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Executive Summary

A pulse of how 3,000 of the world’s top travel and hospitality companies
deliver support on email and social channels.

The travel and hospitality industry was greatly affected by the COVID-19 Pandemic. Customer service teams at
airlines, hotels, cruise lines, event and venue spaces, and car rental companies were propelled to the front lines
as a flood of cancellations, concerns and confusion resulted in spikes in ticket volume as company policy and
government regulations evolved constantly.

As personal and business travel starts to resume, the quality of customer service remains as critical today as in the
early days of the pandemic. Even pre-Covid, we were seeing a huge shift in customer expectations for immediate,
omnichannel and effortless customer support, and this has only further solidified post pandemic. Today, travelers
expect to be able to reach out on their preferred channel and get a meaningful and thorough response quickly.

In this edition of Netomi’s Customer Service Benchmark Report, we looked at how 3,000 of the world’s largest
travel and hospitality companies provide support on two of the most popular digital platforms: email and Twitter.
We found that travel and hospitality brands are failing to meet expectations. Only 12% of companies offer support
on both channels, nearly 38% companies don’t offer email support and only 46% have Twitter profiles.

Shockingly, the companies that have email addresses or enable direct messaging on Twitter often completely
ignore their customers: 70% of emails and 46% of social messages are never responded to. Even if companies
respond, customers are left with unanswered questions: 97% of email responses do not provide a meaningful,
thorough answer, compared to 72% of responses on Twitter.

A silver-lining: our Customer Service Benchmark Report found that the companies that respond on email and
Twitter do so quickly: 57% respond to emails within the first 3 hours and 22% respond within the first 15 minutes on
Twitter.
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Key takeaways

Omni-channel is rare: Just 3% of all travel companies respond with non-automated

responses on both channels

Email and social support is hard to find: Nearly 38% travel companies don’t offer

email support and 55% of companies don’t have a Twitter profile

Customers are ignored: Nearly 70% of all emails are ignored and 46% of direct

messages on social media are never responded to

Travel companies are not empathetic: Only 11% of travel and hospitality companies
show empathy in email responses and 26% don’t show any empathy on social media

support

Email response times are fast; social are even faster: Of the companies that respond,
57% of travel companies that prioritize email respond within the first 3 hours and more

than 1in 5 companies respond to direct messages within the first 15 minutes

Responses are not thorough: 97% of email responses do not provide a meaningful
answer in the initial email response and 72% of companies don’t provide a relevant

response on social media

Larger companies provide faster support on social compared to email: The largest
travel and hospitality companies (5,000+ employees) were the slowest responders on
email, with an average response time of over 27 hours, but the quickest on Twitter,

responding to social messages in 5.8 hours, on average

The airlines with the best social support are: Spirit Airlines, airBaltic, Cathay Pacific,
RwandAir and Virgin Atlantic; the airlines with the fastest social support are Ryanair,
SpiceJet, Horizon Air, Virgin Atlantic and Spirit Airlines

Response times differ around the world: Travel and hospitality companies based in
North America have the fastest response times on Twitter, responding, on average,
in just under 13 hours, while companies in Latin America are the slowest (average 27

hours)

Personalization is lacking: 28% of companies did not respond to a customer by their

first name in email responses or on social media
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Methodology

Our study includes over 3,000 travel and hospitality companies from 114
countries with 47 native languages.

We used apollo.io to find the largest 3,000 travel and hospitality companies globally.
We manually checked corporate websites to find support-related or corporate email addresses. Of the 3,000
companies, we were able to find 1,876 email addresses. We also checked for Twitter accounts for every company,

and found that only 1,366 companies had profiles and only 670 enabled direct messaging.

We sent an email to each company—translated to the native language of their home country—as a customer
looking for cancellation / refund policies for an upcoming booking in light of COVID-19 uncertainty.

L] I Y~

to Travel ~

Good moming,

Do you offer trip protection or insurance? 'm planning a trip to visit my elderly grandmother this spring, but with the uncertainty around Covid and vaccine availability, I'm a little nervous to book right now given there are so many factors outside of my control. |
really don't want to wait much longer to book, but need to make sure | have the ability to get my money back if needed.

Thanks so much

We also send a direct message to each company on Twitter reporting about a poor experience during a recent
trip.

Hi, Customer Service Team,
You need to do a better job training your staff. During
a recent trip, | was treated so poorly. | was shocked

with your employees. As a paying customer, |
expected much better service. | will be telling my
Qe friends about my poor experience.

Netomi’s research team created a proprietary index to measure the quality of customer support: the Support
Performance Index (SPI). The SPI is a 100 point scale that is measured differently on each channel. The overall
SPlis an average of a company’s Email-SPI and Social-SPI. The Email- SPI is measured by personalization

(5 points), empathy (10 points), relevance (25 points), CSAT survey (5 points), automated response (5 points)
and resolution time (50 points). The Social-SPIl is measured by personalization (5 points), empathy (25 points),
relevance (25 points), automated response (5 points) and resolution time (50 points).
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Omni-channel customer support is extremely rare: only
12% of travel companies offer support on two channels

Consumers demand convenience and choice. When
they have an issue, people want to reach out on their
channel of choice, which can fluctuate depending on
the issue they are facing. We found, however, that
nearly 9 out of 10 travel and hospitality companies 11.5%
don’t offer support on the leading digital channels.
Of the companies that respond to customer service

33.5% 55.0%

Twitter and Email

messages, we found that only 12% respond on email onty Tuter only Emal
and Twitter. Email is the more used channel with 55%

of companies responding, compared to just 34% on

Twitter. Omnichannel Response Rates

Of the companies that provide both email and social media support, resolutions are not thorough and
meaningful. More than 3 in 4 companies (76%) of companies average between 20 - 40 on the Support
Performance Index (SPI), which measures response time, relevance, personalization and empathy of a response.

L | L} -

tome ~

Hi I

Thank you for your enquiry.

