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TEM – a tool for Experience Production
and Transmodern tourism

Hans Gelter
Luleå University of technology

Seminar At RAMK  28th Oct. 2009

Topics:

1. Business in a New World!
2. What is Experience Production?
3. What is Total Experience Management?
4. Transmodern tourism & Sustainability
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WW2WW1 Vietnam war
Hippie 68 revolution

Cold War
• 1989 Berlin wall

Big Depression

Internet
Mobile

PC
1981 MTV

Emigration

TV (1956)  

9/11 Terrorism

• 1977 Apple

1901-1913 Interbellum – Mellankrigsgenerationen
1883-1900 Lost Generation

Howe & Strauss 1991 Generations

1914-1929 Great Generation
1930-1941 Silent Generation

1942-1953 Baby Boom Generation
1954-1965 Generation Jones

1965-1980 Generation X

1980-1990 Generation Y

1975-1986 MTV Generationen

1990- Generation Z

Howe & Strauss Generations - theory

Pre-historic Age
hunters/collectors

Agricultural Age
farmers             

green-collar workers

Industrial Age
factory workers  

blue-collar workers

Information Age
knowledge workers 
white-collar workers

Conceptual Age
creators and empathizers 

collar-less workers

Modified after Tofler 1970, Pine & Gilmore 1999, Florida 2003, Pink 2007, and others

Time

Affluence 
Technology 
Globalization

18th century 19th century 20th century 21th century

A New World! – the “stage-thinking”!

Pre-modernism

Modernism

Post-modernism

Trans-modernism

Complexity
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Theoretical Framework – Experience Production

Alvin Toffler 1970 
Future Shock

Experience society

Experience production

Socio-economic perspective

Gerhald Schulze 1992    
Die Erlebnisgesellschaft

Experience society

Experience production

Cultural-sociological perspective

Pine & Gilmore 1999 
Experience Economy

Staging Experiences

Transformations

Economic-business perspective

Boswijk et al 2007 
Experience Economy

Meaningful Experiences

Stages of Experience production

Erleben – Erfarung

Individual-socio-cultural perspective

Jensen 1999 
Dream society

Story telling

Economic-business perspective

Sundbo & Darmer 2008 
Creating Experiences in 
the Experience Economy

Experience Creation

Organizational – socio-cultural perspective

New offerings

Extracting 
commodities

Producing  
goods

Delivering 
services

Staging 
experiences

Guiding 
transformations

Progression of economic value, Pine &Gilmore 1999

Customer 
needs

Price

Competitive 
position
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New Business Qualities

Service industry
Technical quality – what the customer gets
Functional quality – how the customer gets it
Quality of Service

Experience industry
Quality of Experience (?) – how the guest experiences the offering

Transformation industry
Change sustainability – how well the prospects has changed

Staging

Co-creation

Self-direction

Staging of experience settings by individual
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Actors in the creation of meaningful experiences, after Boswijk et al. 2007

First generation

Second generation

Third generation

Zoo experiences

Safari & Guided 
experiences

Wildlife 
interaction
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Guest

Other 
Guests

Personnel

EXPERIENCE ROOM

Organisation 
System

Physical 
room

Personnel

Guest
A

Guest
B

Guest
C

VisibleInvisible

Product

Souvenir

SERVUNCTION

Comparison of the Servunction system (left) and Experience Room
Model of Mossberg (right) (Modified after Mossberg 2003, p. 17 and 28, 
and Mossberg 2006, p. 37)

Experiencescapes

Five Aspect Model from Grythyttan

Mood/Atmosphere

MeetingEnvironment Product

Management
system

1. The meeting
2. The environment  - the restaurant
3. The mode/ atmosphere
4. The product (meal)
5. The management system (business)

After Gustafsson 2006
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Erfahrung 1.0 Erlebnis Erfahrung 2.0

