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01: Situation

COVID-19 Disrupts the Travel Industry
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01: Situation

Latest Consumer Sentiment
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Latest Consumer Sentiment
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Embracing Digital Strategies
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02: Content & Messaging

What are Content & Messaging?

Content

Messaging



02: Content & Messaging

Messaging Recommendations 

TOP 3
MESSAGING THEMES

COMMUNITY

UTILITY

WELLBEING
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Messaging Recommendations: Utility 
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Messaging Recommendations: Utility 
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Messaging Recommendations: Wellbeing
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Messaging Recommendations: Wellbeing
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Messaging Recommendations: Wellbeing
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02: Content & Messaging

Messaging Recommendations: Community 
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Messaging Recommendations: Community
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● 75% of North American leisure 
travelers

●

○
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02: Content & Messaging

Content Ideas



● Highlight the coast:

● Feature solo or partner activities

● Open air activities

● Be uplifting

02: Content & Messaging

Content Ideas



02: Content & Messaging

Content Ideas: Highlight the Coast
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Content Ideas: Solo & Partner Activities
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Content Ideas: Outdoor Activities
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Content Ideas: Uplifting Content



02: Content & Messaging

Summary: Do’s and Don’ts

Do’s:
●

●

●

●

●

Don’ts:
●

●

●



02: Content & Messaging

For Hotels
● Next Guest: 

● HotelSpeak

For Tour Operators

● Tourwriter

→

https://www.nextguest.com/resources/covid-19-resources
https://www.hotelspeak.com/2020/04/where-to-pivot-your-hotel-marketing-strategy-during-the-covid-19-crisis/
https://www.tourwriter.com/ebook/digital-marketing-covid-19/
https://www.tourwriter.com/ebook/digital-marketing-covid-19/


WEBSITE
BEST PRACTICES



During COVID-19, tourism business websites MUST communicate the following:

● Your COVID-19 prevention plan

● Your cancellation policy

● Clear contact information, for travelers with questions or concerns

● Frequently asked questions about COVID-19

● BONUS: How the business is helping the community

03: Website Best Practices

COVID-19 Website Updates



There are four key best practices to consider for your website: 

1. It is important that tourism businesses provide potential travelers with correct and 
up-to-date information on: 
● How the destination and the business are dealing with the COVID-19 crisis
● How the destination and the business are preparing to deliver safe experiences

● Consider creating a dedicated landing page on your website for COVID-19 FAQs, or 
adjust your homepage to include a few highlights - just the most critical 
information.  

03: Website Best Practices

COVID-19 Website Updates



2. Make sure your website content is informative, reassuring, and inviting. 

● Conduct an audit of your website’s content - both the writing and images. 
● Remove references (for now!) to large groups and festivals
● Remove images of gatherings and groups of people

3. Reduce planning anxiety for potential visitors and promote activities that are 
lesser-known or better suited for social distancing. 

● Remove the guesswork by including sample itineraries on your website for 
inspiration and trip planning

03: Website Best Practices

COVID-19 Website Updates



4. Due to temporary closures and limited hours, businesses have less opportunity to 
communicate with potential customers. To keep the lines of communication open, 
experts recommend adding a live chat bot widget to your website. (This is also a faster 
alternative to having guests email reservation inquiries for hotels.) 

● Consider adding a chatbot to your website. 
Potential vendors include:
○ Triptease (for hotels)
○ Intercom
○ HiJiffy
○ Drift

● Provide important follow-up resources, such as government rules and regulations regarding 
COVID

03: Website Best Practices

COVID-19 Website Updates

https://triptease.com/
https://www.intercom.com/customizable-bots
https://hijiffy.com/#console
https://www.drift.com/product/live-chat/


03: Website Best Practices

Summary: Do’s and Don’ts

Do’s:

● Share your COVID-19 prevention plan

● Be transparent about your 
cancellation policy

● Have clear contact information on 
homepage and a Frequently Asked 
Questions space about COVID-19 

● Audit website for non-COVID 
compliant content

Don’ts:

● Keep images and copy that don’t fit 
the “new-normal” (think crowded 
events) 

● NOT post COVID-19 news and updates 

● Hide cancellation policy information; 
keep information easily accessible 



03: Website Best Practices

TravelPulse: 

Sojern

Sojern

https://www.travelpulse.com/news/features/6-tips-to-perfecting-your-travel-website-design.html
https://www.sojern.com/blog/improve-your-hotel-website-and-grow-direct-bookings-now/
https://www.sojern.com/blog/driving-bookings-on-your-attractions-website/


SOCIAL MEDIA



During COVID-19, it is important for tourism businesses to continue engagement 
across a variety of social media platforms. 

Important considerations:

● Focus first on free (organic) media

● Get strategic beyond creating new content

● Use paid media wisely depending on destination’s border status 

● Anticipate potential visitor demographic shifts 

● BONUS: Coordinate with national COVID-19 messaging 

04: Social Media Best Practices

COVID-19 Social Media Engagement

Types of Social Media
Organic media

Paid media



Best practices for organic social media:

1. Free Media is essential for your digital marketing strategy:
● Continue to engage with followers during the crisis
● Keep information relevant, but light
● Revamp social efforts to provide followers with inspirational videos and imagery 
● Increase postings, engagement and interactions across social platforms - show them your paradise! 