No, we do not offer any but there are lots of Insurance companies that do, just google one?
What dates are you thinking about?

We have plenty of apartments at the moment, so give me a call in a few months and we will play it by ear?

Kind Regards

‘ Hi there! How can we assist you today?
|
Hi, Customer Service Team, You need

to do a better job training your staff. During a recent
trip, | was treated so poorly. | was shocked with your

employees. As a paying customer, | expected much
better service. | will be telling my friends about my
poor experience.

. Hi there! How can we assist you today?
|
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When looking at the average industry performance of companies that provide omni-channel support, cruise lines
perform the best with an average SPI of 34.23 (out of 100), followed by ground transportation companies (busses,
car rentals, trains) (31.77) and airlines (30.77). The average SPI for all companies that offer omni-channel support is
28.97.

Airlines )). ).} 30.77

Cruises
Hotels

Ground Transportation

OTAs

SPI Score by
Sub-Industry Venues and Events # i 25.40
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SPI Leaderboard Y

Company SPI Score (out of 100) Sub-Industry
whakanow 77.69 D
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\ 4 68.87 ©
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TRl-DENT 65.59 Hotels
YoEes 65.47 -
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WelcomeBreak 63.87 HI_:
Q 62.50 m
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Alcarnival 62.36 -
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Nearly 2 in 5 Travel Companies Don’t Offer Email

Even though email remains the preferred channel of choice, nearly 2 in 5 travel and hospitality
companies (38%) don’t have a readily available email address. Of those companies that have an email
address, shockingly 68% ignore customer emails and never respond to a simple question about trip

protection and insurance.

62.5%
Travel and hospitality companies

}X{ }X{ }X{ x }X‘ with an email address

@ Valid email address

}X‘ E No email address

68.4%

Do travel and hospitality
companies respond to emails?

® VYes
® No
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Travel companies often fail to provide a meaningful,
thorough email response

The average Email Support Performance Index (SPI) score was 52.7 out of a possible 100 points. The
Email-SPI looks holistically at the response including personalization, empathy, relevance, CSAT survey and
response time. This low average signals that even if companies are responding to emails, the quality of the
response needs to improve to ensure customers get the information that they need and are not required to
reach out on another channel.

The best performing travel company on email is Wakanow, an online travel agency, which scored 77.7 out of
100. Other top performers are Aero (74.08), Pegipegi (73), and Soaring Eagle Waterpark and Hotel (72.58).

236
200
200
g 150 122 T
g =
o 100 97
o. S
Travel & Hospitality z .
50 i
Company Per?rmﬁ]rlsclael . . 5 2 - .
on emali- . .
Email-SPI Range
Email-SP| Leaderboard
Company Country Email-SPI Sub-Industry
Y
Wakanow I I 77.67 Lo
Nigeria OTAs
aTnstio. o Q
dfro il 74.08 ©
Mexico OTAs
. 2 Y
O pegipagi - 73.00 Lo
Indonesia OTAs
Ul E I—.

s
et 72.58
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> Lz
=

ital,i,ﬂn Del,i,ghtﬁ

0
Cap-5-00500) 7217 D

G TolRs O Australia s




)~

Airlines
Company d Email-SPI
Capdir 66.42
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Company J Email-SPI
A 61.83
Cruise Lines
P 61.42
1)) PONANT 60.50
=]
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Wakanow Help Tearm [ I ¢ -~

oeor

Thank you for contacting Wakanow.

We acknowledge your mail and most willing to assist you.

Kindly provide your travel destination/ take off country , to advice you appropriately on the Covid-19 protocol . However, please find below the insurance plan/price we offer .
#15,200 for 30days single trip

#30,000 for 3months single trip

#40,000 for 6months multiple trip

#55,000 for 1year multiple trip

We await your response .

Thank you for choosing Wakanow

Wakanow.

W: www.wakanow.com

Nigeria: Phone: +234-12773010, +234-7009252669
Ghana: Phone: +233-(0)307082484, +233-(0)242435515
Kenya: Phone: +254 207 640 120

E:i K com/ i com/ inf co.ke

WhatsApp Nigeria: +234-9087873524 Ghana: +233 596913909

For more information on the COVID-19 pandemic
and guideines on airfines tickets affected by travel resrictions

Thank You for choosing Wakanow

Best Regards

Wakanow Support Team

cs@pegipegi.com | -
tome «

¥ Indonesian ~ > English ~  View original message Always translate: Indonesian
Dear I

Thank you for choosing Pegipegi as your vacation partner.

We are happy to inform you. For matters of insurance, Pegipegi collaborates with several well-known insurance partners in Indonesia,
presenting the most complete protection package for Mr. Steve's trip. For procedures for buying travel insurance, you can check the following
link: https://www.pegipegi.com/help/asuransi-8/bagaimana-cara-membeli-asuransi-perjalanan-di-pegipegi--35

And regarding refunds or refunds, it refers to the policies of each airline, generally all tickets can be refunded but will be subject to a
cancellation fee. For refunds, it can be in the form of funds or in the form of a voucher or refund coupon that can be used for your next trip.

Thus we convey this information, thank you for Mr. Steve's attention.

If you have any further questions, please do not hesitate to contact us via email cs@pegipegi.com or through our whatsapp chat service on
0819 4897 777.

Are you ready for adventure today? #Pegipegi

Best Regards,

Companies that scored high on the Email-SPI Leaderboard
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On Time Responses: 57% of travel companies that
prioritize email respond within the first 3 hours

Customers today expect fast responses. The travel companies that have email addresses are generally
quick to respond: 32% respond within the first hour; 57% respond within the first three hours; and nearly
85% respond within the first 24 hours. This means, though, that 15% of companies don’t respond to

customer emails on the first day.

