TallahasseeVoices
2007 Travel

Contact:
Ali Spangler, ali@tallahasseevoices.com 850.906.3111
or Phillip Downs, Ph.D., pd@kerr - downs.com

TallahasseeVoices is a pro bono internet survey panel sponsored by
Kerr & Downs Research and the Tallahassee Democrat. The present
survey was conducted in January 2008. Seven hundred and ninety
seven (797) of the 3,000 panel members responded to this survey.
The results have been weighted to reflect the demographics of the
90%-+ local residents who have access to the internet at
home, work, or school.

Issues covered: Customer Service in the Travel Industry
Loyalty Programs in the Travel Industry
Issues & Concerns in the Travel Industry
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According to TallahasseeVoices

} Hotels gave the best customer service in the travel industry.

} Airlines gave the worst customer service in the travel
iIndustry.

} Hotels have the best loyalty programs in the travel industry.

} Airlines have the worst loyalty programs in the travel
iIndustry.

1 Mosttravel complaints focus on airlines, especially lost
luggage and TSA screening.
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Best Customer Service in Travel Industry*

Attractions, theme parks, etc. 7%

Restaurants 20%
Taxicab companies 1%

Airline companies . 9%
Rental car companies - 16% B n=797
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Which of the following consistently gave you the best customer service whenyou weretraveling in 2007?
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Travel Companies with the Best

Customer Service
Hampton Inn h 6

Avis | 16
Budget __ 5
Enterprise __ 12
Hertz __ 6
Hilton  p— 1 4
Hyatt __ 5

Delta s 24

Marriott |EEE————— 15

Disney _— 10
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Worst Customer Service in Travel Industry *

Attractions, theme parks, etc. 5%

Restaurants - 17%

Hotels . 7%

Taxicab companies l 7%

Rental car companies 9%
B n=797
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Which of the following consistently gave you the worst customer service when you were traveling in 2007?
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Travel Companies with the Worst
Customer Service

Delta Airways

Northwest Airways 10

US Airways 14
mn=/4
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Best Loyalty Programs in Travel Industry*

Attractions, theme i
parks, etc.

Restaurants l 7%

Taxicab companies 1%
Airline companies - 31%
Rental car companies . 8% W n=797

0% 20% 40% 60% 80% 100%

Which of the following had the best loyalty programsin 20077
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Travel Companies with the Best
Loyalty Programs

Delta

Hilton 22

Marriott 26
B n=80
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Worst Loyalty Programs in Travel Industry*

Attractions, theme

0
parks, etc. 10%

Restaurants 20%

Hotels . 12%

Taxicab companies . 12%

Airline companies - 31%

Rental car companies - 15% | n=797
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Which of the following had the worst loyalty programs in 2007?
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Travel Companies with the Worst
Loyalty Programs

US Air 6
m n=30
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Traveling for business is like:

Getting audited by the IRS

Getting a root canal

Normal everyday life 60%
Watching your favorite team win the
big one
Spending the night with Brad Pitt or
Angela Jolie mn= 797
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Traveled by air for leisure*

5 or more . 8% Average =1.7 times
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How many time in 2007 did you travel by air for leisure?
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Traveled by air for business*

5 or more 10% Average 2 times
. -
3 _ 5%
2 8%

61% mn=793
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How many times did you travel by air for business?
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Over 90% of complaints dealing
with the airline industry include:

Lost luggage

TSA screening
Delayed/cancelled flights
Cost

Overall hassle

Slow luggage pickup
Poor flight schedules
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W hatdo our TallahasseeVoices have to say about these issues?
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