2. Get strategic about how you post and where:
● On Facebook/Twitter, pin important posts to the top of your feed
● On Instagram, add your website in the bio section and make a designated “story highlight” about 

COVID-19 in your destination
○ One for serious health/safety news
○ One for fun light-hearted social distancing fun to attract and inspire

04: Social Media Best Practices

Organic Social Media



Example of positive and engaging accommodation social media posts:

04: Content & Messaging

Organic Social Media

Don CeSar Hotel on St. Pete Beach, FL



Best practices for paid social media:

Paid media considerations BEFORE international tourism returns to your destination:
● Target regional and/or local audiences only; don’t waste your money trying to reach distant source 

markets until your destination has a plan for re-opening 
● Shift your messaging to fit your new short-term demographics (domestic market) 

Paid media consideration when international visitors are allowed BACK to your destination:
● Contact your local Tourism Board for information on future traveler demographics and important 

COVID-19 regulations for international visitors  
● Confirm source market demographics before paying to boost your advertisements
● Narrow your target audience on those who have shown a demonstrated interest in travel to the 

Caribbean and/or consider targeting only those who have recently visited your website or social 
feeds to improve your return on ad spend (ROAS)

04: Content & Messaging

Paid Social Media



04: Social Media

Summary: Do’s and Don’ts

Do’s:
●

●

● Think about strategies beyond just new 
content

● Only use Paid Media for domestic markets 
first if borders are closed 

● Anticipate potential visitor demographic 
shifts 

● Coordinate with national COVID-19 
messaging 

Don’ts:
●

●

●

●



04: Social Media

Sojern: 

Sprout Social:

Revenue Hub: Social Media During COVID-19: Tourism Brands That 
Got It Right

https://www.sojern.com/webinar/secrets-driving-travel-facebook-demand
https://sproutsocial.com/insights/covid19-social-media-changes/
https://sproutsocial.com/insights/covid19-social-media-changes/
https://revenue-hub.com/social-media-covid19-tourism-brands-got-it-right/
https://revenue-hub.com/social-media-covid19-tourism-brands-got-it-right/
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05: Online Business Listings

Why are up-to-date listings important?

●
COVID-19 health and safety protocols

●
higher conversion! ($$$)

● search engine 
optimization



05: Online Business Listings

Online Travel Agencies

COVID-19 “To Do” List:

flexible 



05: Online Business Listings

Online Travel Agencies

How To Update Expedia
COVID-19 Updates



05: Online Business Listings

Online Travel Agencies

Other Expedia Updates

●

→ HOTELS CAN OPT IN TO THIS PROGRAM, NO COSTS INVOLVED.



05: Online Business Listings

Online Travel Agencies

How To Update Booking.com



05: Online Business Listings

TripAdvisor

How To Update TripAdvisor

Link to COVID-19 Response Center is located in TA Management Center:



05: Online Business Listings

Google My Business

Why is my business’ Google My Business 
listing important?

●

●

● GMB listings with photos and virtual tours are 2x 
as likely to generate the interest of travelers

●



05: Online Business Listings

Google My Business

Updates for COVID-19

●

●

● DO NOT USE THE “TEMPORARY CLOSURE” 
FEATURE UNLESS YOUR BUSINESS IS CLOSED FOR 
4 OR MORE WEEKS. 

●



05: Online Business Listings

Google My Business

General Best Practices

●

●

● Reviews on Google My Business
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06: Digital Technologies

Why is incorporating technology important?

● While the use of digital technologies during travel was already on the upswing 
pre-pandemic, new technologies will play an even larger role in the travel 
experience moving forward.  

● Digital technologies have shifted from helpful to required; post COVID-19, 
travelers will expect enhanced digital experiences before and during their trips. 

● In the “new normal”, digital technologies can help in two primary areas:

○ Increasing customer acquisition through cultivating a strong 
and credible digital presence

○ Improving the guest experience by reducing touch points 



06: Digital Technologies

Informed Digital Technology Decisions

● Digital technologies often require a considerable investment of time and financial 
resources to implement. Informed decision-making is key to making the right 
long-term investments for your business. 

● Experts agree that not ALL digital technologies have staying power. As recovery 
persists, it is expected that some technologies will fade in relevance.

Tech that may fade…

● Temperature checks
● Track and trace software
● In-room technologies/voice assistants
● Robots

Tech that may stay…

● Guest messaging platforms
● Staff communication tools
● Contactless payments
● Online food & drink ordering



06: Digital Technologies

Digital Technologies to Consider

Guest Messaging Platforms
These are messaging and chatbot platforms that will help your business 
easily communicate with guests before, during, and after their stay. 

Staff Communication Tools
These are platforms and/or applications that facilitate seamless staff 
communication, allowing fast and accurate fulfillment of guest requests.

Contactless Payments
There are payment platforms that allow travelers to pay digitally for 
services, either in advance (prepayment) or at the time of service.

Online Food & Drink Ordering
Including solutions for both hotels and restaurants, these applications 
facilitate contactless food & beverage ordering. 

https://www.kipsu.com/
https://store.apaleo.com/staymate/
https://www.medallia.com/solutions/travel-hospitality/
https://hijiffy.com/
https://www.aliceplatform.com/
https://hotelkit.net/
https://hkeeper.global/
https://www.optiisolutions.com/hotel-platform
https://try.bbot.menu/
https://www.iris.net/
https://squareup.com/us/en/point-of-sale/restaurants/food-delivery-software
https://stripe.com/
https://wipaycaribbean.com/
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