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Supporting activity 
partners and 
customers through 
COVID-19
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Activity Industry & COVID

SOURCE: Arival, April 30 Coronavirus Impact Pulse

Across tours, activities, and 

attractions providers globally, 2020 

bookings were down an average 

of 85%. 
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Restoring customer confidence requires new health & safety measures

Globally, almost every tour 

company is thinking about the 

measures they need to take to 

mitigate the effects of the virus and 

make guests feel safe and secure. 

SOURCE: Forbes, May 2020, 5 Ways the Pandemic will change the 

future of tours
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COVID circumstances have created 

an increased need for cleanliness & 

hygiene to minimise the perceived 

risk of contamination whilst 

undertaking an Expedia activity or 

ground transportation. 

Problem statement

Offline concierge desk operations are being tackled by the Offline 

team. This is akin to facilities management.
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What we set out to do

Support Expedia supply partners with 

information to enable them to take measures 

to protect staff and travellers from the spread 

of infection.

Provide customers with information regarding 

"spread of infection" hygiene and safety 

before and during an activity to enable them 

to make decisions regarding their personal 

welfare.



© 2020 Expedia, Inc, an Expedia Group Company. All rights reserved. Confidential and proprietary

We are taking a two 

phased approach

1. Education & Awareness

2. Tools – Partner & Traveller  
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Phase 1 Support – Partner Education and Awareness

Partner guidelines

Designed to support partners in learning about measures 

for cleanliness and hygiene. Advice from WHO and CDC

Partner education & 

outreach
All partners received an informational email, and our team connected 

1:1 with key partners about available resources

Infographic
One page infographic to engage partners and 

summarise the Partner Guidelines

Webinars
Expert vendor produced Activities and GT specific webinar style videos to 

educate suppliers of measures they can consider for staff and travellers
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Partner materials samples

9

Guidelines

Infographic

Webinars
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Phase 2 Support – Partner Tools: Hygiene details in management tool

In our product management tool, supply partners 

identify the cleaning & safety measures they’re 

taking to minimize virus spread.
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Phase 2 Support - Traveller tools: Activity Product Details Page Designs

Customers will soon be able to view 

cleaning & safety measures highlighted in 

the details page for each product. 
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Initial Partner Response
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Education & awareness

Early results are good –

as of just one week post 

launch, over 9,700 

activities already have 

health and safety 

responses indicated.
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