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== Message

Our Valued Tourism and Hospitality Partners,

The COVID-19 pandemic has caused a major shift in the global economic landscape, and the Philippine tourism sector is
among the most affected given the current travel restrictions.

In support of the industry, the Department of Tourism, in partnership with Guide to the Philippines and AIM - Dr. Andrew
L. Tan Center for Tourism, launched a travel survey on May 15 to 24, 2020, and gathered responses from 12,732 Filipino
travelers and other nationalities residing across the 81 provinces of the Philippines.

We are now ready to share what we have discovered through “The Philippine Travel Survey: Insights on Filipino Travelers’
Sentiments on the New Normal”.

The results of the survey aim to help Tourism enterprises and stakeholders understand the domestic travelers’ sentiments
and behavior in order to craft strategies and plan for the new normal. In this report, you will find key insights and general
recommendations.

The way forward requires our collaboration and commitment to help Philippine tourism bounce back. #WeRecoverAsOne

Maraming salamat at Mabuhay ang turismong Pilipino!

Bernavétte
Secretary
Department of Tourism, Philippines
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== Message
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Rabbi Vincent L. Ang
General Manager
Guide to the Philippines

When we launched Guide to the Philippines, we
intended to bring about the largest collaboration
of local travel operators on one platform. Now as
we face this period of uncertainty, the industry’s
recovery is hinged, not just on a large number of
us but on every tourism stakeholder working
together to redefine travel in the context of
COVID-19. We find ourselves, therefore,
fortunate to be working alongside the
Department of Tourism and AIM-Dr. Andrew L.
Tan Center for Tourism to bring you this report -
a testament to how government, the private
sector, and the academe can collaborate for the
betterment of our industry.

We initiated this survey as a means to help all
tourism enterprises gain market insight on
traveler expectations in this new normal. It is our
hope that you are able to use this data to bounce
back as quickly as possible, for the sake of the
economy, our industry, and most importantly, all
tourism workers and communities who rely on
tourism revenues for their livelihood.

Let’s stay hopeful and keep pushing forward -
together.

Prof. Fernando Martin Y. Roxas, DBA
Executive Director

Dr. Andrew L. Tan Center for
Tourism

Asian Institute of Management

On behalf of the Board of Advisors and
Management Team of the AIM-Dr. Andrew L.
Tan Center for Tourism, | am pleased to share
with you the outcome of our cooperation with
the Department of Tourism (DOT) and Guide
to the Philippines (GTTP) in conducting this
study regarding Filipino travelers’ sentiments
on travelling post-quarantine. In these times
of great uncertainty, having data that describe
consumer behavior is critical in the industry’s
effort to recover as quickly as possible.
Through this online survey conducted last
May 15-24, 2020 that gathered 12,732
respondents, we are able to contribute to
helping the tourism industry bounce back
from this pandemic.

True to our Center’s mission of assisting and
uplifting tourism stakeholders through
research, educational programs, and
conferences, this is our contribution to the
industry for their use in scenario planning for
future crisis/pandemic management.

Thank you for your continued support.
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== Survey Background

The outbreak of the coronavirus (COVID-19) pandemic has heavily affected the local tourism industry. The measures taken to ensure
the health and safety of Filipino citizens have resulted in the sudden loss of travel demand, severe loss of revenues, and
unemployment across all tourism enterprises. On all levels, planning is being undertaken on how to resume operations in this “new
normal” and revive travel demand using a myriad of assumptions.

In these times of great uncertainty, having data on consumer behavior is critical to the industry’s effort to recover as swiftly as
possible. Recognizing the significance of a data-driven approach in supporting plans and initiatives to revive the industry, the
Department of Tourism (DOT), together with the AIM-Dr. Andrew L. Tan Center for Tourism (AIM ALT-CFT), and the Guide to the
Philippines (GTTP) launched the “Philippine Travel Survey” last 15-24 May 2020 on various online platforms. Surveying a total of
12,732 Filipino travelers and foreign residents of the Philippines, the results provide insights into the traveler’s sentiment towards
the current pandemic situation as well as their behavior and preferences on future domestic leisure travel.

