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The insights and strategies presented in this white paper were inspired by a dynamic and
enlightening panel discussion at the 2024 Destinations International Convention. The event, a
cornerstone of innovation and knowledge-sharing in the tourism industry, featured esteemed
guest speakers Sheena Works, Co-Founder and Chief Learning Officer at the nonprofit Tourism
Academy; Rickey Thigpen, PhD and CEO of Visit Jackson, MS; and Chris Ihrig, CEO at Fired Up
Culture. Stephen Ekstrom, Co-Founder and CEO at the nonprofit Tourism Academy, skillfully
moderated the discussion.

Panel Discussion Background

The panel, titled "Unlocking Team Dynamics and Behavioral Insights in Destination Marketing,"
brought together leading experts to explore the intersection of organizational psychology and
behavioral economics within Destination Marketing Organizations (DMOs). The session aimed
to provide attendees with practical tools and actionable strategies to enhance team
performance, engage communities and create compelling marketing campaigns.

Sheena Works, Co-Founder and Chief Learning Officer at the Tourism Academy

Sheena Works opened the discussion with her extensive knowledge of organizational
psychology, emphasizing the importance of understanding team dynamics and fostering a
collaborative work environment. Drawing on her experience in developing educational
programs for the Tourism Academy, Sheena highlighted the critical role of team composition,
communication, and leadership in building high-performing teams within DMOs.

Rickey Thigpen, PhD and CEO of Visit Jackson, MS

Rickey Thigpen brought a wealth of experience in destination marketing and community
engagement. His presentation focused on the principles of behavioral economics and their
application to tourism marketing. Rickey's insights into tourists' decision-making processes and
the impact of cognitive biases provided attendees with a deeper understanding of how to
design effective and persuasive marketing campaigns. He also shared strategies for building
positive relationships with local communities, essential for the success of any destination
marketing initiative.

Chris Ihrig, CEO at Fired Up Culture

Chris Ihrig's contributions centered on the practical application of motivational theories to
inspire and engage team members. As the CEO of Fired Up Culture, Chris has extensive
experience in fostering organizational culture and leadership development. His discussion on
intrinsic and extrinsic motivation, along with techniques to boost team morale and productivity,
resonated deeply with attendees looking to enhance their leadership skills and team dynamics.



Moderator Stephen Ekstrom, Co-Founder and CEO of the Tourism Academy

Stephen Ekstrom, a seasoned expert in the tourism industry, adeptly moderated the discussion.
His role was instrumental in guiding the conversation, ensuring that the diverse perspectives of
the panelists were seamlessly integrated and that the audience could glean valuable insights
from the session. Stephen's own experience in the industry and his passion for learning and
sharing knowledge added depth to the discussion.

Conclusion

The 2024 Destinations International Convention panel discussion provided the foundation for
this white paper, highlighting the synergy between organizational psychology and behavioral
economics in destination marketing. Under the guidance of moderator Stephen Ekstrom, the
shared expertise of Sheena Works, Rickey Thigpen, and Chris Ihrig has been synthesized into
actionable strategies to enhance team dynamics, community engagement, and marketing
effectiveness for DMOs. This white paper aims to extend the valuable insights from the panel,
offering practical tools and techniques to drive success in the tourism industry.



Introduction

In the competitive landscape of Destination Marketing Organizations (DMOs), understanding
and leveraging principles of organizational psychology and behavioral economics can
significantly enhance team dynamics, community engagement, and marketing effectiveness.
This white paper explores key aspects of these disciplines, providing insights and strategies to
foster high-performing teams, build loyal visitor relationships, and design impactful marketing
campaigns.

Part 1: Principles of Organizational Psychology Related to Team
Dynamics

Team Composition

Diversity Diversity within a team brings varied perspectives and skills, which are essential for
creativity and problem-solving. When team members come from different backgrounds and
have diverse experiences, they can approach challenges from multiple angles, leading to more
innovative solutions. Encouraging diversity not only enhances team performance but also
reflects the eclectic nature of the communities and tourists DMOs serve.

