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THANK YOU!!

You are 
Professionals at 
Making Memories!
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Destination Marketing 
Organizations are Essential 
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#whereIcomefrom



Goals Today
•Identify burnout – Build internal 
scripts to move through stress

•Ways to meet the demands of 
guest/customers/colleagues

•Partner Pair Share/Small Team 
Activities to increase positivity for 
the industry
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How are you Feeling?  
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Dreaming of escaping?
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 There are a multitude of factors that contribute to 
tour/service industry burnout. 

 Not only must you deal with complex logistics, your 
enthusiasm and compassion levels need to stay 
high too. 

 It’s hard to bring that to the table when you’re 
emotionally drained and feel like you can’t 
function.



WWW.SAMHSA.ORG



COVID Turned many into Backyard Tourists          
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WHAT IS THE STORY 
YOU ARE TELLING 
YOURSELF?

Approx. 60,000 thoughts a day

90% are the same thoughts you had yesterday

80% of thoughts are negative

WHAT IS YOUR DEFINITION OF SUCCESS?

http://loni.usc.edu/
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Maslach’s Burnout Scale
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How are you 
Doing?
 “Burnout occurs when an individual experiences 
too much stress for a prolonged period,” writes 
researcher Susan Bruce (2009). The employee is 
left feeling mentally, emotionally, and physically 
exhausted. Not only that, they are less productive 
at work, show reduced concern for others, and 
are more likely to miss work (Bruce, 2009).
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Perception of 
Situation = 
Stress + How 
Long you Hold 
On To It
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WHAT ARE YOUR LIMITING BELIEFS?



REFRAME – Get Comfortable 
being Uncomfortable

 Recognize FEAR!

 Acknowledge It – What are the fears your staff are 
having?

 How can we support each other?

 How can I see things differently?

 Share information on benefits especially EAP – 
counseling, financial support, etc.
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It’s Time To REFRAME & 
Help Each Other SHINE
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SHARE STRENGTHS
HELP WITH YOUR HEART
INNOVATE
NETWORK
EMPOWER



REMEMBER YOUR WHY?
 Remember your why: Think back to why you got into this line 
of work in the first place. Was it for your love of travel, or 
helping others experience beautiful places? Taking a step back 
to put things in perspective may just be what you need.
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Growth 
Mindset  “yet”

 When doing something NEW let go 
of the need for perfect

 What can I do today to be 1% 
better at what I did yesterday?
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Find Small 
Ways to 
Rest your 
Mind
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Take a 
break from 
excess light 
and noise. 
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Give yourself 
Permission to 
Relax
STOP GLAMORIZING BUSY!
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Prioritize and 
Delegate
 We don’t manage time, we manage Choices

 We tend to understand how much time something may take

 We may spend more time procrastinating and worrying then 
it takes to complete something

 Make a 10 minute list to start getting momentum – CHUNK 
the project 
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Self Management
 Develop a  5 minute list – (done while waiting and can be checked 
off quickly)

 Make a stop doing list – (I “should” what is your biggest distraction)

 CHUNK large project into daily tasks – five moves today

 Focus on a to do list not a project.  This gives you a chance to chunk 
it into which can I do first, what can come next

 Learn to say “no” more often to those things that do not follow 
along the core.  



SLOW DOWN
Slow down instead of speeding up At the end of the day, you will be more 
productive if you take extra time with your projects so that you can avoid 
costly mistakes. Before sitting down to work, put yourself in a relaxed 
state. Focus on the process of the work, pretending that you are showing 
someone else how to do the task. When you catch yourself rushing or 
moving too quickly, stop. Give your full attention to just one activity and 
avoid multi-tasking



SWITCH IT UP
 While your tourism business may look exciting to the 
onlooker, things might be quite mundane for you behind 
the scenes. 

 If you’re in the office everyday, schedule yourself to 
move locations periodically. 

