
Overcoming
CX Challenges in the
Travel Industry
How a BPO partner can help travel & tourism companies deliver 

exceptional customer experiences and increase revenues



Extreme weather, terrorist activity, brand threats, 

geopolitical instability, and crises such as the 

COVID-19 pandemic all contribute to making the 

travel sector one of the industries most vulnerable 

to change.

In just the last four years, these forces have battered 

the travel & tourism sector, which includes:

No business involved in travel and tourism has been 

left unaffected. 

Whilst the sector has now returned to a ‘near 

normal’ environment, new challenges await:

The combination of these factors is driving a whole 

new set of demands from modern travellers. The 

emergence and establishment of digital and AI 

technologies as tools to address these challenges 

can be regarded as both a threat and an opportuni-

ty for the travel industry.

Air, sea & land operators

Accommodation providers

Vehicle rentals

Resorts & theme parks

Local & global tourist attractions

Travel agencies & aggregators.

1.0 
The Changing Face of the Travel Industry
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Increased operating costs

Marketplace congestion

Increasing awareness of travel sustainability

Elevated customer expectations.



The travel industry is an interconnected ecosystem 

with a complex web of relationships and depen-

dencies. For example, a flight delay or cancellation 

out of London can drive huge ripple effects on 

hotels, tour operators and other businesses at desti-

nations across the globe.

Operating in the travel industry comes, by default, 

with a unique set of challenges that companies 

must navigate to be successful. Some of the most 

significant challenges include:

Managing Disruptions and Crises: Quick and 

effective communication is crucial to mini-

mise impacts on customers due to unexpect-

ed events (e.g. natural disasters, flight cancel-

lations).

Seasonality and Demand Fluctuations: Ability 

to scale operations rapidly is essential to 

manage peaks and troughs in demand.

Navigating Regulatory Complexities: Stay-

ing up-to-date and compliant with numerous 

changing regulations, across different juris-

dictions is challenging, but necessary.

Global Events Impact: Scenarios such as the 

COVID-19 pandemic underscore the indus-

try's vulnerability and the importance of 

adaptability and resilience.

1.1. Unique Challenges Faced
by Travel Companies

Much of the travel sector is currently revelling in a 

tourism rebound, making conditions ripe to maximise 

revenues while exploring new channels and cost reduc-

tion opportunities.

By implementing these strategies, travel companies 

can automate tasks, improve decision-making, reduce 

errors, and free up resources for higher-value activities, 

all while reducing costs and increasing revenues.

Using advanced pricing models and data analytics 

to optimise bookings, yield, and occupancy

Selling value-added services and products, such as 

travel insurance, upgrades, merchandise, or unique 

experiences.

Strategies to increase revenue include:

1.2. Managing Revenues
and Costs

Streamlining operations and improving efficiency 

through pro-active communications, automation, 

AI, and machine learning

Reducing expenses through strategic partnerships 

and outsourcing functions, such as customer service 

or IT management.

Cost reduction methods include:
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In this white paper, we analyse the challenges faced by 

organisations in the travel sector and some of the 

potential benefits of partnering with a BPO (Business 

Process Outsourcing) company such as Mindpearl:

1.3. BPO Partnership
Benefits

BPO Partnership Benefits

Access to Specialised Expertise: BPOs bring 

in-depth knowledge of travel industry 

challenges and solutions.

Scalability and Flexibility: Essential for 

handling demand fluctuations without 

compromising on service quality.

Efficiency and Cost Savings: Outsourcing 

helps streamline operations and identify 

cost-saving opportunities.

Customer Focus: Employing an expert com-

munications partner to manage customer 

interactions, enables travel companies to 

focus on their core services and business 
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Channel Preferences
Digital channels are becoming increasingly 

popular.

Consumers prefer to receive support by:

Travel companies that can deliver personalised, 

convenient, and seamless experiences over their 

customers’ preferred channels are more likely to win 

customer loyalty and stand out in a crowded market.

