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Social media  
is awesome

Social media  
sucks



My name is Jesse, 
I’m a recovering 
social media 
manager

@jeremyville



I’m here to share  
my best social  
media strategy….

that could work for  
at least 100 years. 
(maybe more)

Nancy Duarte  
Resonate



Ordinary world

Special world

The Hero’s Journey 
Joseph Campbell

The experience is  
the marketing because…

You can’t keep  
heroism a secret

Core Needs

Comfort Needs

Flourishing Needs

Ladder of needs



You are an expert on this…

Are you gonna be a 
Yoda or Skywalker?





Luxury today is about  
great service,  
unique experiences,  

Ian Schrager, legendary hotelier 

and feeling good  
about yourself.

Before       During       After 

Here are a few 
questions to  
make heroism  
a key strategy…. 



Q.
How can we create 

hero moments?

Discuss with your seat buddy: 
What’s the absolute best moment 

in your guest experience?

Source: Power of Moments

8.5

PEAKS

PEAK-END

PITS

Power of Moments 
Dan and Chip Heath



Magic Castle Hotel



We have  
painful moments…

Le Foundouk

We have  
boring moments…



Fairmont Vancouver Airport

PEAK-END



PEAK-END What did you 
eat from the 

mini bar? 
PEAK-END How was  

your stay? 

PEAK-END What was the 
best part? 



Q.
How can we  

be the mayor?

Exuma Water Sports



How can we be the  
mayor of Australia on social?

Q.
How can we give  

a story to tell



Symbio Wildlife Park

Freycinet Experience Walk



Q.
What can we steal 
from the edges?



Q.
How high is high?

Paradiso Ibiza Art Hotel



What are we  
already good at? 

Could we be  
world class? 

Q.
How do we create 
better hero stories



Travelling as gay 
family not easy

Questions their 
legitimacy

Feel welcomed  as a family

Horror stories from 
other families

How to get your team excited: 
 
Data is boring.  
Stories motivate.  



Let’s wrap this up…

People will forget what  
you said, people will forget  
what you did, but people  
will never forget how  
you made them feel. 

Maya Angelou

Create an opportunity for  
guests to feel and look good



In the past,  
jobs were about muscles, 
now they're about brains, 
but in the future they'll  
be about the heart.

Minouche Shafik,  
Director, London School of Economics
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