 Switching up your tasks and the location which they’re 
performed can help avoid burnout. 
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 Lunch and Learns

 Meditation/Yoga/Massage

 Sensory Rooms

 One on One Brief Coaching Sessions: What’s working/What can be done differently

 Library with Books to help

 Take a work break (step outside, quick walk) 

 Write down all of the tasks that are causing overwhelming feelings – prioritize with 
manager – get clear expectations from leadership

 Help your co-worker to focus on solutions rather than problems. If she/he is worried 
or upset about something or someone, ask what he would like to do about that, and if 
she/he is unsure, offer some ideas, but make sure he/she chooses his/her own path 
forward.  Use “Have you thought about”  

 Have EAP number/Suicide Hotline Numbers 988/Text HOME to 741741



Set Customer 
Expectations
 As a tour operator, you’ll 
experience less stress if your 
customers’ expectations of their 
upcoming tour are clearly 
communicated ahead of time. 

 A resourceful website and timely 
pre-trip notifications can help. 
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Active Listening
 Pay close attention to your customer’s needs and 
preferences.

 Ask questions to understand their expectations fully
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Personalization
 Tailor your recommendations and 
services to each customer

 The more personalized the 
experience, the more likely you are to 
meet and exceed expectations
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Transparency
 Be open and honest about 
pricing, availability and any 
potential limitations or 
disruptions in travel plans.  

 Transparency builds trust
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Empathy
 Show understanding and empathy towards your 
customers’ concerns and needs.

 Compassionate service can create a lasting positive 
impression

 “Lake View – Not Lakeview over the roof with Grease 
smell”

 “I wouldn’t want to stay in that room either”
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Empathetic Language in Leading Others
 It must be _______(feeling) when _______(behavior) happens 

 What I hear you saying is __________ (paraphrase feelings or content)

 Help me understand what is happening right now?

 What would it take to make this happen?

 How would you like me to hold you accountable?

 Have you ever thought about (you can share your thoughts)

“These are uncertain times and you are experiences fears.  Our goal is to keep you safe”
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Stay Innovative
 Embrace technology and industry 
innovations to enhance the customer 
experience.

 Scavenger Hunt - GooseChase
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Customer Education
 Provide resources and tips to help customers prepare for 
their trips.

 Informed travelers tend to have more realistic 
expectations
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Build Relationships
 Establish long-term relationships with your customers

 Repeat business and referrals often come from 
satisfied, loyal clients.

 Appreciation Nights

SHINEWITHSCHAEFER@GMAIL.COM     (608) 732-1041      



Post Trip Follow-Up
 After the trip, follow up with your customers to ensure 
their satisfaction.

 This gesture shows your commitment to their well-being 
even after the journey
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Automate Feedback
SHINEWITHSCHAEFER@GMAIL.COM     (608) 732-1041      



Set Boundaries

If I say “YES” to something – I am 
saying “NO” to something else

We underestimate how long 
something will take

10-15 minute of meeting for action 
notes/travel time
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Stop Asking – Why is this happening to me?
Start Asking – What do I need to learn from this?
Reframe the way you see things……RESPOND OR REACT 



Digital Detox
 Average Person Checks Phone 150X 
per day

 Rule of 3

#TOGETHERWEWILL    



EMAIL Stress
 Average American = 2.6 hours spent and 120 messages received per 
day.

 Over-checking email wastes 21 minutes per day. 

 On average, professionals check their email 15 times per day, or every 37 
minutes. 

 Do most people expect a response within that time frame? Only 11% of 
customers/clients and 8% of coworkers expect a response in less than an 
hour. 

 But about 40% of people expect a response in about an hour. If people 
checked their email hourly rather than every 37 minutes, they save time

#TOGETHERWEWILL    
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Resources

 https://nami.org/Blogs/NA
MI-Blog/June-2020/The-Me
ntal-Health-Movement-in-t
he-Workplace
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QUESTIONS???
 Lisa Schaefer, MSE

lisa@shinemyfriends.com

(608) 732-1041
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