Source: Contact Babel US Contact Center Decision Maker’s Guide 

64.4%
Telephone

(Live Agent)

17.1%
Email

8.3%
Web Chat

6.2%
Telephone
(Self Service)

2.4%
Social Media
(Customer Service)

0.9%
SMS/ messaging
(Whatsapp,
Messenger, etc.)

0.7%
Letter and Fax

https://www.contactbabel.com/research/

The pandemic, the faltering economy, and the relent-

less advance of digital technology have fundamentally 

altered how consumers plan, book, and experience 

travel. 

This has led to the rise of the "connected traveller" – a 

tech-savvy, always-on consumer who expects seamless, 

personalised experiences across all touchpoints, before, 

during and after their trip. In response, travel companies 

must deliver a consistent and integrated experience 

across all channels.

2.0 
Digital Technology and Customer Experience
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Social media has become an integral part of the 

travel customer journey, from the initial stages of 

inspiration and research to the post-trip sharing of 

experiences and feedback.

For many customers it is now the preferred channel 

for customer service and engagement. They turn to 

platforms like X and Facebook to ask questions, 

raise concerns, and provide feedback to travel com-

panies. Responding promptly and effectively to 

these interactions can help build customer trust 

and loyalty.

As a result, social media provides travel companies 

with an opportunity to gain valuable insights into 

customer sentiment, preferences, and behaviour. 

By monitoring social conversations and managing 

their online reputation, companies can identify 

areas for improvement and proactively address 

potential issues before they escalate.

2.1. Social Media in the
Travel Customer Journey

Whether a customer interacts with a travel compa-

ny through its website, mobile app, social media, or 

call centre, the experience should be seamless and 

cohesive. This means ensuring that information is 

consistent, processes are streamlined, and custom-

er preferences are recognised and respected across 

all channels.

Of course, delivering omnichannel communication 

has its challenges. Travel companies must be able 

to effectively manage and integrate data from 

various sources and ensure their internal systems 

2.1. Social Media in the
Travel Customer Journey

and processes are aligned to support a seamless 

customer experience.

Delivering on these expectations requires significant 

resources, expertise, and technology investments. This 

is where partnering with the right Business Process 

Outsourcing (BPO) provider can make a substantial 

difference.

Whether a customer interacts with a travel company 

through its website, mobile app, social media, or call 

centre, the experience should be seamless and cohe-

sive. This means ensuring that information is consistent, 

processes are streamlined, and customer preferences 

are recognised and respected across all channels.

Of course, delivering omnichannel communication has 

its challenges. Travel companies must be able to effec-

tively manage and integrate data from various sources 

and ensure their internal systems and processes are 

aligned to support a seamless customer experience.

Delivering on these expectations requires significant 

resources, expertise, and technology investments. This 

is where partnering with the right Business Process 

Outsourcing (BPO) provider can make a substantial 

difference.

2.2. The Importance of
Omnichannel Communication
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Travel companies can also apply AI to their vast data sets 

to uncover trends and areas for improvement.

For example, machine learning applications can analyse 

customer data and provide predictive insights into 

customer preferences and behaviour. This enables 

travel companies to offer customised recommenda-

tions, anticipate potential issues, and proactively 

contact customers with relevant information and 

support.

Data analytics enables travel companies to identify 

areas where they can improve processes and optimise 

resources. For example, by analysing customer feed-

back and satisfaction scores, companies can pinpoint 

specific areas to focus resources on and drive customer 

experience.

Implementing digital, CX and AI technologies is no 

simple task. It requires significant drawing together of 

experts from multiple domains. Which is where a BPO 

partner can provide significant value.

2.4. Analytics for Continuous
Improvement

AI in the Travel Industry
Many travel companies are already using 

AI-powered chatbots and virtual assistants to:

Provide 24/7 support to customers

Reduce wait times and response rates

Answer common questions

Help customers search through travel options 

faster

Make bookings and changes

Provide ‘tour guide’ recommendations and 

build itineraries

Free up human agents to focus on more 

complex issues.
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Artificial Intelligence (AI) and automation are two of 

the most effective technologies for enhancing 

customer experience in the travel industry.