The fastest responders are: Falkensteiner Hotels & Residences (2 min, Austria); Johnson’s Beach &
Resort (2 min, United States); ALTOUR (3 min, United States) and Clarity Travel, (3 min, UK)

Email Response Time

0-1hours @
1-3 hours
3-24 hours
24-48 hours
2-7 days

7+ days

Fastest Responders

Company

X

32.2%

27.7%

8.0%
6.4%

1.0%

FALKENSTEINER
Hotels & Residences

e
[)each

) /{?/fﬂmﬂ’g

ALTOUR

(C cary

-
Country Sub-Industry Response Time
— lem
— Cotel 2 min
Austria S
= .
= 2 min
United States Hotels
== .
o) 3 min
United States OTAs
S L]
s © 3 min
United Kingdom OTAs



-

Airlines
Company Response Time
o 6 min
PRIVATE JET SERVICES
Xo/EeT 14 min
alinES B 17 min
D
OTAs
Company Response Time
ALTOUR 3 min

(C crariry 3 min

Almosafer 5 min

Venues and Events

Company Response Time
PORTHVAN .
ENTERPRISES LIMITED 3 min
‘, 5 min
e
BreakFre= 7 min
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lm

Hotels
Company Response Time
HOTELS & RESIDENCES 2 min
P 2 min
CAME?BACK 4 min
RESORT

o
Ground Transportation

Company Response Time

fjordline 7 min

10 min
Thrittly M mi
Car & Van. /75%7//&1/ m I n
4
Cruises
Company Response Time
) PONANT 6 min
VgIINJDISS'l;ASR 31 min
N .
Fred.Olsen 38 min

Cruise Lines
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Guests are greeted by name: Email personalization is
a bright spot for travel and hospitality companies

Personalization is a defining element of good customer support, and by and large, travel and hospitality
companies are delivering personalized support on email. In our study, we defined personalization by
addressing a customer by name and an agent humanizing the response by using their own name.

While 28% of companies did not respond to a customer by their first name, over 3 in 5 companies (63%)
fully personalize email responses.

325

300
200

1]

QL

c

©

Q

5

o 100

-

3]

]

z

68 74

Email ; 46

Personalization E E
0

Score

(0] 1 4 5

Personalization Score

RE: [EXTERNAL] Need Assistance!!! inbox x & ©
ocom | -

Thank you for contacting Azamara. We are deeply sorry for the delay in our reply and hope this email finds you in good health.
Azamara understands your concerns. It is recommended that all guests purchase travel protection to cover the entire cost of their holiday. Regrettably, Azamara only offers travel protection to our North American Market

‘We continue to closely monitor global developments regarding the coronavirus, and we are fully focused on protecting the health and safety of our guests and crew. Azamara has implemented our Cruise with Confidence policy in place for reservations made before
31MAY21 and is applicable for all sailings thru 30APR22. This means you have the option to cancel your voyage and receive a 100% Future Cruise Credit of total cruise fare paid.

You also have the option for your reservation to be rescheduled any Azamara sailing before final payment date. Subject to availability.
Thank you for your understanding.

Sincerely,

Azamara Reservations
UK Reservations Assistance: 0344.493.4016
Reservations Assistance: 855.292.6272

AZAMARA®

Azamara delivered a highly personalized response
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Email responses leave unanswered questions: 53% of
emails do not fully resolve a customer’s question

In our study, we asked travel and hospitality companies about trip protection or insurance options in case
of a cancellation due to Covid-19 vaccination and uncertainty. As a customer, you would expect an email
response to inform you about:

@ ©® ©& @

Insurance availability An explanation of the A link with more information Cancellation or trip
and options policy if one exists and the ability to purchase modification policies

Surprisingly, more than half of companies that responded to emails (53%) scored on the lowest bracket on
our Relevance Score, not including key information that would answer a person’s question. A whopping
97% lacked key information which would likely see a person responding for clarification or reaching out
on a different channel. This leads to increased customer frustration and costs.

300
274
200
3 169
C
@©
o
£
[
(@) 100
et
o
i o
Email g 57
Relevance E 12 1
0 [ ]
Score
0-5 5-10 10-15 15-20 20-25
Relevance Score Bracket
I I -
¥ German ~ > English = View original message Always translate: German

Good day
Thank you for your message.

We offer a combined travel insurance package, which you can book with us when you book your trip. This insurance covers all diseases.

If a destination s added to the BAG's list after booking a package deal (flight and hotel), you can cancel it free of charge with us (excluding service package and insurance) or you can rebook o a new date.
For questions we are happy to assist you.

With kind regards

Hotel plan Suisse
MTCHAG

Sagereistrasse 20

CH-8152 Glattbrugg (Switzerland)
Phone: +41 43 211 88 84
internet-travelshop@hotelplan.ch
‘www.hotelplan.ch

fplan

The most important questions and answers about the coronavirus can be found here

b% Please consider our environmental responsibility: Before printing this e-mail, ask yourself whether you need a hard copy!

Only one company, Hotelplan Suisse, scored a nearly perfect Relevance Score, providing a fully thorough response that would satisfy a customer’s inquiry n



*netomi

Empathy is extremely rare for travel and hospitality
companies

In the email to travel and hospitality companies, the customer referenced concerns about booking a
reservation due to uncertainties around COVID-19. This is a concern which can be nearly universally
understood, and especially given the impact the pandemic had on the industry, one would expect
customer service agents to address a person’s concerns and feelings.

Of the companies that responded to emails, only 11% showed empathy by acknowledging a customer’s
concern over COVID-19’s potential impact on their travel plans. Furthermore, only 1% discussed health
and safety measures their company was taking to mitigate risks around COVID.

Are travel and hospitality
companies empathetic over email?

Yes @ w

No

Most Empathetic Companies

Company Country Sub-Industry
ﬂl
Y — -

TR :OE,ELES NT India Hotels

£ v by = m
ﬁ)%n% %\[\ r\% United States Hotels

— -
< >, LONGWOOD n
S > GARDENS .
¢ United States Venues and Events
ITC'S HO:I'F} GROUP India Hotels

[ B

a B CONFIABLE I
Mexico OTAs

i
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oo

Thank you for your email

We absolutely understand your uncertainty surrounding the COVID - 19 pandemic and the vaccination that we are all subject to.