Role Clarity Clearly defined roles within a team help members understand their responsibilities
and contribute effectively. Role clarity reduces confusion and overlap, ensuring that each team
member knows what is expected of them. This clarity enhances productivity and allows team
members to focus on their specific tasks, leading to more efficient and effective teamwork.

Group Development Stages

Forming, Storming, Norming, Performing, and Adjourning Teams evolve through five stages of
development:

● Forming: This is the initial stage, during which team members get to know each other
and understand the team's purpose.

● Storming: Members experience conflicts and power struggles as they establish roles.
● Norming: The team develops norms, resolves conflicts, and builds cohesion.
● Performing: The team reaches optimal functioning, focusing on achieving goals.
● Adjourning: The team disbands after achieving objectives.

Understanding these stages helps leaders guide their teams through the natural progression of
team development, addressing challenges at each stage and fostering a collaborative
environment.

Communication



Open Communication: Open communication fosters trust and transparency within a team.
When team members feel free to share their ideas and concerns, it creates a supportive
environment where team issues can be addressed promptly and innovative solutions can
emerge. Open communication is critical for maintaining alignment and ensuring that everyone
is working towards common goals.

Active Listening Active listening involves fully concentrating, understanding, and responding to
what others are saying. This skill enhances mutual understanding and respect among team
members, leading to more effective collaboration. By actively listening, team members can
better appreciate different viewpoints and contribute to more balanced and informed
decision-making.

Leadership

Transformational Leadership Transformational leaders inspire and motivate their teams by
creating a vision for the future and encouraging innovation. They focus on the development
and well-being of their team members, fostering an environment where everyone feels valued
and motivated to contribute their best efforts. Transformational leadership can significantly
boost team morale and performance.

Servant Leadership Servant leaders prioritize the needs of their team members, enhancing
satisfaction and cohesion. By focusing on their team's growth and development, servant
leaders build a supportive and collaborative environment. This leadership style helps create
strong, resilient teams that are committed to their shared goals and the organization’s success.

Motivation

Intrinsic Motivation Intrinsic motivation comes from engaging in work that is inherently
interesting and satisfying. When team members find their work meaningful and aligned with
their values, they are more likely to be motivated and committed. Encouraging intrinsic
motivation involves providing opportunities for personal growth, recognizing individual
contributions, and creating a positive and inclusive work environment.

Extrinsic Motivation Extrinsic motivation involves external rewards and recognition that drive
performance. These can include bonuses, promotions, and public recognition of achievements.
Extrinsic rewards can be powerful motivators, especially when they are tied to specific goals
and performance metrics. Balancing intrinsic and extrinsic motivation is vital to sustaining high
levels of engagement and productivity.

Conflict Resolution

Constructive Conflict Constructive conflict involves healthy debates and discussions that lead
to better decision-making. By encouraging diverse viewpoints and allowing team members to
challenge each other’s ideas respectfully, teams can explore different solutions and select the



best course of action. Constructive conflict fosters creativity and innovation while avoiding the
pitfalls of groupthink.

Conflict Management Effective conflict management strategies are essential for maintaining
team harmony and productivity. This involves addressing conflicts promptly, understanding the
underlying issues, and finding mutually acceptable solutions. By managing conflicts
constructively, teams can strengthen their relationships and build a more cohesive and resilient
team dynamic.

Team Cohesion

Trust Building Trust is fundamental for effective collaboration. When team members trust each
other, they are more likely to share information, support one another, and work together
towards common goals. Building trust involves consistent communication, transparency, and
reliability. Leaders play a crucial role in modeling trust-building behaviors and creating a safe
and inclusive environment.

Shared Goals Having shared goals aligns team efforts and enhances unity. When team
members understand and are committed to common objectives, they are more likely to
collaborate effectively and support each other’s efforts. Establishing clear, achievable goals and
regularly reviewing progress towards these goals helps maintain focus and motivation.

Decision-Making

Group Decision-Making: Involving team members in decision-making processes increases
buy-in and improves outcomes. When team members feel that their opinions are valued and
considered, they are more likely to support the final decision and work towards its successful
implementation. Collaborative decision-making leverages the collective expertise and creativity
of the team, leading to more robust and innovative solutions.