AI Large Language Models (LLMs), such as Chat GPT, 

can interrogate vast databases of travel options much 

more accurately and efficiently than a human, 

making them perfect virtual assistants for travel 

customers. 

Most online travel agents have already integrated the 

technology in some form or other, with the goal of 

decreasing the time between starting a search and 

making a booking. 

Navigating how best to deploy this technology can be 

a minefield. For example, one airline recently paid 

compensation to a customer after their chatbot 

“hallucinated” and promised a discount that turned 

out to be fictional. 

2.3. The Role of AI



BPO providers can play a crucial role in helping travel 

companies navigate operational and technology 

complexities and deliver exceptional customer expe-

riences.

By partnering with the right BPO, travel companies 

can access specialised expertise, scalable resources, 

and innovative technologies to enhance operations 

and exceed ever-increasing customer expectations.

3.0 
Partnering with a BPO

BPOs offer a range of benefits to travel companies, 

including:

3.1. The Benefits of
Partnering with a BPO

Specialised expertise and resources:  BPOs 

often have teams of experienced professionals 

who are well-versed in the specific needs and 

challenges of the travel industry. This expertise 

can be invaluable in helping travel companies 

optimise their processes, improve their 

customer service, and have a collaboration 

partner to formulate creative solutions to 

problems.

Scalability and flexibility: Travel companies 

often face significant fluctuations in demand, 

whether due to seasonal variations or unex-

pected events. BPOs can provide the scalability 

and flexibility needed to handle these fluctua-

tions, ramping up or down resources as neces-

sary to ensure consistent service quality.

Efficiency and cost savings: By outsourcing 

non-core functions to a BPO, travel companies 

can focus on their core competencies and 

strategic priorities. BPOs can further help iden-

tify opportunities for process improvements and 

cost savings, such as through automation or stream-

lined workflows.

Customer focus: A BPO with significant successes 

in the travel industry, with experienced and 

engaged employees acting as the frontline for the 

travel company, can enhance the customer experi-

ence, build brand loyalty, increase positive reviews 

and ultimately increase customer revenue.
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CASE STUDY: Mindpearl Reduces Compensation 
Costs for an International Travel Provider

Mechanisms to reduce compensation payments to customers as a result of delayed 

travel and consequent onward travel

Challenge:

Customers offered a choice between vouchers (120-200% of compensation amount) 

or cash compensation for delays

70% of customers chose vouchers, valid only for the travel provider in question, there-

fore protecting revenue.

Some vouchers were not redeemed, while others were redeemed with additional 

cash payments.

Overall reduction in the cost of compensation management

Protection of repeat business, as vouchers encouraged customers to book with the 

same provider again and in many cases increase spend

Customer loyalty and satisfaction both increase – driven by the fact the provider 

offered an alternative to the customer which was perceived as a win-win for both.

Solutions proposed by Mindpearl:

Results:
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BPOs offer a wide range of services to support 

travel companies in delivering exceptional 

customer experiences, including:

3.2. BPOs in the Travel Sector

Reservations and booking support: BPOs 

handle the entire booking process, from initial 

inquiries to confirmation and payment 

processing. This can consist of managing 

inventory, applying complex pricing and 

discount rules, and providing personalised 

recommendations to customers.

Customer service and issue resolution: BPOs 

provide 24/7 customer support across multiple 

channels, including phone, email, chat, and 

social media, including answering questions, 

resolving issues, and assisting with booking 

modifications or cancellations.

Crisis management and emergency assis-

tance: BPOs provide critical support to travel 

companies and their customers in a disruption 

or an emergency, from rebooking flights to 

arranging alternative accommodation.

Social media monitoring and engagement: 

BPOs help travel companies monitor and 

manage their social media, respond to custom-

er inquiries and feedback. This ultimately builds 

brand loyalty, improves customer satisfaction, 

and identifies potential issues before they esca-

late.