Unfortunately, we do not provide any trip protection or insurance for our guests. But we certainly can offer the free cancellation of your reservation within 24 hours of your arrival o free amendments of your reservation to the dates of your choice. The direct bookings with
the hotel are charged only upon your arrival hence you will have 24 hours

to cancel your booking or amend your stay.

I hope this gives you peace of mind to book with us. We are hoping to be fully re-open for all leisure guests from the 17th of May (pending government approval).

If you need further information please do not hesitate to contact us.

Kind Regards

Reception Team

The Falcon Hotel
68F

RE:Need Assistance!!"ITC Hotels=006-224-778" Inbox x & 2
Reservations <reservations@itchotels.in> = I “-
tome «

Dear NN

Namaste

Hope you and your loved ones are doing well.

This is in reference to your below mail, we would like to inform you that your well-being remains our highest priority. With the launch
of our safety initiative "WeAssure", which is one of its kind health, hygiene & safety initiative, we have introduced elevated hygiene
protocols, state-of-the-art technology and advanced disinfectants as recommended by World Health Organisation (WHO) and
Ministry of Health & Family Welfare (MOHFW) across all touch points for your safety and well-being. Each experience at the hotel
starting from arrival to check-in and check-out experience, to dining and the stay experience, all have been fortified by heightened
standards of hygiene protocols.

I am attaching a document giving detailed programme guidelines of "WeAssure" initiative.
With reference to the trip protection or insurance, we would like to inform you that ITC Hotels do not offer any such scheme.

We would request you to share the hotel name and your travel dates to enable us to process the reservation. Also would like to
inform you that the standard cancellation policy applicable at most of our hotels is 24 hours.

We are delighted at the prospect of welcoming you to our hotel."

Should you require any further assistance, kindly contact us at 1800-102-2333, 1800-419-6444 or +91 124 4816 900, +91 124
6718 000 or email us at reservations@itchotels.in.

Best Regards,

|

Reservation Associate

Guest Contact Centre | ITC Hotels Centralized Services

ITC Green Centre, Plot Number 3, Sector 5, IMT Manesar, Gurgaon - 122050

Email: reservations@itchotels.in |Tel: 18001022333, 18004196444 Toll-free India | +91 124 4816 900; +91 124 6718 000 Direct
Line International.

www.itchotels.com | www.welcomzestlounge.in | Time Zone: GMT + 5:30 hrs

fb.com/itchotels | twitter.com/itchotels |youtube.com/itchotels | instagram.com/itchotel

Examples of company responses that displayed empathy
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Which industries provide the best and fastest resolutions?

Travel and hospitality industries prioritize email customer support differently. Ground transportation
companies have the hightest Email-SPI (53.68) and respond fastest (9.2 hours). Airlines scored lowest on
the Email-SPI (48.89) and have the second-slowest response time (16.36 hours), faster only than cruise lines

(23.16 hours).

un L=

GROUND TRANSPORTATION HOTELS AND RESORTS
Email-SPI: 53.68 Email-SPI: 53.42
Response Time: 9.20 Response Time: 12.43

a'a'a
K3 wnllV

VENUES AND EVENTS CRUISES
Email-SPI: 51.66 Email-SPI: 51.24
Response Time: 9.64 Response Time: 23.16

S

OTAs

Email-SPI: 52.54
Response Time: 12.53

).).

AIRLINES

Email-SPI: 48.89
Response Time: 16.36

*Response Times are in hours
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Where in the world is email support the best? APAC.

Travel and hospitality companies in the Asia-Pacific region (APAC) are the fastest email responders,
getting back to customers, on average, in just under 9 hours. Companies in APAC are 1.5X faster than

companies based in Latin America (LATAM), 1.6X faster than Europe and the Middle East (EMEA) and 1.7X
faster than North America (NA).

ASIA PAC

anex
teur

/s - ©

4 BLUE BIRD
GROUP

Avg Email-SPI: 52.42
Avg Response Time: 14.60 hrs

MIDDLE EAST

/
&% :

SLAVIERO

hotéis

Avg Email-SPI: 52.38 ROTELS & RESIDENCES
Avg Response Time: 13.51 hrs \
LATIN
AMERICA AND EUROPE, "
CARIBBEAN AFRICA AND fjordline - }

WINDSOR HOTEIS

Hoteles

Top performers per region

IFIC
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When we look at email customer support performance based on the country where companies are based, we
found that companies based in Switzerland deliver the slowest email customer support responding, on average,
in nearly 42 hours. Mexican-based companies are the second slowest email responders, averaging 26.7 hours,

followed by Indonesian countries at 18.7 hours. The fastest email responses come from companies in the UAE
(1.3 hours), followed closely by Brazil (1.46 hours), Ireland (1.5 hours) and Singapore (1.5 hours).

Country

United Arab Emirates

<>

Brazil

Ireland

Singapore

Germany

Sweden

(Nd

Canada

Netherlands

[

Spain

Norway

Avg Response Time (hrs)

1.29

1.46

1.53

1.54

2.34

317

3.60

5.60

5.61

6.19

Country

V]

~. s
*

Australia

France

\/
|

South Africa

I

India

I

United States

Indonesia

> L=]
=1 | ]

United Kingdom

Mexico

Switzerland

Avg Response Time (hrs)

6.53

7.41

8.34

12.82

15.47

18.68

20.43

26.71

41.52
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Swedish and Norwegian-speaking companies provide the best email customer support, scoring the highest
Email-SPI Scores, 5849 and 58.62, respectively. In terms of response time, travel and hospitality companies in
English-speaking countries ranked 19 out of 27 languages, with an average response time of nearly 14 hours.
Portugese-speaking companies were the fastest, at 1.7 hours, followed by Swedesh-speaking companies (3.2
hours) and Arabic-speaking companies (4.2 hours). German speaking companies were the slowest responding,
on average, in just over 24 hours.