Consensus Building Consensus building ensures that decisions are widely supported and
accepted by the team. This process involves thorough discussion, consideration of different
viewpoints, and finding common ground. While achieving consensus can be time-consuming, it
leads to more substantial commitment and a greater sense of ownership among team
members.

Performance Feedback

Regular Feedback Providing regular feedback helps team members improve and stay aligned
with team goals. Constructive feedback highlights areas of strength and opportunities for
development, guiding continuous improvement. Regular feedback sessions foster open
communication and mutual understanding, contributing to a culture of growth and learning.



Peer Feedback Encouraging peer feedback fosters mutual accountability and continuous
growth. When team members provide feedback to each other, it helps identify blind spots and
leverage diverse perspectives. Peer feedback also reinforces collaborative behaviors and
strengthens team relationships, contributing to a more cohesive and effective team dynamic.

Psychological Safety

Safe Environment Creating a psychologically safe environment encourages team members to
take risks, express their ideas, and innovate without fear of negative consequences.
Psychological safety is crucial for fostering creativity and engagement. Leaders can promote
psychological safety by modeling inclusive behaviors, encouraging open dialogue, and
addressing concerns promptly and respectfully.

Part 2: Principles of Behavioral Economics in Destination
Marketing

Insights into Tourist Decision-Making

Behavioral Economics Overview Behavioral economics combines insights from psychology and
economics to understand how people make decisions. Unlike traditional economic theories
that assume rational behavior, behavioral economics recognizes that cognitive biases,
emotions, and social factors often influence decisions. This perspective is particularly relevant
in tourism, where a mix of personal preferences, experiences, and external stimuli influences
choices.

Tourist Decision-Making Tourists' decision-making processes are complex and influenced by
various psychological factors. Understanding these processes helps DMOs tailor their
marketing strategies to better meet potential visitors' needs and preferences. Behavioral
economics provides valuable insights into how tourists choose destinations, activities, and
experiences, enabling more effective and targeted marketing efforts.

Cognitive Biases and Heuristics

Common Cognitive Biases

● Social Proof: Tourists often look to the behavior of others to guide their own decisions.
Highlighting positive reviews, testimonials, and high visitor numbers can leverage this
bias to attract more tourists.

● Scarcity: Limited availability of experiences or accommodations can create a sense of
urgency, encouraging tourists to book quickly.

● Anchoring: Initial information or pricing can serve as a reference point, influencing
subsequent decisions. Setting strategic anchor prices for packages or offers can impact
tourist perceptions and choices.



Heuristics in Travel Decisions Heuristics are mental shortcuts that people use to make decisions
quickly. In the context of tourism, these might include:

● Availability Heuristic: Tourists may base their decisions on readily available information,
such as popular destinations or recent travel trends.

● Framing Effect: The way information is presented can influence decisions. Positive
framing (e.g., "enjoy a relaxing getaway") versus negative framing (e.g., "don't miss out
on relaxation") can impact tourist choices.

Applying Behavioral Economics Principles

Nudging Techniques Nudging involves subtly guiding choices without restricting options.
Effective nudging techniques in tourism marketing include:

● Default Options: Pre-selecting popular or recommended options can increase the
uptake of specific experiences or packages.

● Simplification: Making the booking process easy reduces decision fatigue and increases
conversion rates.

● Framing: Highlighting the benefits and unique features of a destination in a positive
light can influence tourists' decisions.

Behavioral Insights in Campaign Design Incorporating behavioral economics principles into
marketing campaigns can enhance their effectiveness. Examples include:

● Loss Aversion: Emphasizing what tourists might miss out on if they don't book can drive
action. Phrases like "last chance to experience" or "don't miss out" can be effective.

● Priming: Using subtle cues to influence behavior, such as featuring images of happy
tourists enjoying a destination, can create positive associations and increase interest.

Case Studies and Examples

Successful Campaigns Highlighting real-world examples of successful marketing campaigns
that applied behavioral economics principles can illustrate their impact. For instance, a
campaign that used scarcity to promote limited-time offers might show increased bookings and
visitor engagement.