White Island, Carniguin, Northern Mindanao
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== Survey Background

The findings on the Filipino traveler’s behavior provide insights on how the various aspects of the pandemic affect their travel
decisions. The collective responses lead us to better understand the local market. And we come a step closer to answering key
questions such as the following:

When will domestic travel demand most likely return and at what rate?

What conditions may trigger Filipinos to start traveling again?

What measures or business process changes do | need to put in place to increase traveler confidence in my services?
What are the travelers’ tolerance to these additional measures?

Complementing the existing initiatives and plans towards adapting to the new normal, a data-based approach provides better
assumptions that tourism stakeholders may use in planning the next steps for the industry and as well as preventive plans in the case
of another pandemic.

It is our hope that this report stimulates richer discourses among tourism stakeholders and that it helps everyone in the industry
recover and adapt to the changes brought about by the COVID-19 pandemic.

Disclaimer: The insights from this survey are delimited to the Filipino travelers who have responded in the survey through online platforms during the declared survey period. The results assume that travelers made decisions regarding their upcoming travel plans for the new normal. Similarly, the
responses made in answering the questions considers the scenario of a new normal where travel restrictions, such as community quarantines, have been lifted. Thus, the findings may not necessarily reflect the national sentiment towards travel in the Philippines.The term “respondents” and “travelers”
may be used interchangeably in this report.
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== Survey Respondents

Number of Respondents

12,732

With respondents from all 81 provinces
60% of respondents fall within the ages 22-40 years old

60%

e Below 18 years old e 18-21 years old e 22-30 years old
® 31-40 years old » 41-50 years old e 51-60 years old
e Above 60 years old

81

Provinces
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== Survey Respondents

Education

98%

COLLEGE GRADUATE

98% of the respondents have at least an
undergraduate degree and 30% have
postgraduate degrees

B Undergraduate
B Postgraduate
High school

B Elementary

Occupation Income
47% 20k-40Kk
PRIVATE SECTOR

27% of the travelers earn
20,000 - 40,000 per month

47% of the traveler respondents are
private employees, followed by 19%
working for the Government

B Private employee

9%
9%

B Government
employee

® Above P200,000

= £120,000 - #200,000
65,000 - #120,000

= #40,000 - 65,000

| 20,000 - #40,000

m 10,000 - 20,000

® Under 10,000

| None

Self-employed /
Freelancer

B Business owner
(with employees)

B Student

B Retired

B Unemployed

B Others
OFW
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== Survey Respondents

Length of Trips § Number of Companions Budget per day
2-3Days 2-5pax P1lk-2k
46% of the respondents spend an 74% travel in groups of 2 to 5. Most of the 29% allocate this much per person per day for
average of 2-3 days for domestic leisure respondents travel with family/relatives accommodation, transport, food, and activities
trips. It is also important to note that 50% : (68%) and friends/co-workers (61%) '

cited 4 or more days duration for typical

domestic leisure trips. § :
% — = -

B More than 5 days W 4-5 days 2-3 days [ Day trip : 2 k
: B None M1 B 25 ®m6-10 10 or more : B Less than PHP 1,000 ® PHP 1,000 - PHP 2,000 ™ PHP 2,001 - PHP 3,500
: PHP 3,501 - PHP 5,000 M Above PHP 5,000

The respondents usually spend approximately an average of 3000-P6000 per head for a 2-3 day leisure trip, and
they travel in groups of 2-5 either with family/relatives or friends/coworkers for their domestic leisure trips.
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Key Insights

O 1 Domestic leisure travel will lead Philippine Tourism recovery
Majority of travelers expect a reduction in income and travel budget
Health and safety is the primary concern of the travelers

04 Travelers prefer reduced-contact activities once leisure travel restrictions are lifted
Travelers prefer online and digital channels for convenience and contact-reduction

Travelers plan to travel close to home



=01
Domestic leisure

travel will lead
Philippine Tourism
recovery.

With the closure of international borders, the
return of foreign tourists is expected to be slow
and gradual. A possible silver lining for the
tourism industry lies with domestic travelers, as
the survey results indicate their quick return to
leisure travel once restrictions are lifted.

