Responding to
the coronavirus:

For Travel advertisers
The novel coronavirus outbreak, also known as COVID-19,
has severely affected the global tourism industry due to flight
cancellations, travel restrictions and a drop in demand for
travel as people seek to reduce the risk of infection.
Maintaining open lines of communication with customers is
even more important during such periods of uncertainty.
Facebook is committed to building meaningful connections
between people and businesses and has launched quick
guides to help businesses like yours. In this document, you’ll
find strategies to stay connected to customers during this
challenging time.
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Keep yourself, your
employees and your
customers safe
and informed
Stay up to date on the situation by monitoring official
sources like the WHO and your local government health
department. Staying informed means you can respond
quickly to developments that may affect your business.
For real-time updates around the coronavirus outbreak,
you can access the publicly available Live Display from
CrowdTangle featuring curated news across Facebook,
Instagram and Reddit. The objective is to support the
identification and fact-checking of misinformation
related to the outbreak. Alternatively, when searching
for information related to the virus on Facebook or
Instagram, you can find credible information with
guidance from the WHO which will appear as an
educational pop-up.
Consider running an awareness campaign around
traveling safely and being a responsible traveler.
Providing customers with guidance demonstrates
care and will go a long way in keeping your brand
top of mind.
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Highlight important
information and
announcements
You may wish to provide your customers with
as much visibility and transparency during this
period, and highlight steps your business is
taking to help combat the spread of the virus.
For example, if your business offers
accommodation, you can highlight heightened
measures that your business is taking during
this period, such as routine temperature
checks, disinfecting of common areas and
proper sanitation methods. You can also
include a list of nearby clinics and emergency
medical services contact information, as well
as any on-location nurses or medical staff. This
will help reassure guests that it is safe to enter
the premises and that they will be taken care of
during their stay.

If you are in a tourism-related industry,
you may wish to highlight answers
to commonly asked questions about
cancellations and refunds, or put up
information about what precautionary
measures your business is taking.
It’s good practice to make this
information readily available on your
website and social media channels,
such as your Facebook page, Instagram
account and WhatsApp profile status.
You can pin important announcements
to the top of your Facebook Page for
ease of viewing.
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Leverage technology
to improve efficiency

In order to speed up processes, consider introducing
a responsive reservation management system where
customers can log in at their own time to easily track,
amend and cancel reservations automatically. This
also offers your customers more flexibility and control
to manage their reservations and bookings, and
contributes to a more positive customer experience.
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Respond to customer
service queries
While waiting for the current situation to pick up, consider
refocusing your efforts to alternative sources of business,
such as targeting domestic tourists if your business is in
the tourism and attractions sector. For example, you may
wish to target travelers returning to their hometowns
during the upcoming Ramadan season.
You can also consider leveraging
upcoming local events, such as
promoting your event space as a
wedding or meeting venue if your
business is in the hospitality or
F&B sector. You can also look at
tapping on seasonal moments in
your city to create buzz around
special events which your
business can be a part of, such
as International Women’s Day,
Mother’s Day or Easter.

For committed travelers, you
may wish to consider up-selling
ancillary items, which could
mean add-ons in low-cost air
carriers like meals, baggage and
seat selection. For full fare
airlines, you could look at upselling bid amounts to upgrade
to another seat class.

While the road ahead may appear to be a
long one, we believe that we will be able to
overcome the difficulties by banding together,
staying vigilant and showing up for each
other. We would like to remind everyone to
stay safe, take sensible precautions and
protect yourselves first and foremost. We are
with you for the long term and will continue to
provide relevant resources as this complex
situation evolves.