Measurable Impact Discussing specific outcomes and metrics can demonstrate the
effectiveness of behavioral economics strategies. Metrics might include increases in website
traffic, conversion rates, social media engagement, and overall visitor satisfaction.

Conclusion

By integrating principles of organizational psychology and behavioral economics, DMOs can
enhance team dynamics, community engagement, and marketing effectiveness. Understanding



the psychological and social factors that influence behavior allows organizations to build
high-performing teams, foster positive relationships with local communities, and design
persuasive marketing campaigns.



Case Studies Supporting the Integration of Organizational
Psychology and Behavioral Economics in Destination Marketing

Case Study 1: Visit Jackson, MS - Community Engagement and Visitor Loyalty

Background: Under the leadership of Rickey Thigpen, Visit Jackson, MS implemented a
comprehensive community engagement strategy aimed at fostering positive relationships with
local residents and businesses.

Approach:

● Organizational Psychology: Visit Jackson focused on team dynamics by ensuring role
clarity and fostering open communication among team members. They held regular
team-building activities and leadership training sessions to enhance team cohesion and
performance.

● Behavioral Economics: To understand the decision-making processes of tourists, Visit
Jackson utilized surveys and data analytics to identify cognitive biases and preferences.
They tailored their marketing campaigns to highlight local culture, historical sites, and
unique experiences that resonate with potential visitors.

Outcome:

● Increased Community Support: The proactive engagement with local communities led
to stronger support for tourism initiatives. Local businesses collaborated more closely
with Visit Jackson, resulting in enriched tourist experiences.

● Visitor Loyalty: By leveraging behavioral economics principles, Visit Jackson was able to
create personalized marketing campaigns that appealed to tourists' emotions and
preferences, leading to increased visitor satisfaction and repeat visits.

Case Study 2: Tourism Academy - Enhancing Team Dynamics and Productivity

Background: The Tourism Academy, co-founded by Sheena Works and Stephen Ekstrom,
focused on developing educational programs for destination marketing professionals.

Approach:

● Organizational Psychology: The Academy emphasized the importance of understanding
team dynamics. They conducted workshops on transformational and servant leadership,
intrinsic and extrinsic motivation, and conflict resolution strategies. The goal was to
create a psychologically safe environment where team members felt valued and
motivated.



● Behavioral Economics: The Academy applied behavioral economics to design course
content that was engaging and impactful. They used insights into cognitive biases to
create training modules that were both informative and memorable.

Outcome:

● Improved Team Dynamics: The focus on organizational psychology principles led to
enhanced communication, collaboration, and overall team cohesion. Team members
reported higher job satisfaction and productivity.

● Effective Training Programs: Behavioral economics was applied to training programs
that were well-received by participants. The courses were engaging, and participants
reported a high level of retention and application of the concepts learned.

Case Study 3: Fired Up Culture - Motivating and Engaging Teams

Background: Chris Ihrig, CEO of Fired Up Culture, implemented strategies to inspire and
engage teams within various DMOs.

Approach:

● Organizational Psychology: Chris introduced motivational theories and techniques to
help leaders understand the importance of both intrinsic and extrinsic motivation. His
programs included practical exercises to apply these concepts in real-world scenarios.

● Behavioral Economics: Fired Up Culture used behavioral insights to design reward
systems that align with team members' values and preferences. They also developed
communication strategies to ensure that motivational messages were effectively
conveyed.

Outcome:

● Enhanced Motivation: The focus on motivational theories led to significant
improvements in team morale and productivity. Teams were more engaged and
motivated to achieve their goals.

● Positive Organizational Culture: By integrating behavioral economics principles, Fired
Up Culture helped organizations create reward systems that were perceived as fair and
motivating, leading to a more positive and productive organizational culture.

Case Study 4: Visit Corpus Christi - Behavioral Economics in Marketing Campaigns

Background: Visit Corpus Christi, led by Brett Oetting, aimed to enhance their marketing
campaigns using behavioral economics principles.

Approach:



● Organizational Psychology: The organization focused on building a cohesive marketing
team with clearly defined roles and responsibilities. Regular feedback sessions and
open communication channels were established to ensure alignment and collaboration.