Hallo!

| | [ 4
-

PORTUGUESE

Email-SPI: 55.86
Response Time: 1.70

NORWEGIAN

Email-SPI: 58.62
Response Time: 6.19

SWEDISH

Email-SPI: 58.19
Response Time: 317

Hallo! Al e
4 n I\
| ] [

DUTCH

INDONESIAN ARABIC

Email-SPI: 54.91
Response Time: 5.01

Email-SPI: 54.72
Response Time: 18.68

Email-SPI: 54.03
Response Time: 4.21

Hola!
( /
LV y
FRENCH ENGLISH GERMAN SPANISH

Email-SPI: 53.40
Response Time: 7.41

Email-SPI: 53.01
Response Time: 13.77

Email-SPI: 50.02
Response Time: 24.09

Email-SPI: 48.97
Response Time: 16.19

*Response Times are in Hours -
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Larger companies don’t provide better email customer

Mid-size companies (based on employee count) outperform larger and smaller companies in both average
Email-SPI score and average email response time. These companies, with between 501-1,000 employees,
had a 1.7X faster response time and scored 4% higher on the Email-SPI than other companies.

It should come as no surprise that small companies were some of the worst performers. Companies with
less than 250 employees responded, on average, in 22 hours and had the second lowest average Email-
SPI (49.51). What was surprising, however, was that the largest travel and hospitality companies (5,000+
employees) were the slowest responders on email, with an average response time of over 27 hours.

49.51 52.71 54.77 50.07 49.40 51.53

prn
re
N

Ll
t
b

=e =B

101250 251-500 5011000 10012500  2501-5000 5001+

No. of Employees

Average Email-SPI Per
Employee Size

Email Response Time (hrs)

22.05 12.98 71 17.68 21.59 27.35

i
: .
i

'l' noan N 'l‘

101-250 251-500 5011000  1001-2500  2501-5000 5001+

No. of Employees

Average Email Response
Time Per Employee Size
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A spotlight on how the largest 25 global Travel and
Hospitality Companies Provide Customer Support

Of the largest companies by employee size, 45% failed to respond to customer service emails, the
same percentage of those that provided a full email resolution. Approximately 10% of companies,
including Hertz and Lufthansa, sent only an automated response, failing to follow up to provide a full
resolution. The best performers on the Email-SPI were all based in the United States: United Airlines
(65.58); Marriott International (61.24), Booking.com (58.92), and Intercontinental Hotels Group (57.83).

44.8% How well do the largest global
d travel and hospitality brands offer

email support?

10.4%

@ No Email Response

@ Automated Email Response Only

Email Response Received




Company

Narriott

INTERNATIONAL

& Lufthansa

HYATT

UNITED

AIRLINES ?2?},)

ADELTA

3
Emirates

O
\Y/
0530
EAY

CARLSON

QATAR %€

S LATAM

 AIRLINES

\/. TUI
0

INTERCONTINENTAL

HOTELS & RESORTS

Email Status Email-SPI

<

Proper email received

<

Proper email received

<

Proper email received

61.24

15.07

52.48

<

Proper email received

X 0

No email received

X 0

No email received

X

No email received

65.58

<

Proper email received

X 0

No email received

<

Proper email received

X 0

No email received

X 0

No email received

<

Proper email received

52.96

54.75

57.83

Company

OoYO

Hertz

swissport /-,

Afcarnival

Transport
for London

e
SHANGRI-LA

HOTELS and RESORTS

QANTAS

Booking.com

WYNDHAM
*DESTINATIONS

MINOR

INTERNATIONAL

Slsiyl
ETIHAD
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Email Status Email-SPI

<

Proper email received

52.46

3.00

Automated email received

X 0

No email received

><

Proper email received

54.23

2.00

Automated email received

X 0

No email received

><

Proper email received

><

Proper email received

56.63

48.81

><

Proper email received

X 0

No email received

<

Proper email received

58.92

53.71

X 0

No email received
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Re: Need Support (KMM72163439V86117LOKM) ko ]

@united.com>

eservice@united.com <eservi

Thank you for contacting United.com Web Support

When making a reservation on United.com, trip insurance through Travel Guard (AIG) s offered. You would want to make sure you read the policy to see what it covers. You may also contact them directly at 877-934-8308. Please let us know if we may
be of further assistance.

We appreciate your business.

Regards,

United.com Web Support

Re: Need Support [ ref:_00D37JC9y._5001S1EF2Js:ref | &

cust...@marriott-service.com

oeor [N

Thank you for contacting Marriott Bonvoy™. I hope you are enjoying yourselff and are staying safe.

Currently, we are offering our flexible cancellation policy. This means that as long as you do not reserve an advanced purchase rate, you can cancel the reservation for no penalty up to 24 hours prior to arrival. This ensures
that if there are changes prior to arrival, you will have no penalty in cancelling your reservation.

If you have additional questions, I will be happy to assist you further.

1n closing, INIIIBM@: +o.1d 1ike to thank you again for contacting Marriott Bonvoy™

Best Regards,

Marriott Bonvoy™ Customer Care

Examples of companies that responded with a proper email

Thank you for taking the time to contact us about

your [lllllrental. Your business is important to us, and we
welcome the opportunity to assist you. Our goal is to provide you a
personal response from a [IBlICustomer Service Representative
within 5-7 working days. If the inquiry is of a complex nature,
please allow 7-10 working days. In the meantime, perhaps our
Frequently Asked Questions on |
I Might assist in answering some questions.
The case reference number for your email is | INRNRREEN

Sincerely,

Example of a company that provided an automated email response

28
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For travelers, social support is hard to come by with more
than half of companies not having a Twitter account

Twitter has become a core channel for customer 45.5%
support, especially in the travel industry. We found
that of 3,000 global travel companies, though, only
46% had Twitter profiles. While frustrated customers
often post complaints publicly, direct messaging
companies for individualized support is also a
sought after channel. However, we found that only
670 companies (49% of those with a Twitter profile)
offered direct messaging on Twitter.