Despite the current situation, 77% of the
respondents are still willing to travel domestically
- even in the absence of a proven vaccine.

The survey results also show greater confidence
on the probability of domestic travel within six
months from lifting of restrictions as compared to
international travel.

12



01 Domestic leisure travel will lead Philippine Tourism recovery

487% expect to travel domestically within 6 months
from lifting of travel restrictions

Domestic travel demand show a potential for a quick recovery given 77% of people are willing to travel domestically

even in the absence of a vaccine.

Within the same month Within 6 months After a year
19.40% 16.60% 22.79%
—
8.72% 19.86% 12.63% l
As soon as avaccine is

Within a year

Within 2-4 months

available

Q: Once travel restrictions are lifted, how soon do you think you will be traveling? [Domestic travel]

13



01 Domestic leisure travel will lead Philippine Tourism recovery

Only 26% expect to travel internationally within the
next six months.

Travelers also indicated a preference for travel to nearby countries with 37% planning to travel to East Asia (China,
Japan, Korea, Taiwan, Hongkong, Macau), while 30% plan to travel within the the ASEAN region (Singapore, Thailand,
Vietnam, Malaysia, Laos, Indonesia, Cambodia, and Brunei) once restrictions are lifted.

Within the same month Within 6 months After ayear
18.85% 38.26%
2.69% 16.49% 17.35% I
Within 2-4 months Within a year As soon as a vaccine is
available

Q: Once travel restrictions are lifted, how soon do you think you will be traveling? [International travel] 14



01 Domestic leisure travel will lead Philippine Tourism recovery

Leisure travel still remain to be the primary reason for
travel

Of those expecting to travel once restrictions are lifted, most expect their first trip to be a vacation. Visiting family and
friends come second.

Vacation/Leisure

Visit family and friends
Business/Work
Medical/Health

School/Education

L Hoilo- Western Visayas

Q: Once you're ready, how likely are you to travel for the following purposes? 15



01 Domestic leisure travel will lead Philippine Tourism recovery

Domestic travel spend is significantly higher than
inbound travel spend

Due to the significant difference in the volume of domestic tourists compared to foreign tourists, our local travel
industry is largely propped up by our fellow Filipinos.

Philippine Tourism Expenditure

5,000,000
4,000,000
3,000,000
2,000,000

1,000,000

0

2015 2016 2017 2018 2019

TOURISM EXPENDITURE BY PRODUCT AT CURRENT PRICES Levels (in million Philippine Pesos)

B outbound B Inbound [ Domestic

Source: Inbound and Domestic Tourism Expenditure, Philippine Tourism Satellite Accounts, Philippine Statistics Authority,



=02
Travelers expect a
reduction in income
and travel budget.

Note: Travelers refers to Survey Respondents

Beyond the heightened health and safety risks,
the economic repercussion of the pandemic and
the community quarantine restrictions appear to
be far-reaching. Only 26% of respondents expect
no reduction in their income.

Interestingly, when asked about their expected
travel budget during this time, most indicated
they would reduce it instead of completely
zeroing it out.

However, while many expect to spend on travel,
the general market sentiment indicates it is still
not the appropriate time to promote travel deals.

17



02 Travelers expect a reduction in income and travel budget

74% foresee a reduction 44% foresee a reduction
in income in travel budget.

® None ® Lessthan10% ® 10-20% ® 20-50% ® No budget will be allocated ® Reduced
® Greater than 50% ® No change in budget ® Increased

Q1: Due to COVID-19, how much of a reduction in your income do you see for the year? Q2: Given the current situation, how is your travel budget affected? 18



02 Travelers expect a reduction in income and travel budget

Income reduction appears to influence travel budget

reduction

Travelers are more likely to reduce their travel
budget the higher their expected income
reduction is. For those expecting greater than
50% income reduction, it is interesting to note
that majority still expect to reduce their travel
budgets rather than completely eliminating it.
The percentage of respondents who do not
plan to allocate a travel budget only increases
for those expecting a higher than 50% income
reduction.

