Inconsistent Experiences: Variability in staff attitudes, ride availability, and
overall park conditions led to mixed reviews and unmet expectations for
some guests.
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Recommendations and Actionable Insights

Based on our findings, we propose the following recommendations to
enhance the guest experience and address key challenges:

1.Implement Advanced Crowd Management Strategies
+ Develop a sophisticated virtual queue system to reduce physical
wait times for popular attractions.
+ Utilize data analytics to predict and manage crowd flow,
adjusting staffing and resources in real-time.
« Enhance the FastPass system to make it more user-friendly and
effective in reducing wait times.

2.0ptimize Pricing and Value Perception
« Conduct a comprehensive review of pricing structures across
tickets, food, and merchandise.
+ Introduce more flexible ticketing options and value-added
packages to cater to different guest segments.
« Develop a loyalty program that rewards repeat visitors and
encourages longer stays.
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3.Enhance the Dining Experience
+ Expand food options to include more diverse, healthy, and
affordable choices.
+ Improve food quality and service efficiency to address concerns
about value for money.
+ Implement a mobile ordering system to reduce wait times at
food outlets.

4.Invest in Staff Development
« Enhance training programs to ensure consistent, high-quality
guest interactions across all park areas.
+  Empower staff to resolve issues promptly and effectively,
improving overall guest satisfaction.
+ Implement a recognition program for staff who exemplify
exceptional customer service.

5.Leverage Technology for Improved Guest Experiences
+ Develop a comprehensive park app that provides real-time
updates on wait times, show schedules, and dining availability.
+ Implement Al-driven chatbots for instant guest support and
information.
- Utilize augmented reality (AR) to enhance the storytelling
experience throughout the parks.
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6. Enhance Character Interactions
+ Increase the presence of roaming characters for spontaneous
photo opportunities.
« Develop innovative character meet-and-greet experiences that
reduce wait times and enhance interaction quality.

7.Improve Communication and Expectation Management
e Provide clear, real-time information about ride closures, wait
times, and park conditions through multiple channels.
+ Develop targeted pre-visit communications to help guests plan
effectively and set realistic expectations.

8.Focus on Continuous Improvement
+ Establish a dedicated team to analyze guest feedback
continuously and implement rapid improvements.
« Conduct regular "'mystery shopper” evaluations to assess and
improve the guest experience from an objective perspective.
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Implementation Strategy

To effectively implement these recommendations, we suggest a phased
approach:

1.Short-term (0-6 months):
« Launch enhanced staff training programs
. Implement quick wins in crowd management (e.g., improved
signage, queue entertainment)
« Develop and launch the comprehensive park app

2.Medium-term (6-18 months):
« Roll out the advanced virtual queue system
« Implement the revised pricing strategy and loyalty program
« Enhance dining options and mobile ordering capabilities

3. Long term (18+ months):
Fully mtegrote Al and data analytics into park operations
« Complete major infrastructure improvements for crowd flow and
guest comfort
+ Launch the AR-enhanced storytelling experiences throughout the
parks
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