24/7 operational capability: Having ’always on’ 

operational capability means passengers or 

guests can immediately access support even 

after hours. Their queries or concerns can be 

addressed timeously with minimal inconve-

nience, and complaints and queries efficiently 

tracked and managed. Having this outsourced 

to a partner who provides these capabilities allows 

the airline's management team to focus on the 

airline's core enterprise.

Multilingual support: A call centre that offers multi-

lingual support is able to deliver accessibility for 

customers worldwide, increasing the appeal of 

travel providers.

Insights for Continuous Improvement: BPOs, 

through their unique insights into your products, 

services, and customer interactions, provide valu-

able recommendations for enhancement and inno-

vation. They act as strategic advisors, identifying 

improvements to keep offerings competitive and 

appealing, driving continuous growth.

Mindpearl Celebrates 25 Years in 
the Travel Industry, 15 Years in Fiji

Started life as a captive contact centre for a 

consortium of airlines

Since de-merger, we have diversified but travel is 

still our biggest sector

Unrivalled experience in customer contact for 

travel companies 

Partnered with travel clients on innovative 

technology launches including AI

Capacity for 5000+ seats across our contact 

centres, helping clients scale quickly

Cover more than 25 languages from our contact 

centres in Fiji, South Africa, Namibia, and Peru – 

including English, French, Dutch, German, 

Greek, Spanish and many more

24/7 ‘follow-the-sun’ capability covering all time 

zones.
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When choosing a BPO partner, travel companies 

should seek out providers with deep industry 

expertise and specialisation. Look for a partner 

that has:

By partnering with a BPO that combines industry 

expertise with a commitment to innovation and 

customer service, travel companies can enhance 

their ability to deliver exceptional experiences and 

drive long-term success in an increasingly com-

petitive and complex industry.

3.3. The Importance of
Industry Expertise and
Specialisation

It seems that the only thing that moves faster 

than major events is technology. Partnering with 

a BPO that can keep up with the latest trends and 

innovations is essential.

Look for a BPO that invests in cutting-edge tech-

nologies such as AI-powered chatbots, advanced 

analytics, PCI compliance, and cloud-based infra-

structure, with a culture of constant improvement 

to help you stay ahead of the curve.

3.3. Technology Capabilities 

A proven track record of success in the travel 

industry with a long history of working with 

travel companies and a demonstrated ability 

to deliver results. Ask for case studies, refer-

ences, and examples of how they have assisted 

other travel companies achieve their goals.

Deep understanding of the unique challenges 

and requirements, from complex booking 

systems to strict regulatory requirements.
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CASE STUDY: An AI-Powered Pre-Flight Chatbot

Trained on customer data, past interactions, and a comprehensive knowledge base

Can answer queries on essential website information, check-in procedures, safety 

manual, and assistance for persons with reduced mobility.

Overview:

24/7 availability

No waiting time for customers

Handles multiple requests simultaneously

Multilingual support

Continuous learning and updating of company information

Provides valuable analytics on customer preferences, needs, and pain points

Allows agents to focus on more complex tasks

Enhanced personalisation allows agents to recommend and assist customers with 

accurate information in quicker timeframes.

Knowledge Base:

Benefits:

Customised by Mindpearl's inhouse team in Fiji

Implemented across the entire department within 2 weeks of the pilot

After 4 weeks, Helpdesk Agents' workload reduced by 41% and AHT decreased by 5%

Implementation and Results:

Cody is an AI chatbot developed for a global airline

Functions as a Helpdesk for pre-departure queries

Uses NLP and LLM to understand intent and generate accurate responses.
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Partnering with the right BPO can enhance 

customer experience and help travel companies 

identify and capitalise on opportunities to 

increase revenues and decrease costs. A BPO 

should be able to show how it has successfully 

driven business transformation for travel compa-

nies through innovative solutions and process 

improvements.

