THE NEW FACE OF

CUSTOMER EXPERIENCE
How to deliver revolutionary digital customer
experiences in a post-covid world
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TRAVEL & HOSPITALITY
TRENDS & OPPORTUNITIES

It is a matter of deep personal conviction for many
people to travel. For others, it is a matter of business. From
ease of mobility and awareness of new destinations, as
well as a source of information and commerce, to just pure
excitement for taking your next vacation, the $1.4 trillion
industry has been growing at an exponential rate over
recent years.
The growth of the industry is inevitable; it's
already happening. More people are traveling abroad
than ever before, and it's not just because they want
to see new places—it's also because they want
better quality experiences.
Today, more than 70% of North
Americans are currently planning a trip and/or
dreaming about it. 70% of North Americans
also want to go on an unplanned getaway
and 66.2% expect travel inspiration to play a
role in their travel plans. The number of
anticipated leisure trips in 2022 is also on
the rise.
During these disruptive times, customer
experience will be the deﬁning factor
over the next decade. This means that
businesses in the travel and
hospitality segment need to work
better to meet their customer's
expectations, understand their
attitudes and analyze their
behaviors in order to surpass the
other rivals and to create a high
level of customer satisfaction.

80%

80% of North Americans will plan a
vacation in the next 6 months

1.7M

The industry faces a shortfall of 1.7M
jobs due labor shortage

52%

52% of travelers are members of at
least one hotel loyalty program

A roundup of the most interesting trends
in travel and hospitality
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In this fast-paced scenario, providing a new level of service is what
matters the most to give a competitive edge to any company. It is essential
for them to be able to address their customers’ speciﬁc needs in a
personalized manner, especially the ones that will have a direct inﬂuence on
their travel plans.

The best way to get new customers is
through referrals from happy ones.

89%

83%

67%

Share updates about
destinations they love

Share updates about
their great hotel stays

Share updates about
great transport
Source: hiverhq

In the following chapters, we will take a quick overview of the industry and its impact on daily
operations by redeﬁning customer loyalty. We will analyze how co-innovation is shifting the playing
ﬁeld and future customer expectations to ensure that businesses make their mark in the minds of
consumers. Lastly, we will discuss ways to grow your business through a series of tactics that you
can use as templates for your own company.
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COVID19

IT'S IMPACT & THE
AFTERMATH

It's hard to believe that we're almost three
years into the pandemic. And although it has
caused disruptions across many industries,
there's one that has really taken it on the chin:
travel and hospitality. The outbreak of the
coronavirus has caused mass cancellations
and decreased bookings, with most countries
either on lockdown or practicing social
distancing.
About half of hotel markets, representing
72% of hotel rooms in the US, are still in a
recession or depression. These numbers
indicate that most of the hotel industry has a
long road to recovery, especially when
considering that an occupancy rate of 35% or
lower makes it impossible for many hotels to
stay open.
Based on a survey conducted in 46 countries,
it was found that in a pandemic scenario,
conﬁdence in communications from the local
government about personal safety and
security are the main factors people consider
when making travel decisions.

“

The pandemic has caused
many companies to
rearrange their priorities
and reshape their business
models around CX.

Despite the pandemic forcing travel and
hospitality companies to rearrange their
priorities, many are now seeing this as an
opportunity to shape their business models
around customer experience.
With technology playing a critical role here,
companies are working on offering digital
experiences that deliver value quickly as well
as support ﬂexibility in fast-changing times.
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The COVID-19 pandemic had a profound impact on the U.S. aviation industry. Passenger trafﬁc in
April 2020 was 96% lower than April 2019, and stayed 60% below 2019 levels in 2020.
Effects cascaded across airports, repair shops, and the supply chain. For example, in response to
reduced demand, airlines parked or retired many aircraft, which reduced demand for maintenance.
Cruises are not high on travel lists: 80% said they’re neutral or
unlikely to take a cruise in the next 12 months, an increase from
both our previous surveys in 2020. Exceptions are
18-to-24-year-old deal-seekers and high-income consumers
(household income over $250,000).

The future of air travel and
hospitality is here, and it's all about CX.
INDUSTRY INSIGHT
The airlines are looking forward to
welcoming travelers back again.

CX RECOMMENDATIONS
Offer an interactive space for customers to
ask questions.
Train your customer service agents to
communicate clearly with your customers.
Partner with a superior CX company to offer
consistent experience across multiple
channels.
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THE 'NEW TRAVELERS'
& THEIR EXPECTATIONS