Travel Companies with a Twitter Profile

Do Travel Companies use Direct
Messaging on Twitter?

@ VYes

No

Of all of the companies that offer direct messaging on social media, only 55% ever respond to a customer’s
message. Shockingly 46% of all Twitter Direct Messages are completely ignored.

54.5% Twitter Response Rate

e @ Response Received

No Response Received
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Travel companies provide better support on social
media than on email

The Social Support Performance Index (SPI) varies slightly from email, but still measures a response by
personalization, empathy, relevance, if there is an automated message acknowledging a message, and
resolution time. We were pleased that 52% of companies scored between 50.1 and 70 on the Social-SPI,
but only two companies Spirit Airlines (Airline, US) and Almosafer (Online Travel Agency, Saudia Arabia)

scored above 80.

Social-SPI Leaderboard

Company
spirit

Almcisafer

airBaltic

Premier Inn @

(A Best
Western

Country

United States

&
X
=

[
1)
c
=3
>
B
=8
o

Latvia

/
\

Pz X
United Kingdom

United States

Social-SPI

84.50

80.50

77.89

7772

7717

Sub-Industry
).).

Airlines

¥ 318

Airlines

e

Hotels

e

Hotels

Thanks for reaching out to us. Our Guest
Service team will look into your concern as
s soon as they can. Thanks for your patience.

Hi [ we are sorry if your experience
with us was anything less than stellar. May we
have more info about the issue? Please also
include your full name, reservation code and
email address. We will ook into it and get
back with you for further assistance.

s IS ocial Media Support**
|

I'd like to follow-up on your original request.
Do you still need assistance? I'd like to help,
but I need the information previously

s requested in order to move forward.

o I oo sfternoon I
I

o we are totally sorry for hearing that dear

please tell me the issue & I'll assist you as a
o good way . .

Dear [ sure that we are at your

service any time , So please don't be
o hesitated to contact us & have a nice day L]

BEd [ ( Startanew message

Examples of companies that scored high on the Social-SPI Leaderboard
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The average Social-SPI is 50.88, compared to an average 52.7 on the Email-SPI.

125

100

.é 75
§
\g 50
Travel & Hospitality s
Company Performance 2®
on Social-SPI .
Airlines
Company d Social-SPI
spirit 84.50
airiines
airBaltic 77.89
>
CATHAY PACIFIC 7583
S,
OTAs
Company J Social-SPI
Almoisafer 80.50
7617
69.50

1"

0-10

21

10.1-20

26

20.1-30

108

N
w

47

28

E

30.1-40 40.1-50 50.1-60 60.1-70 70.1-80

Social-SPI Range

g

Hotels
Company J Social-SPI
Premier Inn @ 7772
Wertsetrn. 7717
oeEe® 76.06

as

Ground Transportation

Company J Social-SPI
@ OLA 7217
NetworkRail
—/ 7217
‘eEUROSTAR'" 71.50

31
E 2

80.1-90
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Social responses are swift with 1in 5 companies

responding within 15 Minutes

On social media, there is an inherent expectation for quick responses. In general, travel and hospitality
companies are responding quickly to direct messages on Twitter, with 22% responding within the first
15 minutes, 36% within the first hour, and a whopping 66% within the first six hours. However, 28% of

companies took longer than 12 hours to respond.

The fastest respondents on Twitter got back to customers within one minute: Address Hotels + Resorts
(UAE), Network Rail (UK), Ryanair (Ireland), SpiceJet (India), and Royal Caribbean Cruises (US).

Twitter Response Time

<15min @

15 min - 1 hour

1-6 hours @

6-12 hours @

12 hours -2 days @
2+days @

Fastest Responders on Twitter

Company

/‘\1

NDDRESS

HOTELS+RESORTS

NetworkRail

| T

T

RovaL CariBBEAN CRUISES LTD.

7RYANAIR

o2 Spicefet

o’

Red. ot. Spiey

Country

United Arab Emirates

> L]

¥
/

United Kingdom

United States

Ireland

H

India

30.0%

Sub-Industry

em

Hotels

i

Ground Transporation

Crusies

S

Airlines

-

Airlines

7.8% 13.5%

Response Time

1 min

1 min

1 min

1 min

1 min



e

Airlines
Company Response Time
7RYANAIR 1 min
s+ Spicefet 1 min
Pgd.ﬂat.@dﬂ/.

(S

OTAs
Company Response Time
Eas/e_Myyrripm 2 min
Almoisafer 3 min
** ;
* travelocity: 4 min

*netomi

g )

Hotels
Company Response Time
A
fmin
citizen
2 min

»
OoYO 4 min

s

Ground Transportation

Company Response Time
NetworkRail .
| 1 min

Thiilly D
CAR RENTAL m I n

m 2 min
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75% of travel and hospitality companies don’t fully
personalize social media responses

When a person reaches out to a company on Twitter, only 25% will receive a fully personalized response
addressing them by their first name and humanizing the response with an agent using their own name.
For all of the other responses, 7% include only an agent’s name, 47% include only the customer’s name
and 21% don’t personalize at all.

7% 25% 47%

Agent’s Name . Customer’s Name
Only Fully Personalized onl
Response Ry

Do travel and hospitality companies personalize responses on Twitter?

Hi [l thank you for letting us know

about this. Can you please provide further

details about your negative experience so we
@ can look further into this for you? Thank you -

Best Western was one of the few companies that sent a personalized response
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72% of companies don’t provide a relevant response on

social media

What good is a response if it doesn’t provide
relevant information or address a person’s
concern? When we analyzed the relevance
of responses from travel and hospitality
companies on social media, we found

that nearly 3 in 4 did not offer meaningful
information.