Providing insights into customer behaviour, 

purchasing patterns and customer sentiment can 

help uncover new potential sources of revenue 

and cost savings. Other revenue-boosting and 

cost-saving initiatives implemented by Mindpearl 

include:

3.4. Opportunities to Increase
Revenues and Decrease Costs

Implementing fraud prevention programmes, 

including agent training, process improve-

ments, and escalation protocols, can help 

reduce fraudulent credit card bookings from a 

substantial portion of monthly revenue to 

negligible levels.

Offering vouchers instead of cash for delays 

reduces compensation costs for an airline, 

resulting in cost reductions and increased 

repeat business.

Implementing proactive compensation for 

loyalty programme members experiencing 

disruption incidents will reduce the number of 

email complaints and increase customer loyalty.

Introducing advanced denied boarding proce-

dures to reduce revenue loss from overbooking, 

save clients money on compensation vouchers, 

fill more seats on flights and positively impact 

customer loyalty and satisfaction.
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CASE STUDY: US Market Sales Transformation

Analysed load factor, travel class, and seat assignment data

Identified potential additional revenue of $1.5 million in the US market (10% conver-

sion rate)

A similar analysis for worldwide markets showed a potential $5 million in revenue.

The case study highlights how Mindpearl's data analysis and targeted training helped a 

European airline unlock ancillary revenue opportunities in the US market, significantly 

increasing per-seat revenue.

Initial Status:

1-week sales and conversion training for select frontline agents

Integrated into standard induction and refresher training.

Transformation Process:

Implementation:

54,000 US market tickets sold annually via the website

Average 1.35 passengers per booking

No cross-sell/upsell attempts during booking.

Initiative applied to select markets, including the US

Realised additional revenue (after deducting sales call costs)

On-going 8% increase in sale revenue per passenger seat sold.

Business Outcome:
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One BPO that stands out in the travel industry is 

Mindpearl. With a unique background and expertise 

in the Travel sector, Mindpearl has a proven track 

record of success in driving business transformation 

and innovation for clients.

By partnering with a BPO like Mindpearl that com-

bines deep industry expertise, technology capabilities, 

and a commitment to innovation and customer 

service, travel companies can enhance their ability to 

deliver exceptional experiences and thrive in an 

increasingly competitive and complex industry.

4.0 
The Mindpearl Advantage

Mindpearl has over 25 years’ experience work-

ing with travel industry clients, providing a 

range of services from reservations, customer 

service and loyalty management to crisis man-

agement and social media support. This deep 

industry expertise allows us to provide tailored 

solutions that address travel companies' 

specific needs and challenges.

Mindpearl operates from multiple delivery 

locations around the globe, including Fiji 

which is itself a tourist hub.

Mindpearl has helped numerous travel com-

panies achieve their goals, from reducing 

costs and improving efficiency to enhancing 

customer experience and driving revenue 

growth. We have a track record of delivering 

measurable results and providing innovative 

solutions that help travel companies stay 

ahead of the competition.

Mindpearl is committed to helping travel com-

panies deliver outstanding customer experi-

ences and achieve their business objectives. 

We take a partnership approach, working 

closely with clients to understand their unique 

needs and develop customised solutions that 

drive long-term success.

Mindpearl not only delivers a service but also plays 

a strategic role in helping our clients constantly 

improve. Through our daily interactions with 

clients’ products, services, and customers, we 

gather a wealth of operational insights which 

enable us to identify opportunities for financial 

optimisation, procedural improvements, and 

service enhancements.
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Email: sales@mindpearl.com

Web: www.mindpearl.com

Ready to Begin?

7 West Quay Road

V&A Waterfront

Cape Town 8002

South Africa

MINDPEARL CAPE TOWN

Kalabu Tax Free Zone

Daniva Road

Valelevu, Nasinu

Fiji Islands

MINDPEARL SUVA

Av. Paseo de la República 

3617

Oficina 901

San Isidro

Limas

MINDPEARL LIMA

Mindpearl Contact Centre 

Namibia (Pty)(Ltd)

PO Box 81905

Olympia Windhoek

MINDPEARL NAMIBIA
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