Transformation

Conscious Learning

Unconscious Learning

Reflection

Lived Experience

Silent Knowledge

Storries, Communication

A conceptualisation of erfahrung and erlebnis as an continuous iterative and 
interactive process searching for meaning

Gelter 2009

1
Concrete Experience

2
Observation & 

Reflection

4
Testing implications 

in new situations

3 
Forming abstract 

concepts and 
generalizations

erlebnis

erfahrung

Integrating the conceptualisation of erfahrung and erlebnis
with the Experiential Learning Model (modified after Kolb 
1984, p. 42)

Experiential Learning Theory

erfahrung

erlebnis
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Kolb Experiential Learning

Hands on L

Mind on L

ReflectingFeeling

Doing

Thinking

Heart on L

Tourist Experience

Experience production

Experience product

Experience producer

Pre-experience
GUEST

PostPost--experienceexperience

Pedagogic´s

Class, lecture

Teacher

LearningPre-understanding
STUDENT

Learning experience

EXPERIENCE PRODUCTION EDUCATION

System Similarities after Gelter 2006

erlebnis

Erfahrung 2.0Erfahrung 1.0 Erfahrung 2.0Erfahrung 1.0

erlebnis

Gelter 2006
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Theoretical 
Framework

Designing, Producing, 
Staging Experiences

Understanding     
Guest experience

“Experience”

TEMa
Total Experience Management

constructed natural

Experience 
offering

Experience 
outcome

TEMe
Total Experience Measurements

Understanding Experience Production

Gelter 2008

TEM approach of Experience Production 

TEM                 
Total Experience 

Management

Food & drink, toilets, Food & drink, toilets, 
weather, coldweather, cold

Security, Trust

To be seen, 
Hostmanship

Building skills

To succeed, learn

To change

Confirm 
Challenge 
Enhance

Expectations & 
Perceptions

Experience Production

Self-actualization

Esteem Needs

Belonging Needs

Safety Needs

Physiological Needs

Transformation

Service

Experience

Abraham Abraham MaslowMaslow, 1970 , 1970 Motivation and Motivation and 
PersonalityPersonality, 2nd ed., Harper & , 2nd ed., Harper & RowRow

Dreams

Gelter 2006, 2009
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Physiological needs: Food & drink, toilets, weather

Safety needs: Security, trust, risk management

Belongingness: To bee seen, hospitality

Esteem:  skills, self-confidence

Self-Actualization: dreams

Transformation: change

Pre-
experience

Post-
experience

Time
Frontstage

Backstage

Logistics
Experience Design & Staging

Organization & Business

Marketing
Branding
Customer relations

Evaluation
Branding
Customer relations
Souvenirs

Experience Production Method

Experience facilitator: Guide, Interpretation, props, 
environment etc.

Total Experience Management model adapted after Gelter 2006, 2007

Experience product

Experience Production Organization

Methodology

ErlebnisErfahrung 1.0 Erfahrung 2.0

• Introduced by Rodriguez Magda (1989) and Luyckx Ghisi (1999)

• Synthesis of modern (thesis) and post-modern (anti-thesis) thinking 
from the critics of the prevailing modernity (western hegemony, 
materialism & cultural imperialism) of the contemporary western 
society.

• Main values: 
– Equality of sex (Coatriarkat ♀♂)
– Glocal cultural & ethnic equality
– Sustainability & survival of humanity
– Individuality & Globality, interconnectedness

Concept of transmodernity
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Matriarchate ♀♀ Patriarchate ♂♂ Co-atriarchate ♀♂

PRE-MODERN MODERN

Cultures

TRANS-MODERN

COSMOS = Sacred

PRE-HISTORIC

COSMOS =  Circle COSMOS = Materialism COSMOS =  Survival

GovernmentGovernment

MenMen

WomenWomen

Rationality, Reason

GovernmentGovernment

MenMen

WomenWomen

Economist

Good

Priests, Clergy

ALL CULTURALS EQUAL 
IMPORTANT

Nature

After  Luyckx Ghisi (1999)

No concepts or theories developed yet! 