Specifically, we looked to see if a company
sought details on a person’s recent experience
(booking number; specific hotel / flight / city;
email or mobile number). We also analyzed
whether proper next steps were provided

(i.e. report it on a different channel or details
promoted within the interaction). We found that
72% of responses did not contain any relevant
information, while only one company, Kiwi.com,
provided a very thorough response.

250
200
150
6 100
C
S
€
[e]
(@]
| 5 s
Social S
Relevance
Score 0

Hi! My name's Marius &, there are buttons
below your text box and I'll try to provide you
with the answers you need via this short click-
through automated flow. If | can't help you, I'll
request some of your details and redirect you
to an agent.

Click one of the buttons below to tell us if

your query is about +* Refund, Cancellation,
@ Covid-19 or & Other.

Please provide the details below so we can
assist you.

- your booking number,
- e-mail address used in the booking, and
@ - a full name of one of the passengers. QA

| understand that you might be busy right

now. Feel free to get back to us at your

earliest convenience. Our automated chat

support will restart by then, but you can

respond to it and say that you need to talk to
@ an agent. We are here 24/7 on Twitter.

250

Kiwi.com provided a thorough and relevant response

79
17
un R
5-10 10-15  15-20

Relevance Score Bracket
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Twitter Relevance Score Leaderboard ¥

Company Relevance Score (out of 25) Sub-Industry
(kiwi- com 16 km
oy
FJOEEL 15
\ ®
Tgs 15 OTAs

15 .

ooooooooooo Hotels

Americas 15 -
Best Value Inn Hotels
~C 13 -
XIAMENAIR Airlines
tajawal: 13 o

OTAs

‘.:z 13 -8

PRINCESS S
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Empathy and apologies are rare for travel companies
on social media

In our study, the customer complained about a recent experience with a company’s staff. We would
expect a company to acknowledge the experience, offer an apology, or even provide some sort of
gesture to make up for the poor experience. Over 1in 4 travel and hospitality companies (26%) failed to
acknowledge a customer’s complaint, and less than 1% apologized and offered a refund.

The most empathetic companies on Twitter were Odalys Groupe, Aerolineas Argentinas and airBaltic.

254
" 200 +
8 100 90
Social Empathy Score | * + 3
o]
(o] 12.5 25
Empathy Score
Most Empathetic Companies on Twitter ¥
Company Empathy Score (out of 25) Sub-Industry
Odalys 25 -
airBaltic 25 *)'
.
Aerolil
i 25 v
# Zoomcar 12.5 AN

o .
Ground Transportation

SJOEEE 12.5 »

Hotels
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Hello,

It is with great regret that we learn of your
comment and your disappointment following
your stay in one of our establishments.
However, in order to transmit your remarks to
the management of the establishment in
question, could you please specify its name
and also communicate the reference of your
booking?

Finally, we would like to bring to your attention
that on social networks, we do not have the
competence to rule on a compensation.
Indeed, you should know that following your
stay, you have the possibility to write a
complaint to our dedicated service, they are
the only ones who have the capacity to
analyze the facts and to rule on it. In this way,
we invite you to send a registered letter
(preferably in order to ensure a follow-up) to
the attention of the Odalys Vacances Service
Réclamations, 2 rue de la Roquette - Passage
du Cheval Blanc - Cour de Mai, 75011 Paris.

We hope to have the opportunity to regain
your trust by offering you a service that meets
our personal requirements.

Q.-

Sincerely yours,
@ The Odalys team

Hello, - Thanks for reaching out to us.
We are sorry to hear about the
inconveniences you have experienced, while
using our services. Unfortunately, without
more details on the said situation we won't be
able to provide any further comments in
regards to this.

We can kindly invite you to fill out the claim
form on our web page:
airbaltic.com/en/submit-a-cl...

Our colleagues from Customer Relations
department will investigate this matter further
and will provide you with more detailed
answer on your particular case. Once more -
our regrets for the unpleasant experience.
Thank you.

S/

Hi Patricia! We 're so sorry for what happened
with your flight experience. You can make a
claim by here: aerolineas.com.ar/en-

us/reservas...

Examples of companies that scored high on the Twitter Empathy Score Leaderboard
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Ground Transportation companies provide the best
social media support

When we look at the support provided by specific types of travel and hospitality companies, ground
transportation outperformed other industries, with an average Social-SPI of 56.34. VVenues and event
spaces have the worst social customer support, with the lowest Social-SP| of 28.43 and a shocking 78
hour average response time. Airlines were the fastest responders with an average resolution time of 8.5
hours, followed by ground transportation companies (10 hours), cruise lines (13 hours), and hotels (20

hours).

Best
Responder

an

GROUND TRANSPORTATION

Social-SPI: 56.34
Response Time: 9.93

D

OTAs

Social-SPI: 47.68
Response Time: 21.62

Fastest
Responder

AIRLINES

Social-SPI: 56.03
Response Time: 8.52

o

HOTELS AND RESORTS

Social-SPI: 47.57
Response Time: 19.82

CRUISES

Social-SPI: 50.26
Response Time: 12.87

VENUES AND EVENTS

Social-SPI: 28.43
Response Time: 77.61

*Response Times are in hours
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Travel companies based in North America provide the
best overall social media support

Travel and hospitality companies based in North America are the highest performers on the Social
Support Performance Index (SPI) and also have the fastest response times, responding, on average, in just
under 13 hours. Companies in Asia Pacific (APAC) were close, with an average Social-SPI of 52.89 and
response time just shy of 15 hours. Companies in Latin America (LATAM) provided the worst social media
support, with an average SPI of only 43.61 and the slowest response time of over 27 hours.

