 URSAAL

“"new tactics for accessing
the client”

José Miguel Ayerza, General Manager

Kursaal Centre, San Sebastian

Québec, 22nd July 2005
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supply > demand






INn an
economy of abundance
the key to success
Is to attract
the client emotionally,
not
convince him rationally

generating memorable experiences
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WuUELEL 1]
people’s

emotions”
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what does your
conference centre
do to make your

clients feel like stars ?
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who are our clients

e Event promotors
o Attendants and/or delegates
» The public
» Shareholders
* Employees

» Suppliers
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managing emotions

Inwards

e Human Resources Management
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managing emotions

Inwards

* Involvement with suppliers
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managing emotions

Inwards

* Meeting economic and
quality objectives
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managing emotions

Inwards

» The most important event for
users and promoters
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managing emotions

Inwards

» The most important event for
users and promoters

e Quality

Empresa
Registrada

ER-0977/2001
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managing emotions

Inwards

» The most important event for
users and promoters

[
e Trust-guaranties
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managing emotions

Inwards

» The most important event for
users and promoters

e Event consulting
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managing emotions

Inwards

» The most important event for
users and promoters

Accessibility (24 hours)
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managing emotions

Inwards

» The most important event for
users and promoters

[ J
e Simplification
(comprehensive service)
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managing emotions

Inwards

e Human Resources Management
* Involvement with suppliers

» Meeting economic and
quality objectives

» The most important event for
users and promoters

e Quality

e Trust-guaranties

e Event consulting

e Accessibility (24 hours)
e Simplification
(comprehensive service)
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managing emotions
Outwards

* Promote positive
media coverage
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managing emotions
Outwards

» Strive for local economic impact

19

© Kursaal 2005



managing emotions

Outwards

» Building illumination
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managing emotions

Outwards

* Quality events

21
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managing emotions

Outwards

P

e Guided tours

A

P ’
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managing emotions

e Promote positive
media coverage

e Strive for local economic impag

Neo One Kriows More About Designing
The Pertect Car Than You.

Building illumination

Quality events

Guided tours

» Link Kursaal to positive social
values

Lexus photo session
published in

THE NEW YORK TIME
May 2nd 2004
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managing emotions
Outwards

» Regeneration of urban areas

24
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managing emotions

Outwards

* Promote positive
media coverage

» Strive for local economic impact
» Building illumination

* Quality events

* Guided tours

» Link Kursaal to positive social
values

» Regeneration of urban areas

25
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managing people's emotions

MEeaNns being recognized as an organization:

1. in which all of our clients and users feel they have attended
or taken part in a unique event specifically prepared and
designed for each of them.

26
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managing people's emotions

MEeaNns being recognized as an organization:

1. in which all of our clients and users feel they have
attended or taken part in a unique event prepared and
designed specifically for each of them.

2. that embraces innovation as a way of doing things
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managing people's emotions

MEeaNns being recognized as an organization:

1. in which all of our clients and users feel they have attended
or taken part in a unique event prepared and designed
specifically for each of them.

2. that embraces innovation as a way of doing things

3. which is rooted in our area and considered a public icon
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managing people's emotions

MEeaNns being recognized as an organization:

1. in which all of our clients and users feel they have attended
or taken part in a unique event prepared and designed
specifically for each of them.

2. that embraces innovation as a way of doing things

3. which is rooted in our area and considered a public icon

4. whose efficient management is based on excellence,
transparency and benefits for our community
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managing people's emotions

MEeaNns being recognized as an organization:

1. in which all of our clients and users feel they have
attended or taken part in a unique event prepared and
designed specifically for each of them.

2. that embraces innovation as a way of doing things

3. which is rooted in our area and considered a public icon

4., whose efficient management is based on excellence,
transparency and benefits for our community
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bhe different



“discovery consists of seeing
what everyone else has seen
and thinking

what nobody has thought”

Albert von Szent-Gyorgyi
Discoverer of vitamin C
Nobel Prize in Medicine, 1937

© Kursaal 2005
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KURSAAL Europe

BERN
DUNKERQUE
INTERLAKEN
OOSTENDE

SAN SEBASTIAN
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