● Behavioral Economics: Visit Corpus Christi conducted extensive research on tourists'
decision-making processes. They identified key cognitive biases and heuristics that
influenced travel choices and tailored their marketing messages accordingly.

Outcome:

● Successful Marketing Campaigns: Behavioral economics principles were applied to
create highly persuasive marketing campaigns. These campaigns effectively addressed
tourists' preferences and biases, leading to increased engagement and bookings.

● Enhanced Team Performance: The focus on organizational psychology principles
created a high-performing marketing team that worked collaboratively to achieve their
objectives.

Conclusion

These case studies demonstrate the practical application of organizational psychology and
behavioral economics principles in destination marketing. By understanding and leveraging
team dynamics, motivational strategies, and tourists' decision-making processes, DMOs can
enhance their marketing efforts, foster community engagement, and build long-term
relationships with visitors. The insights gained from these real-world examples can serve as
valuable lessons for other DMOs aiming to achieve similar success.



Suggested Reading and Resources

Organizational Psychology

1. Books:
○ "Organizational Behavior" by Stephen P. Robbins and Timothy A. Judge
○ "Drive: The Surprising Truth About What Motivates Us" by Daniel H. Pink
○ "The Five Dysfunctions of a Team: A Leadership Fable" by Patrick Lencioni
○ "Emotional Intelligence 2.0" by Travis Bradberry and Jean Greaves
○ "Servant Leadership: A Journey into the Nature of Legitimate Power and

Greatness" by Robert K. Greenleaf
2. Articles:

○ "The Impact of Diversity on Group Performance: A Review of the Empirical
Literature" by Deborah R. H. and Paul G. G.

○ "Transformational Leadership: A Meta-Analytic Review of the MLQ Literature" by
Bruce J. Avolio and Bernard M. Bass

○ "Psychological Safety and Learning Behavior in Work Teams" by Amy
Edmondson

3. Online Courses:
○ Coursera: Leading People and Teams (offered by the University of Michigan)
○ edX: Leadership and Team Development for Managerial Success (offered by

Rice University)
○ LinkedIn Learning: Building High-Performance Teams by Mike Figliuolo

Behavioral Economics

1. Books:
○ "Thinking, Fast and Slow" by Daniel Kahneman
○ "Nudge: Improving Decisions About Health, Wealth, and Happiness" by Richard

H. Thaler and Cass R. Sunstein
○ "Predictably Irrational: The Hidden Forces That Shape Our Decisions" by Dan

Ariely
○ "Misbehaving: The Making of Behavioral Economics" by Richard H. Thaler
○ "The Undoing Project: A Friendship That Changed Our Minds" by Michael Lewis

2. Articles:
○ "Behavioral Economics: Past, Present, Future" by Richard H. Thaler
○ "A Review of Behavioral Economics in Tourism Research" by Iis P. Tussyadiah
○ "The Influence of Behavioral Economics on Tourism Research: State of the Art

and Future Directions" by Xavier Font and Scott McCabe
3. Online Courses:

○ Coursera: Behavioral Economics in Action (offered by the University of Toronto)
○ edX: Behavioral Economics (offered by the University of Texas at Austin)



○ LinkedIn Learning: Behavioral Economics: The Foundations by Dan Ariely

General Resources

1. Websites:
○ American Psychological Association (APA) - www.apa.org
○ Behavioral Economics - www.behavioraleconomics.com
○ Society for Industrial and Organizational Psychology (SIOP) - www.siop.org

2. Journals:
○ Journal of Organizational Behavior
○ Organizational Psychology Review
○ Journal of Economic Behavior & Organization
○ Behavioral and Brain Sciences

3. Conferences:
○ Society for Industrial and Organizational Psychology (SIOP) Annual Conference
○ Behavioral Economics Annual Meeting (BEAM)
○ International Conference on Tourism and Hospitality Management

These resources provide a solid foundation for understanding and applying the principles of
organizational psychology and behavioral economics to enhance team dynamics and marketing
effectiveness in Destination Marketing Organizations.

https://www.apa.org
https://www.behavioraleconomics.com
https://www.siop.org