ASIA PACIFIC

\ o

' Thomas
4

NORTH
AMERICA '

5PI: 53.53
Time: 12.91 hrs

] Cook
spirit
airlines CATHAY PACIFIC

Best i
Western. Avg Social-SPI: 48.41 @ ruandnir
Avg Response Time: 19.72 hrs
Afcamival

Avg Social-SPI: 43.61

Avg Response Time: 27.11 hrs Almoisafer

LATIN
AMERICA AND
CARIBBEAN

. =
Aerolineas
Argentinas

mov(da

aluguel de carros

Avianca \‘

airBaltic
EUROPE,
AFRICA AND

MIDDLE EAST Premierlnn@

Top performers per region
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We also analyzed how companies based in different countries provided support on social media. Travel and
hospitality companies based in Belgium perform the best, with an average Social-SPI ranking of 63.04, followed
by the Netherlands (57.59), Canada (54.87) and the United States (54.08). The worst performing countries on

the Social-SPI are Brazil (36.32), France (36.85) and Spain (37.25).

When it comes to response time, Belgium-based companies are the fastest (2.23 hrs), followed by The
Netherlands (3.57 hrs), Turkey (6.02 hrs), Saudia Arabia (8.64 hrs), Canada (11413 hrs) and the United States
(12.45 hrs). The slowest responders on social media are companies based in France (51.76 hrs), Spain (41.98
hrs), Brazil (36.54 hrs) and Switzerland (26.75 hrs).

Country

Belgium

Netherlands

1|

Canada

f

| |\
United Kingdom

C

Turkey

I

I*

India

&
v
=

[
)
o) -
=3
I : l
= S
o
=8
5}

Germany

United Arab Emirates

Switzerland

[

Spain

France

>

Brazil

0

Avg Social-SPI

63.04

57.59

54.87

54.08

52.20

51.43

48.67

47.51

4729

47.07

42.75

37.25

36.85

36.32

Avg Response Time (hrs)

2.23

S5V

1113

12.45

17.59

6.02

19.11

8.64

21.41

14.84

26.75

41.98

51.78

36.54
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Large travel companies provide the best social support

Perhaps unsurprisingly, companies with the most employees (5,000+) have the highest Social-SPI (57.39)
while the companies with the fewest employees score the lowest (45.81). The largest companies are
also the quickest, responding to social messages in 5.8 hours, on average. Mid-size companies, on the
contrary, are 4.3X slower to respond, with an average response time of nearly 25 hours.

45.81 4613 47.29 49.90 55.12 57.39

"
1
i

XX
e
b

101-250 251-500 5011000  1001-2500  2501-5000 5001+

=ile =i)e

X

No. of Employees

Average Social-SPI Per
Employee Size

Social Response Time (hrs)

112 24.91 23.51 17.94 11.20 5.80

[ ] [ ]
1} 'l‘ ‘l‘ N K
101-250 251-500 5011000 10012500  2501-5000 5001+
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Average Social Response
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A spotlight on how the largest 25 global travel and
hospitality companies provide customer support

Social media has established itself as a key channel for customer service for travel and hospitality
companies. We found that 65% of the largest travel and hospitality companies respond to direct
messages on Twitter, while 27% failed to ever acknowledge a customer’s message.

How well do the largest global
travel and hospitality brands offer
social media support?

() Proper Response Received

@ No Response Received

@ Automated Response Only
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ACCORHOTELS

Feel Welcome

S

YAMATO
HOLDINGS

Narriott

INTERNATIONAL

& Lufthansa

@
Hilton

UBER
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Airlines

ADELTA
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X

No response received

X

No response received

X

No response received

4

Proper response received

¢

Proper response received

4

Proper response received

X

No response received

4

Proper response received

4

Proper response received

¢

Proper response received
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Reply Status Social-SPI
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69.17
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62.83
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mﬁ 5 ' O O
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Reply Status Social-SPI

y 6717

Proper response received

y 67.61

Proper response received

y 68.83

Proper response received

5.00

Automated response received

4

65.42

Proper response received

4

56.22

Proper response received

¢

7217

Proper response received

¢

67.50

Proper response received

¢

64.48

Proper response received

X

No response received

¢

63.25

Proper response received

¢

6717

Proper response received
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Conclusion

For travel companies, customer service is becoming even more critical as travel resumes around the
world. When an issue arises during pre-booking, day-of or following a trip, travelers expect quick,
effortless and meaningful resolutions on their channel of choice. In our Customer Service Benchmark
Report - Travel and Hospitality Edition, we found that on average, global travel brands need to provide
better digital customer support. We found that customers today are often ignored, and even if they get a
response, it often doesn’t include all relevant information.

To scale 24/7 support across an increasing number of channels, adoption of customer service Al is
on the rise in the travel industry. Al-powered virtual agents (also referred to as Conversational Al or
chatbots) work alongside human agents to provide immediate resolutions to hundreds of frequently
asked guestions on email, chat, social and messaging platforms. These virtual agents can also gather
information from a customer before routing to a human agent, helping to decrease resolution times.
Leveraging customer service Al also helps travel companies scale up support operations in seconds
when there is expected or unexpected (weather delays, etc.) ticket volume spikes.

In an industry where airplane / train / bus seats, hotel rooms or cabins, and rental cars are remarkably
similar, travel brands will increasingly compete on the customer experience they provide. If a person
encounters a problem and has to reach out on multiple channels to get a response, or wait hours or days
for a reply, the likelihood of them complaining loudly on social media skyrockets, and the probability of
them ever doing business with a company in the future diminishes significantly.

Customer experience is the new global currency. Travel companies must prioritize customer experience
to thrive in the post-Covid world.
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About Netomi

Netomi’s Customer Experience Al platform

automatically resolves customer service issues at the Let’s improve your email
highest rate in the industry. Our patented Al delivers

unsurpassed accuracy and customer satisfaction, customer eXperience and
delight your customers.

yet is surprisingly easy to deploy and use. It works
seamlessly alongside your live agents and business
systems to provide autonomous resolution via chat,
social, voice, AND email. Netomi enables a world-
class customer experience, while simultaneously
reducing support costs and unlocking hidden
revenue.

Get in touch at netomi.com

You’re in good company...

WESTJET %

Br EX @ megabus.com

Singtel

NVIDIA.
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