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INTRODUCTION – 

Imagine a world where adventures are constant, and where adrenaline awaits at every turn. In the adventure tourism industry, there is one organisation becoming a European sensation, captivating both tourists and industry insiders alike. This organisation is ZipWorld, which is a private limited company (Gov.uk) with four locations: North and South Wales, Windermere, and Manchester (Visit Wales). The director and owner are Sean Taylor, with support from HSBC and leading mid-market private equity investor LDC, who are part of a management team (ZipWorld, 1). Having been around for only 10 years, they have 29 adventures and over 300 staff with a mission to ‘unleash the adventurer in all of us by making it safe, invigorating, and achievable’ (ZipWorld, 2). ZipWorld contributes to the tourism industry by offering a niche market of thrilling experiences that attract[image: ] tourists and create unforgettable memories. Secondly, they bring in revenue by attracting both domestic and international tourists. This influx of visitors helps support local businesses such as hotels, restaurants, and shops, boosting the overall Welsh economy. Not only this, but it creates jobs for the community and guides maintenance. So overall, its unique offerings, ability to attract, and ability to create jobs makes the business a valuable contributor to the tourism economy.

METHODOLOGY – CASE STUDY METHODOLOGY

Research methodology refers to the organisational approach used to conduct research and gather information. It's about how to ensure valid and reliable results that address the research's aims, objectives, and research questions. This involves the techniques, tools, and procedures used to collect and analyse data for academic purposes. For example, what type of data to collect, which can be qualitative or quantitative, who it was collected from, so this could be done using a sampling strategy, how to collect it with a data collection method, and then analysing it through analysis methods (Jansen and Warren, 2020). Research has the purpose of discovering answers to questions, with its main aim being to find out information that’s not yet been discovered or find more information about a topic. Each study may have its own purpose; however, the objectives can fall into the same brackets, such as familiarising yourself with a subject area, which is termed exploratory research studies (Kothari, 2004).
When gathering and analysing data, it is critical to comprehend epistemology. This can be seen as how we know what we know and how we interpret knowledge and truth. Your philosophical stance should be stated up front because it greatly affects how you interpret the data in research terms. Knowledge theory is the theory of knowledge, how it is collected, and from which sources (Dr. Brown). This leads on to subjectivity and objectivity, which refer to the perspectives and biases that can influence the interpretation of online data. Subjectivity involves personal opinions, emotions, and individual experiences that can shape how, when research is conducted, we analyse and interpret the content. Objectivity, however, aims to minimise personal biases and relies on facts and impartial analysis when studying online information. It's extremely important to be aware of our own subjectivity and strive for objectivity in our research (Letherby, Scott & Williams, 2014). 

The case study method is the research setting that will be used within this project. A case study is a recorded examination of a particular real-world item, circumstance, or hypothetical situation that is either presented analytically and conclusively or utilised as a teaching tool (Baron, McNeal, 2019). McLeod(2010) identified ways in which case studies are beneficial: it is that they highlight neglected issues and explore the meaning of findings from a previous large-scale study. Yin (2017) makes a distinction between non-research case studies and research case studies. This project will apply the research case study, which will follow a systematic procedure involving the collection of data, analysing the data, and drawing conclusions. The subject of this case study is ZipWorld, and it will focus on its presence and growth within the tourism industry and how it's become a £45 million turnover business (ZipWorld, 3). The project will use Yin (2009) explanatory research that will focus on collecting data about ZipWorld, providing the evidence, and then analysing it and providing explanations.
These methods were chosen because they enable a comprehensive, deeper understanding and analysis of the real-life experiences and impacts of ZipWorld on the travel and tourism industries. It will help gather detailed information, explore different perspectives, and draw on valuable insights. But also look at challenges such as the Covid-19 pandemic, successes, and its constant growth in the market. 
Triangulation originates from navigation, where a location is determined by using angles from two to three known points. However, when it comes to research, it involves the use of more than one approach to researching a question, with the main objective being to increase the credibility and confidence in the findings through the confirmation of two or more independent measures (Heale and Forbes, 2013). Triangulation will be applied to this project with qualitative research to avoid potential biases arising from using a single methodology. This will help to determine the completeness of the data found. The project will aim for 3 points of evidence: 1 being netnography, which is a qualitative research method to gather online data; 2 will look at ZipWorld company reports; and 3 will be a personal visit to ZipWorld.
This brings us to the project's analyses, which will mostly focus on Netnography—an adaptation of ethnography for the online realm. Rather than focusing on isolated content, it studies internet data as a unique social phenomenon (Kozinets, 2019). This analysis will be based on a collection of guest reviews containing information about their experiences published on the internet. This will help to to assist develop themes from the guests' points of view (Kozinets,2002). The other analysis used will be the 4E model: education, aesthetics, escapism and entertainment. Pine and Gilmore (1999) came up with this model of consumer experiences with a business. However, these experiences vary based on the consumer’s active or passive participation and their absorption or immersion in the experience. For instance, active participation will be used for ZipWorld as consumers are taking part and watching demonstrations (Jeong et al. 2009). Overall, this project will use a case study methodology that will contain secondary data such as public, online, and qualitative data. This is significant as it comes from a real-life setting, tells a story, and explores consumer experiences.