Q: Given the current situation, how is your travel budget affected?

Reduction in income vs reduction in travel budget

B No budget will be allocated [l Reduced [ No change in budget [l Increased

60%

40%

20%

0%

None Less than 10-20% 20-50% Greater
10% than 50%

19



02 Travelers expect a reduction in income and travel budget

Travelers are less likely to buy travel deals at this time

42% of the travelers are highly unlikely to purchase travel deals or promotions during this time. This can be attributed
to their concerns on safety, expected reduction in income, and travel restrictions.

B Highly Unlikely B Unlikely Neutral B Very Likely B Highly Likely

Q: How likely are you to purchase travel deals or promotions at this time? 20



" 03
Health and safety is
the primary
concern of
travelers.

Health and safety stand at the top of all concerns
according to respondents. Economic/financial
concerns follow, while lifestyle concerns (travel
included), rank the lowest.

Unsurprisingly, respondents share that a return to
their pre-pandemic lifestyle requires an
improvement in the overall epidemiological
situation.

Given the overall bleak outlook on an
improvement happening soon, health and safety
protocols are highly-expected from travel
establishments in this New Normal. In fact, 73% of
respondents noted safety and security as the
primary factor in choosing a travel vendor.

21



03 Health and safety is the primary concern of travelers

Health and safety factors are top concerns

Travelers are mostly concerned with the health and safety of others and themselves. Safety remains the top concern
over the economic and lifestyle-related concerns.

B Concerned [ Very Concerned

Family and friends contracting the virus 9% 85%
Personally contracting the virus 11% 81%
Availability of a vaccine 11% '

I It is interesting to note that the

responses indicate a greater concern
for the welfare of others than
personal welfare.

For example, there is greater concern
over loved ones contracting the virus
versus personally contracting it.
Similarly, the impact on the vulnerable
members of society is more concerning
to respondents than the impact on
one’s own income.

Impact on the poor and vulnerable

Impact on the Philippine Economy

Ability to plan the future

Impact on my job / income / my business
Access to supplies | need

Ability to be physically with friends and family
Ability to travel around

Ability to go on holiday

Q: Thinking about the current COVID-19 situation, how concerned are you, if at all, about the following? (5 being extremely concerned) 22



03 Health and safety is the primary concern of travelers

Majority do not see the COVID-19 situation improving

37% of travelers indicated that the situation will worsen in a month’s time. 34% thought the situation will neither
improve or worsen, and 29% felt that the situation will improve.

B Get muchworse B 2 3 4 @ Get much better

13% 24%

Q: In the next month, how do you expect the severity of the COVID-19 situation in the Philippines to change? (from 1-5 with 1 get much worse and 5 get much better) 23



03 Health and safety is the primary concern of travelers

Medical milestones will trigger comfort in
returning to old lifestyle

Most travelers would only feel comfortable returning to their old routine once epidemiological concerns are addressed.
While a proven treatment or vaccine are key significant milestones, reduced rate of infections or number of cases are
also indicators that could trigger behavioral changes.

When a treatment is available

When | get vaccinated

When there are no new cases

When the rate of new infections go down

When domestic travel resumes

When quarantine or stay-at-home orders are lifted
When international travel resumes

When malls and other businesses reopen

Q: Which of the following would make you feel comfortable to return to your old lifestyle (or close to it)? Select all that apply

24



03 Health and safety is the primary concern of travelers

Sanitation and health best practices

are expected by travelers

The pandemic has clearly raised traveler expectations on health and safety standards.

Certified disinfecting protocols and regular sanitation
Passenger health screening (e.g. temperature checks)
Limitations on visitor capacity in attractions and establishments
Travelers/Customers bring their own masks

Published rules for social distancing and physical interactions

Self-service processes (e.g. online booking, digital payments, mobile check-in,
contactless boarding, etc.)

