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How COVID-19 is 
Reshaping Consumer
Behavior

And What That Means for 
Tourism & Hospitality





Health and Safety Front & Center
How COVID-19 is Reshaping Consumer Behavior

Communicating what steps your brand is taking is important, but consistency and 
execution is even more critical. Customers will still have reservations about starting to 
travel again and will need an extra level of assurance beyond a marketing message. 

• 92% of participants in the Digital Life Index survey cited health and safety standards 
as one of the top three factors when choosing an airline

• 78% of respondents said that the ability to use contactless technology was one of 
the top three factors when choosing a hotel

In the past, travelers have ranked the quality of their experience higher based on the 
number of interactions they have with staff. That’s changed now: No interaction doesn’t 
mean a poor interaction. With contactless and self-service technologies, you can continue 
to drive interaction without a person fronting the experience.





Lasting Effect
How COVID-19 is Reshaping Consumer Behavior

Brands need to enable their customers to interact digitally, whether it be through

• digital kiosks
• mobile apps
• biometric data

While this isn’t always the case, digitally native brands are going to have an easier 
time doing this compared with larger legacy brands that are often burdened with 
aging technologies.





Data-Driven Approach
How COVID-19 is Reshaping Consumer Behavior

The richness of first-party and third-party data that brands have access to has grown 
dramatically. Using it to provide the traveler with relevant experiences has always 
been the goal, but that goal has now been magnified. 

Those who have customer data platforms will be able to activate against that data 
and provide more value to customers than those whose data lives in siloes.

• Mobile data tracking
• Defining traveler profiles
• Redirecting messaging to enrich customer experience





Customer-Focused Approach
How COVID-19 is Reshaping Consumer Behavior

Experiential travel, also known as immersion travel, is a form of tourism in which 
people focus on experiencing a country, city or particular place by actively and 
meaningfully engaging with its history, people, culture, food and environment. 

It can often be transformative. Therewith the concept is based on very similar 
mechanisms as for example experiential education, experiential knowledge, 
experiential interior design, and experiential marketing.

• Millennials are top consumer group for experiential travel
• Not only do Millennials love experience, they also love sharing
• Social media and digital platforms are instrumental in the way millennials 

make decisions

Companies in the travel industry that focus on positive customer experience 
have been found to outperform their competition by almost 80%.
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