Deductive answer: 
Tourism with the goal (telos) of sustainability and survival of humanity. 
Tourism that implement Agenda21

Implication 1: Normative tourism (how to do)
Implication 2: Transformative tourism (change to)
Implication 3: Tourism with clear learning goals (i.e. sustainability) 

What is Transmodern Tourism?

YES, thorough meaningful transformative experiences with the normative 
goals of transforming tourists towards sustainable lifestyle.

Can tourism contribute to the transformation towards 
Transmodernity?
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EconomyEconomy::
TransformationsTransformations

Service 
Economy

Experience 
Economy

Needs

Dreams

CHALLANGE:
Combining Experience society, Tourism & Sustainability! ⇒

Transmodern Tourism

Abraham Maslow, Motivation and Personality, 
2nd ed., Harper & Row, 1970. 

TEM Total Experience Management

Transformation 
EconomyChange

Thesis of presentation:

New Society 
emerging

New Economy 
& New  

offerings 
(Products)

New 
consumption 

behavior

New Production 
methods & 
Principles

Nature based 
tourism

Purpose, Meaning

Personal branding

Experiences

Transformations

Meaning building experiences

Sustainability transformations

Meaningful 
experiences

TransformationsSustainable 
Learning

Transmodernity

Globalization

Trans-modernity

Sustainability

Agenda21

Sustainable living Sustainable society

Theoretical Framework

Normative Framework

Gelter 2009
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Economic 
Sustainability

Environmental 
Sustainability

Social 
Sustainability

1. Business Management 
and Operational Planning
2. Business Ethics
3. Responsible Marketing
4. Customer Satisfaction

5. Natural Area Focus
6. Environmental Sustainability
7. Interpretation and Education
8. Contribution to Conservation

9. Working with Local Communities

10. Cultural Respect and Sensitivity

Personal 
Sustainability

11. Value and attitude transformation

12. Behavioral transformation

13. Lifestyle transformation

Nature 
Tourism

Ecotourism Transformation 
Tourism

Tourism

Gelter 2009

Social

Environmental EnvironmentalEconomic

Economic

Environmental

Social
Social

PersonalPersonal

Institutional Institutional

Economic

Classic EES       
triangle model

IEES                     
Prism model

IEESP              
Pyramide model

Sustainability models

Wuppertal Institute 
(Spangenberg & Valentin 1999)

Sustainable Tourism –
narrow sense

Sustainable Tourism –
broad sense (Agenda 21)

Gelter 2008
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Transformation to what?
Agenda 21 (Transmodernity)

Mission:
To secure the future existence of life on earth

Through transformation to:
Awareness
Engagement (♥)
Bioethics
Biophilia
Ecophilia
Ethnophilia

Social

Complexity Connectedness Consequences Citizenship Care

Cultural

Environmental Scientific

People Places

Planet

Individual Social

Political Global

Rights

Responsibility

Self Others

Planet

Learning the (5 x C) of Agenda 21

(Environmental Education)

”Education should be helping change the world”
Robert Richardsson
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TRANSMODERN GUIDE = Experience Guide 
with the mission to save the world

Transmodern Tourism:
- Sustainability 
- Learning for  Agenda21
- Acting for Agenda21

1) Global trends:
• Transmodernity, 

• Experience Economy & Transformation Economy, 

• Experience production,  

• Sustainability

2) Tourism Consequences:
• Sustainability transformation

• Tildenian Interpretation & guiding principles. 

• Guiding objectives of transformations

3) Ethical Consequences: From Objective  → Subjective experiences

4) Need to discuss “New Ethics” for transformational guiding 

CONCLUSSIONS 2
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Student-on-Ice University Antarctica Expedition 2009

- 70 studenter, 20 guider/lärare

Protect the Poles - Protect the Planet