PPE requirement for tourism employees (e.g. mask, gloves)
Distribution of hygiene kits
More liberal/flexible terms and conditions

Others 53/

Q: Which best practices would you like to see implemented once travel is allowed? Select all that apply

96%

94%

90%

89%

89%

86%

80%

80%

69%

25



03 Health and safety is the primary concern of travelers

Travelers are willing to adhere to health and safety
protocols

The majority of the travelers are willing to follow the necessary health and safety policies, except for undergoing
guarantine at a government facility.

B Not willing at all B Willing B Very willing

Submit medical certification prior to travel

Undergo rapid COVID19 tests prior to
departure

Undergo quarantine at home KlW3

Undergo quarantine at government
quarantine facility

28% 13%

Q: Please indicate your willingness to adapt to the following possible travel policies. (Not willing at all, Willing, Very Willing) 26



= 04
Travelers prefer
reduced-contact
activities once
leisure travel

restrictions are
lifted

Activities that limit exposure to other people,
such as outdoor or private activities, inspire the
greatest sense of safety for travelers. Conversely,
activities that expose travelers to crowded places
is deemed less safe.

Interestingly, traveling on a commercial airline is
viewed by many as being relatively safe.

Going to the beach, going on a road trip, and
staying in a hotel are the top activities travelers
are likely to do once restrictions are lifted.

27



04 Travelers prefer reduced-contact activities once leisure travel restrictions are lifted

Majority feel safer doing activities with
limited exposure to crowds

Staying in a hotel or resort, traveling solo, or going on private tours are considered safest among the provided list of
activities. On the other hand, going on shared tours, attending sports events, and joining conventions - all of which

involve crowd exposure - are considered the least safe.
B Very unsafe B Unsafe

Joining shared/group tours

Going to sports events

Attending conventions or conferences

Visiting indoor attractions (e.g. museums)

Traveling outside the Philippines

Staying in a bed and breakfast (BnB), hostel, or homestay
Going shopping

Visiting outdoor attractions (e.g. outdoor theme park)
Traveling on a commercial airline

Dining in a restaurant

Staying in a hotel or resort

Solo travel/ backpacking

Going on a private guided tour

Q: Once restrictions are lifted, please rate how safe do you feel doing each of these activities?



04 Travelers prefer reduced-contact activities once leisure travel restrictions are lifted

Top travel activities:
Going to the beach, road trips, and staycations

80% i ) ;

w
60%
40%

20%

0%

Others Visiting a  Traveling solo  Taking an Doing an Going on a Goingona  Going to the
museum or or Eco/Farm tour outdoor staycation road trip beach
cultural backpacking activity (e.g.
tourist spots biking)

Q: What do you see yourself doing for your next trip once travel restrictions are lifted? Select all that applies



= 05
Travelers prefer
online and digital
channels for
convenience and
contact-reduction

Across different age groups, respondents
overwhelmingly favor online channels for booking
travel arrangements. Mostly, they book online
directly with the establishments, with online
travel agencies as a second online option.

80% of the travelers prefer booking trip
components (i.e. airline tickets, hotel, tours)
separately and only 20% prefer all inclusive travel
packages. Those who prefer independent travel
arrangements mainly book online while those
preferring packages tend to book with travel
agencies.

In the New Normal, reduced-contact channels
become even more relevant. Self-service
processes is a strong expectation by majority of
travelers.

30



05 Travelers prefer online and digital channels for convenience and contact-reduction

73% book travel arrangements through
direct online channels

Booking online through OTAs and aggregators comes second with 46%. Generally, booking directly with the
establishment, whether online or offline, is preferred over an agent or aggregator.

l Post-COVID19, 86%

of travelers expect Online directly with the establishment

tourism enterprises to
implement self-service
processes such as
contactless check-in,
online booking, digital
payments, and the like.

Through online travel agencies/aggregators
Directly with the establishment via phone or email
Via travel agent

Via travel groups on social media

Through travel fairs

OthersZ%

Q: How do you book your travel arrangements? Select all that apply



05 Travelers prefer online and digital channels for convenience and contact-reduction

Travelers prefer booking trip components
independently over booking travel packages

80% of respondents noted their preference for booking trip components separately. This type of traveler generally
prefer booking online. The 20% who prefer travel packages have a greater tendency to book via travel agents.

