
Critical Process Issues

Issues Facing Booking Services
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Solutions Approach
Customers Identify Three Key Changes to Improve 
Their Purchasing Experience

Factors Critical to a Successful Booking Experience

PRO Utilizes Customer Journey Maps & Client Value Modeling to 
Understand Customer Experience

Customer Value Modeling is a Critical Element of Understanding 
Customer Wants and Needs During the Purchasing Experience

Customers value a seamless, flexible booking 
experience that fits their schedule and minimizes stress

Group booking options should offer flexibility so travelers 
can choose different activities instead of being limited to 
a single shared itinerary

The process should offer a user-friendly design, intuitive 
navigation, and a seamless booking experience that makes 
planning a trip both easy and enjoyable

Pricing should be transparent and competitive, clearly 
outlining what each package and service includes to build  
trust and avoid surprises

Incorporate visual maps, authentic customer reviews, and 
detailed destination insights—enhanced with personalized 
recommendations to guide and inspire travelers

Varied price points give travelers the flexibility to allocate 
their budget according to personal priorities

Travel packages should reflect a broad range of
preferences to match how individuals want to spend  
their time

One-size-fits-all solutions fall short, as travelers have 
unique needs and priorities

1. Ease of Booking / Convenience

2. Personalized Options /  
Customizable Packages

3. Diverse Activities and Experiences

4. Budget-Friendly Options / 
Group Discounts

5. Split Experience Packages

Client Value Model Description
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Budget-Friendly Options 28%

Knowledgeable 
Customer Service 32%

Clear Package Details 35%

Challenges Facing Customers During the Travel Package Purchasing Experience

More than 30% of travelers 
who adjusted their plans did 
so by reducing the length or 
frequency of their trips due to 
the rising cost of living

74% of travelers say social media 
posts influenced their decision to 
visit a specific destination

53% of travelers experience 
frustration when having to use 
multiple websites to book travel 
accommodations and activities

42% of Americans reported  
being dissatisfied with their travel  
booking experience

36% of travelers actively 
look for flexible cancellation 
policies when booking

85% of travel agents believe  
modernizing the user experience is 
essential to increasing online sales

User 
Experience

Overall Price 
and Value

Interactive 
Features

Experienced 
Frustration 

Experienced no 
Frustration

91%

9%
–	Restrictive packages

–	Unclear package offerings

–	Delayed customer service

–	Package-pricing concerns

–	Poor website usability

Reasons Customers 
are Frustrated

Travel Package
Purchasing Experience
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