If you haven't already heard, there's a 'new' travelling on the horizon. And it's a doozy.
These new travelers want more than ever to feel connected while they travel, and this includes
being able to work effectively both in private, as well as in a social environment. They want to be
able to relax in their hotel rooms but also have the ability to set up meetings or host events for
clients.
It all points to this: companies must be
increasingly competitive as they strive to
maintain their edge. In order to do so, it is vital
for them to deliver a superior customer
experience that makes each customer feel like
their business is the only one. Although most
companies are aware of this, not all of them
are able to achieve it with ease.
Unlike the pre-pandemic era, brand trust has
now become one of the most important
factors for consumers looking for air
transportation and hotel stays. However, the
deadly pandemic has caused a shift in
consumer priorities, with price becoming a
major factor when choosing an airline or
hotel.
Hotels and airline companies are interested in
persuading customers to return, and they use
targeted offers to do so. Hotels also want to
attract new customers, and they are eager to
reach 39% of people who have not yet made
up their minds—these consumers may
become dedicated patrons if they receive
targeted offers early on.
As consumers lose faith in private companies
to provide them with the information they
need to make travel choices, airlines, hotels
and short-term rental companies will have to
align their communications with trusted
sources of public safety data.
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55.7%

56.5%

of travelers
prefer visiting
places they
have not been
to before

more carefully plan
trip details

23.2%

46.9%

take short trips
while 17% of
them take longer
ones

are more motivated
to travel

32%

64.2%

take trips closer to
home while 13.7%
take trips further
from home

more sympathetic
to frontline travel /
hospitality staff

The modern traveler's habits have changed in recent years

When making vacation and travel plans, 80%
of consumers say they make their choices
based on information from their travel
providers. They feel more relaxed and better
understood by travel providers who talk
honestly with them about their options.
To alleviate any customer anxiety over travel
and tourism, companies in the industry must
give them reassurance through every channel.
Travel and hospitality companies must reach out
to their consumers in every channel they might
expect, both digital and physical.
They must provide clear, consistent information
across all channels so that consumers have ample
reassurance when they make travel plans. Traditional
word-of-mouth referrals can't be the only source of
your marketing.
In order to attract customers, you must also move
beyond traditional word-of-mouth referrals, and rely on
social media and other marketing channels to cement
loyalty.
The old ways of doing business will no longer work for
you in this new world.
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GET YOUR CX RIGHT WITH

CONTACTPOINT360

In today's world, the need for real time engagement with customers has transformed the way
organizations interact. This is where ContactPoint360 comes in.
Our expertise spans omnichannel services that cover airline and cruise ship back-ofﬁce operations,
customer retention efforts, prebooking, inbound & outbound acquisition, and payments.

Our CX solutions solve all your customer service issues

Forecast demand surges to improve CX using
technologies like chatbots, AI, analytics, RPA and more.

Deliver delightful experiences via best-in-class
technology and highly trained agents.

Gain valuable guidance about travel destinations,
ﬁnancial considerations, and accommodations.
Offer personalized experiences both online and
ofﬂine by managing loyalty programs, bookings &
cancellations, travel insurance and more.
Consistently set higher benchmarks when it comes
to customer loyalty, CES, NPS, and CSAT scores.

Improve guest satisfaction by delivering quality
customer service across lines of businesses.

Our team will work with you to develop a complete customer service strategy that gives your
customers the convenience and ﬂexibility they want, no matter how they choose to interact with
your business. This way, you can stay ahead of demand ﬂuctuations and unlock operational
efﬁciencies no matter what time of year it is.
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WHAT'S NEXT

FOR THE TRAVEL &
HOSPITALITY INDUSTRY?
The digital revolution has changed everything—and now it’s changing you.
For years, customers have been demanding more from companies. There's no question that the
COVID-19 pandemic has only accelerated the need for better customer experiences. The
post-COVID world is all about delivering revolutionary digital customer experiences. And this is
where you come in.
As a leader in your industry, you know how important it is to succeed in today’s market and get
ahead of the game. To do that, you need to be bold and daring. You need to step up your game and
deliver superior customer experiences across every contact point—and as quickly as possible.
That's why we created ContactPoint360—a powerful CX solution that enables you to
deliver revolutionary digital customer experiences from anywhere at any time on any
device—and it’s available right now! Click here for more information or click here for a
demo of our CX solution.
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ABOUT

ContactPoint360
ContactPoint360 is a leading business process
management expert uniting people across the world
through our omnichannel communications systems
and bespoke approach.
Our team has over 80 years of combined experience
helping companies streamline operations, support
customer experience initiatives, collect with care, and
drive cost savings.
We possess deep subject matter expertise in a wide
array of industries including Finance, Energy, Retail,
Healthcare, Travel & Hospitality, and more!
Our cloud consulting services help you evaluate the
wide variety of options on the market and ﬁnd
solutions that ﬁt your needs. We offer a
comprehensive approach to cloud migration,
determining possible use cases and analyzing the
feasibility of each option.
Our team carefully reviews gaps in your existing
technology to ﬁnd compatible solutions that support
all your business objectives.
We build customer loyalty with genuine empathy, deep
product knowledge, impeccable communication skills,
and advanced technology.
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Create Exceptional
Experiences for
your customers.

Our team of experts is ready
to tackle any CX challenge
you throw at us.

httTalk
ps:/ contatoctpoinOur
t360.com/CX
talk-toExpert
-our-cx-expert/

www.contactpoint360.com