B Independent arrangements B Travel packages

Via travel agent

Directly with the establishment via phone or email

Online directly with the establishment

Through online travel agencies/aggregators

Through travel fairs

Via travel groups on social media

Cross tab between:
Q: How do you book your travel arrangements? Select all that apply
Q: Do you prefer to travel with booked travel packages or plan independent/Do-It-Yourself (DIY) arrangements (i.e. separate booking arrangements)?



05 Travelers prefer online and digital channels for convenience and contact-reduction

Travel products are booked at varying instances

Travelers book big-ticket travel components ahead of cheaper ones. From a different perspective components sold
under dynamic pricing are booked ahead of components under static pricing.

B Airline Ferry/Bus [ Accommodation [ Tours and Attractions
50%
. . N 43%

. Plane tickets - within a year

40%
Bus/Ferry - in the destination

; 30%

S . 23% 00

-, Accommodation - 1 to 3 months 2%

20%
m Tours and Attractions
- 1to 3months 10%

11% l

In destination A monthor 1-3 months Within a year More than a
Q: When do you purchase the following travel products for leisure? less before before year before

0%

33



== 00
Travelers plan to
travel close to
home

Travelers across the different Philippine regions
have shown a preference for traveling to
destinations closer to their place of residence.

Boracay ranks at the top of domestic destinations
travelers plan on visiting first once leisure travel
restrictions are lifted.

34



06 Travelers plan to travel close to home

Top 10 Domestic Destinations

Siargao (9.21%)

"
%ﬂ _

]

El Nido (6.75%) Coron (6.28% q Batangas (5.49%) Bohol (4.59%) )

Q: Once restrictions have been lifted, which domestic destination will you be traveling to next? 35



06 Travelers plan to travel close to home

Locals choose nearer destinations for their next travel

Place of Residence Top 1 Destination Top 2 Destination
NCR Boracay ]

CAR

llocos Region Baguio Boracay
Cagayan Valley

Central Luzon . 0 Boracay

CALABARZON Boracay
MIMAROPA letro M« gui
Bicol Region Bicol Siargao

VISAYAS

Place of Residence

Western Visayas Metro Manila
Central Visayas Metro Manila

Eastern Visayas

Top 3 Destination

Top 1 Destination Top 2 Destination Top 3 Destination

] Within Luzon
Siargao
‘ @ Within Visayas
‘ Within Mindanao
Siargao

Siargao

y

I Top Destinations to visit

first are those closer to
home. Top activities are

Siargao going to the beach, road

MINDANAO

Top1

Pl f Resid &
ace of Residence Destination

Zamboanga
Peninsula

Metro Manila Cebu

Northern Mindanao Cebu Metro Manila

Davao Region

SOCCSKSARGEN Cebu
B Caraga Region Metro Manila

Cloud 9, Siargao; Cara

Top 2 Destination Destination

Cagayan de Oro

Metro Manila

trips, & staycations
Top 3

Boracay

Siargao
Cebu

Q: Once restrictions have been lifted, which domestic destination will you be traveling next?

36
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* Implications for Tourism Enterprises

Ol Rebuild trust and confidence in travel
Adapt products and services
Shift to digital

04 Collaborate with stakeholders



Implications For Tourism Enterprises

== Rebuild trust and
confidence in travel

Inspiring trust and confidence in the safety of travel should be the
main priority for tourism enterprises. As the top travel concern in
the new normal, compliance to health and safety protocols provide
immense value. Moreover, these measures must be communicated
to the market effectively. Travelers need transparency on their
experience with players throughout the travel value chain. If you
want to increase the likelihood of travel, assure them of their safety.

N _ 7 e What are the health risk areas in my business and what

- O - adjustments will | make to ensure the safety of travelers?
7N e Are there certified health and hygiene protocols | can
adhere to?

e How can | communicate my business’ elevated safety
standards to travelers?

e How can | improve my customers’ experience given the
possible travel requirements?

