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SURVEY QUESTIONS:

Talker Research team members are memibers of the Market
Research Society (MRS) and the European Society for Opinion
and Marketing Research (ESOMAR).

Talker Research is also part of the Transparency Initiative through the
American Association for Public Opinion Research (AAPOR) — to view the
complete methodology as part of this initiative, please visit the Talker Research

Process and Methodoloqgy page.

For more information on the survey or any additional questions, please

contact: questions@talkerresearch.com
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PROJECT NAME: Travel Fails

Sample: 2,000 US adults who have traveled in the last
year and stayed in a hotel AND 1,000 UK & 1,000 AUS 18+
who have traveled in the last year and stayed in a hotel

Splits: Age, gender, country, region

Survey Questions:

MI. Which country do you live in? [select one]
USA

UK

Australia

1. What is your gender? [ SINGLE SELECT, MAINTAIN
ORDER]

1. Male

2. Female

3. Non-Binary
4. Other
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5. Prefer not to say

KEEP NON-BINARY/OTHER/PNTS IN TOTAL, REMOVE FROM
GENDER SPLIT

QSEX. HIDDEN GENDER RECODE

1. Male
2. Female

If D1=1, QSEX=Male
If D1=2, QSEX=Femalle

D2. What is your age in years?
[NUMERICAL OPEN-END; RANGE 0-99]

[TERMINATE IF UNDER 18]

D2a. Please select the year in which you were born.
[Dropdown list of years from 2008 to 1927]
[TERMINATE if age and birth year do not align +/-1year]

QAGE: HIDDEN AGE RECODE BY GENERATION
IF D2a=1997-2008, QAGE=Generation Z
IF D2a=1981-1996, QAGE=Millennials
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IF D2a=1965-1980, QAGE=Generation X
IF D2a0=1946-1964, QAGE=Baby Boomers
IF D2a=1927-1945, QAGE=Silent Generation

D3. [SHOW IF M1 = US] Which state do you live in?

[DROP DOWN OF 50 U.S. STATES AND “I DO NOT LIVE IN A
U.S. STATE".

TERMINATE IF OUTSIDE THE U.S.]

QRGNb5: HIDDEN REGION RECODE

1. Northeast

2. Southeast
3. Southwest
4. Midwest

5. West

D4. [SHOW IF M1 = UK] Which region do you live in?
[select one]

Northern Ireland

Scotland

Wales

North East

Yorkshire and the Humber
West Midlands

B 1]
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East Midlands
North West
South West
East of England
South East
London

D5. [SHOW IF M1 = AUS] Which region do you live in?
[select one]

New South Wales

Victoria

Queensland

Western Australia

South Australia

Tasmania

Northern Territory
Australian Capital Territory

S1. How many nights within the last 12 months have you
stayed in a hotel while traveling (for business or
leisure)? [select one]

None [TERMINATE]
1 = 5 nights
— 10 nights
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11— 15 nights
16 — 20 nights
More than 20 nights

. How much do you agree or disagree with the
following statements? [select one grid]
GRID [RANDOMIZE]

a.It’s difficult to keep track of all the little details of
what | need to look for when searching and
lbooking a trip.

0.In general, it's hard to be detail-oriented when
searching for the best travel and
accommodation options.

c.In general, many of the travel mishaps/hiccups |
experience are typically due to a lack of
planning or not confirming details when
planning the trip.

d.In general, many of the travel mishaps/hiccups |
experience are typically due to a lack of
accurate information available when | was
planning and booking the trip.

e. | feel “disaster-prone” when traveling, no matter
how much time | spend planning.
GRID BY
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.. Strongly agree
il. Somewhat agree
ii. Neither agree nor disagree
iv. Somewhat disagree
v. