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ONLINE CAPACITY BUILDING MODULE 
Customer and Business Model Discovery 

 
27th March 2025 

10:00 – 12:00 h (CET) / 09:00 – 11:00 h (GMT) 
 
 

PROGRAMME 
 
OBJECTIVE 
 

The objective of this Online Capacity Building Module is to help participants develop a 
deeper understanding of their customers and refine their business models. By 
exploring customer discovery techniques, data-driven insights, and key customer 
interactions, attendees will learn how to align their offerings with customer needs. The 
module will provide practical tools and methodologies to enhance customer 
experiences and foster business innovation, ultimately supporting sustainable growth 
and competitiveness. 

 

COMPETENCES TO BE DEVELOPED 
 Understanding and prioritizing customer needs in tourism. 

 Applying practical methods to gather and analyze insights. 

 Identifying key touchpoints to enhance customer experiences. 

 Using analytics to improve services and business strategies. 

 Leveraging insights to create competitive tourism offerings. 

 
TARGET AUDIENCE  

 Tourism oriented SMES that have received Financial Support from the ST3ER 
project. 

 Other Tourism SMES that are interested in understanding customer needs in 
tourism.  

 Other SMEs or entities in the tourism sector (European Digital Innovation Hubs, 
EIT-KIC organizations, Startups, Financiers / Investors, ST3ER Partners and 
other Stakeholders working in this field) that seek to place the customer at the 
core of business decision-making.   
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CONTENT  
 

1. Your tourism customer 
The crucial role of customer-centricity in tourism. 
 

2. Customer discovery techniques:  
Practical methods and tools to uncover tourist needs, desires, and behaviours, 
with a focus on netnographic research and interviews. 
 

3. Mapping the tourist journey and key touchpoints:  
Analyzing the tourist experience to identify critical interaction points and 
opportunities for improvement. 

 
4. Data-driven customer insights in tourism:  

Learning how to gather, analyze, and utilize customer data to make informed 
decisions and enhance your tourism offerings. 
 

5. Using customer understanding to enhance tourism experiences:  
How customer insights can be directly applied to create more engaging and 
satisfying tourism experiences or innovate business models. 

 
SPEAKER 

Anuška Cerovšek Beltram 

Anuška Cerovšek Beltram is a highly accomplished Slovenian entrepreneur and a 
recognized leader in the travel and tourism industry, known for her customer-
centric approach and ability to build innovative and successful businesses based 
on deep market understanding. She is the co-founder of three impactful brands 
and ventures: STA Potovanja (STA Travel Slovenia), Travel Starter, and Nomago – 
each demonstrating her commitment to understanding and serving the evolving 
needs of travelers. 

Throughout her entrepreneurial journey, Anuška has consistently placed the 
customer at the heart of her business strategies. From her early days combining 
her economics background with her passion for travel, she recognized the power 
of understanding customer needs to build thriving businesses.  

As co-founder of STA Potovanja, Travel Starter, and Nomago, Anuška has 
demonstrably applied customer-centric principles to build market-leading 
companies. STA Potovanja, a major travel agency, requires a deep understanding 
of diverse traveler segments and their evolving preferences. Travel Starter 
directly empowers new tourism entrepreneurs, emphasizing the crucial role of 
customer validation and business model innovation from the outset. Nomago, a 
multi-modal travel platform, showcases her expertise in leveraging data and 
customer insights to optimize complex travel experiences and build seamless, 
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customer-focused solutions. 

Anuška’s expertise in strategic marketing is deeply rooted in a customer-first 
philosophy. She understands that effective marketing is not just about promotion, 
but about connecting with customers on their terms and delivering value that 
meets their specific needs.  

In this workshop, Anuška brings her extensive practical experience in customer 
discovery and business model innovation in tourism to empower you with 
actionable strategies and tools to elevate your own business.  

 

REGISTRATIONS: 

Previous registration requested using the registration form available in this link:  

REGISTRATION FORM 

 
MORE INFORMATION: 
 
ST3ER Partner: Razvojni center Srca Slovenije, d.o.o. (SLOVENIA)  
Mojca Štepic 
mojca.stepic@razvoj.si 

 