FINDINGS / ANALYSIS

Pine and Gilmore (1999) once indicated that it is extremely important to create memorable experiences. These remarks link perfectly to what ZipWorld is about and what it provides.  Sean Taylor, director of ZipWorld, states, “We have ambitions to deliver Zip World’s iconic experiences to more customers and create more unique attractions” (ZipWorld, 3). This will benefit customers as it’s meeting their needs and providing more unique experiences. This ambition was halted during the Covid-19 pandemic, with the businesses having to reassess their business models and close until further notice as, pre-Covid the main target market was not from around Wales. This meant no income, staff redundancies, and worry about the business going bust. However, ZipWorld saw this as an opportunity to relaunch bigger and better, placing 98% of staff on the furlough scheme and focusing on reopening. Through the Welsh Government, they retained all staff, who are said to be the backbone of the organisation, and this enhanced their relaunch plans (ZipWorld, 4). Post-Covid ZipWorld returned profit and reported 180% revenue growth with a huge rebound. From around £8 million in 2020 to £23,542,833, not only this, but the number of employees grew from 301 to 448, and customers came flooding back from 193,000 in 2020 to 542,000 a year later. The company stated, “The directors attribute this growth to a combination of strong post-Covid trading during the summer of 2021 as they benefited from international travel restrictions and reduced trading”. The company cleverly invested in its marketing strategies to widen their reach and engagement during this period, while many of its competitors, like GoApe, dialled down on their marketing budgets. As a result of this, they grew their market share and gained brand recognition at a faster rate acquiring a new hotel in Snowdonia (Propel Info, 2022).

After the pandemic, the business had to focus more on customer safety, which led them to onto 7,500 pieces of equipment. This is where they started to get professional maintenance staff in to inspect the small items every month, such as harnesses, and then daily check the cables, with a range of things inspected at numerous levels. Considering their growth, they did not want to go wrong, which is what happened in the past with lost records and items that were vital for inspection. So Papertrail was introduced to manage all its inspection activity, with the system now handling 7,500 records on behalf of 46 members of staff who deal with critical business tasks such as employee qualifications. This has benefited the company by reducing corporate risks, improving health and safety compliance, and enhancing overall workflow. So, being fast-growing within the sector, they were allocated more than £6 million in matched funding by the government as part of the North Wales Growth Deal. This will be to help “lead the way as a leading responsible tourism destination” and reduce the impacts of seasonality, creating more jobs for people during off-peak seasons and improving congestion during its peak periods. Not only that, but the funding will help create sustainable transportation links between sites and rural areas with electric buses (Butler, 2023).

 ZipWorld now has a project called “Responsible Adventure”, allowing them to develop a cable car experience to enhance the visitor experience and strengthen the region’s sustainable, thriving economy. This project will be a stepping stone for a B Corp company with a vibrant, sustainable, and resilient local economy. Using Netnography, point 1 was TripAdvisor, which was used to analyse visitor reviews, with 3,571 being excellent. Many customers took to their social media accounts to boast, “one for anyone's bucket list, "amazing experience, “Exhilarating and breathe taking, and “fun”. These comments were all responded to by ZipWorld which thanked its customers for visiting and explained how they would pass on the kind remarks to their staff (TripAdvisor). Point 2 investigated the North Wales tourism report from 2018 on ZipWorld. This report highlights visitor influences and digital connectivity; a table shows 60.79% of visits to North Wales had ZipWorld as their main motivation, with reviews online up by 20% and engagement online up by 150% (North Wales Tourism, 2018). Lastly, the third point was a visit to ZipWorld. From my personal perspective, from the moment you arrive, you feel the rush of excitement in the air. The staff are welcoming and friendly, ensuring you are taken care of. They explain the safety procedures, and then your leave feeling fully engaged and exhilarated. The whole experience was well organised and ran smoothly, allowing me to focus on having a good time. They truly know how to create an unforgettable experience.
In summary to the analysis were the 4E model (Pine and Gilmore, 1998) looked at customer experiences as entertainment and aesthetic as passive participation and educational and escapist as active participation. Zipworld guests fall into two categories: Escapist being immersed as they become engrossed by participating in a different time or place through zip lines and trampolines in caves. But it is also entertainment and absorption, as they are pulled in by the performances of others during demonstrations and through advertisements. 
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CONCLUSIONS AND LIMITATIONS 
In conclusion, this research project on ZipWorld has had a major strength of shedding light on the businesses remarkable success as a major player in the tourism industry, with it now entering the short-break market with adventures for everyone (Ralph, 2023). The company's continuous expansion, innovative attractions, and focus on customer engagement have contributed to its growth and popularity. Customers really do have long-lasting memorable experiences, and this is shown through Netnography and three points of evidence in the analysis. However, it is important to acknowledge certain limitations. For instance, the project was constrained by the availability of some data, which limited the depth of the analysis. Additionally, the study was conducted within a specific academic framework, which may have influenced the scope of the research. Despite these limitations, the findings provided were credible, and provided a valuable insight into ZipWorld’s growth trajectory, and offered a foundation for future studies in this area.
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