FACT SHEET

Developing sustainable
digital CX strategies for
travel and hospitality

While COVID-19 has
disrupted traditional
travel and hospitality
business models,
accelerated adoption of
AI-enabled digital
technologies presents
the potential of a
robust recovery. Startek
continues to work
closely with the
industry in unlocking
that potential.

In the travel and hospitality industry, the ability to deliver personalized and connected
experiences was considered a strategic imperative before the pandemic. Given the
nature of the pandemic, its impact including social distancing and restrictions on
movement, the resultant fall in discretionary travel or average room rents, that
demand for personalization has only increased.
Large, global hospitality conglomerates and travel partners are struggling to reconcile
with the demand for private and bespoke experiences, as vaccination cohorts return to
the untapped destinations for a more exclusive experience. And they are judging
brands based on the quality of their experiences across a proliferation of touch points.

Startek’s digital solutions for Travel
& Hospitality
Startek works with leading global players in the travel and hospitality marketplace,
oﬀering personalized and secure CX, which will be critical in the COVID-19 recovery
world. We provide integrated CX solutions to boost loyalty, lifetime value, engagement
and retention.
We understand the demand for transformation in this sector, and our solutions are
built to reﬂect the post-pandemic opportunities. For instance our omnichannel
solutions help optimize business processes with marketing campaign to convert
opportunities into bookings. We also help you leverage digital technologies to ensure
consistent brand experience communication and engagement. The net result is
personalized CX that creates long lasting brand relationships, cross-selling and
up-selling opportunities that deliver growth.
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Customer Experience
Assessments
Customer Journey Mapping
Channel Optimization and
Digital Transformation
Customer Integrated Services

OMNICHANNEL
ENGAGEMENT (SALES)
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OMNICHANNEL
ENGAGEMENT (LOYALTY)
►
►
►

Loyalty Program Support
Welcome Calls
CSAT Surveys

Lead Generation and
Management Campaigns
Pre-Sales Assistance
Ticketing & General
Reservations
Vacation Packages
Travel Deals & Promotions
Travel Insurance Protection

OMNICHANNEL
ENGAGEMENT (CARE)
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General Inquiries
Voids, Cancellations,
Changes & Refunds
Flight Conﬁrmations
Escalations
Technical Support
Back-Oﬃce Support
Fulﬁllment

CX ANALYTICS
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►

►
►
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Customer Experience
Analytics
Marketing & Brand Perception
Analytics
Innovation and R&D Analytics
Behavior & Sentiment Analysis
Dialogue Diagnostic
Conversation Analysis
Digital VCC and Omnichannel
Analytics

Customer Story
Travel tech brand books new revenue by delivering superior experiences
Challenge: A global travel technology company was looking to increase bookings on ﬂights, hotels,
car rentals, attractions and travel insurance through in improvement in customer experience.
Solution: Startek’s created a multichannel customer engagement strategy for the entire JAPEC
region to support customers and more than 100 brand aﬃliated websites. The strategy involved
multichannel engagement and customer intelligence analytics to deliver consistently superior
brand experience that positively inﬂuenced revenue.
Net Results: Startek not only delivered customer care in English and 8 Asian dialects, but also
consistently exceeded conversion goals for hotel and air sales by 10% despite quarterly increases
to the goal, and ranked in the top 3 amongst 30 vendors. The back oﬃce Turn Around Time was
under 2 hours for 85% of the cases, primarily due to the urgency related to reissue /cancel as
compared to the industry average of 15-24 hours.

About Startek
Startek is a global provider of tech-enabled business process management solutions. The company
provides omnichannel customer experience, digital transformation, and technology services to
some of the ﬁnest brands globally. Startek is committed to impacting clients’ business outcomes by
focusing on enhancing customer experience and digital & AI enablement across all touch points and
channels. Startek has more than 40,000 CX experts spread across 46 delivery campuses in 13
countries. The company services over 250 clients across a range of industries such as Banking and
Financial Services, Insurance, Technology, Telecom, Healthcare, Travel & Hospitality, Ecommerce,
Consumer Goods, Retail, and Energy & Utilities.
To learn more about Startek’s global solutions, please visit www.startek.com
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STARTEK:
REASONS
WHY

Stevie Awards
Winner, IAOP leader and
Strategic Partnership
Winner of Stevie® Award for
Innovation in Digital and Cloud
Platform and listed as the Leader
and Excellence in Strategic
Partnership by the International
Association of Outsourcing
Professionals (IAOP).

13 Countries,
40,000 CX Experts
Including over 5500 multilingual
specialists with experience in
reservations and sales support,
fare management, cancelations &
reissue, customer interaction
services, managing global
distribution systems,
collaborating for IROP support,
baggage handling and travel
support, loyalty and fulﬁllment,
sales and marketing campaign
management, deals and
promotions, back-oﬃce, cargo and
revenue management.

Over 15 Global
Travel and
Hospitality Partners
Managed global brands for nearly
three decades of uninterrupted
delivery of tech-driven and human
assisted services by over 1200 CX
experts who operate under the
guidance of domain specialist.

Startek Cloud &
Digital Engagement =
Next Gen Agility
Undisputed leaders in provision of
an always-on, campus on cloud
platform that enables a work from
anywhere agent model, enabling
next-gen continuity in the most
volatile operational circumstances
like the COVID-19 pandemic.
Digital CX solutions combined
with Startek Cloud make your
business more resilient and drive
growth.