Marcelo Fernan Bridge, Cebu,
Central Visayas

RECOMMENDATIONS

Design your new customer experience around safety and make
sure you look beyond your own touchpoints. Additional health
and safety protocols may come with inconveniences to
customers that you may want to address.

39



Implications For Tourism Enterprises

== Adapt products and
services

In the face of crisis, adaptable and agile businesses are the ones able
to navigate uncertainty and avoid disruption - and it starts by
understanding your customers. All enterprises in the travel value
chain must continually probe shifting travel behaviors and adapt
their offerings based on the changing demands.

7
N\
[}

How am | monitoring shifts in travel behavior?
Who will be my initial market upon the return of leisure
; travel and what products/services will cater to them?

e How can | tweak my product/service to changing traveler
preferences (e.g. preference for activities that limit
exposure to crowds)?

e Arethere opportunities for ancillary products/services

that address new travel preferences?

Q

5
L

T

¥l

Ep

RECOMMENDATIONS

Review and recalibrate your value proposition based on the
changes in preference of your target segment. Given the
realities of the New Normal, cookie cutter offerings are
insufficient. Focus on personalized, engaging, story-rich, and
technology-driven tourism products and services for added

value.
40



Implications For Tourism Enterprises

== Shift to digital

Having a strong online brand and a robust website with a
transactional platform is ideal to engage our digital-savvy Filipino
market. Online visibility is a necessary condition to thrive in the
new normal. But beyond distribution, the future of tourism strongly
relies on the creative use of technology. Enterprises will have to
move forward with bolder and innovative solutions to shape the
future of travel experiences.

What customer touchpoints do | need to digitize?

What online distribution channels are available for my
business?

How can | make my team comfortable with technology?

e How can | maximize the features of social media platforms?

How can | establish traveler’s confidence in online
transactions?

What use cases can | develop to apply specific technology
to improve my products, services, or business processes?

RECOMMENDATIONS

Explore the use of the growing number of available online
marketplaces to expand your digital reach. Tourism MSMEs
should also maximize the features of social media platforms
through targeted and systematic blasting - a communication
strategy must be designed.

41



Implications For Tourism Enterprises

== Collaborate with
stakeholders

The task of rebuilding trust and confidence in travel is a shared
responsibility. Collaboration among tourism stakeholders is critical
to the success of tourism recovery. Stakeholders need to strengthen
their coordination mechanisms with particular attention given to
the most vulnerable destinations and segments of the industry.
Travelling in the new normal is hinged on an integrated system of
stakeholders which suggests an “us vs me” mindset. New normal
requires the need for a comprehensive understanding of diverse
tourism stakeholders for long-term relationship-building.

- Q - o How can | seek convergence points with stakeholders of

N local tourism? Can | align sanitation and health protocols,
standardize the tourist experience, push for domestic
leisure travel bubbles, etc.?

e How can | achieve economies of scale and scope by working
with players in my industry or local associations?

e How can | engage more stakeholders in business planning?

RECOMMENDATIONS

Seek “convergence points” by initiating personal interactions or
joint assessments with other stakeholders in the value chain.
Focus discussions on health, safety, and sustainability and
ensure local community involvement. Through dialogues, agree
on how to expand the pie first before splitting it.

42



Pillars of New Normal

From the identified implications, the new normal for tourism is centered on:

O1 Elevated Safety O2 Agile Innovation

O3 Digital Transformation 04 Collaborative Governance
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Department of Tourism
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The Philippine Department of Tourism is the
primary government agency charged with
the responsibility to encourage, promote, and
develop tourism as a major socio-economic
activity to generate foreign currency,
business and employment and to spread the
benefits of tourism to the Filipino people.
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AIM-Dr. Andrew L. Tan
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The Center’s broader goal is to assist and
uplift tourism industries through research,
educational programs, and conferences. We
designed these activities to ensure
sustainable tourism development in the
Philippines and the rest of Asia.

www.aim.edu
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Guide to the
Philippines

Guide to the Philippines is the largest online
marketplace for Philippine travel offering
hundreds of tour experiences, travel
products, and travel guides. Plan your trip
and book your tours on one platform!

www.guidetothephilippines.ph






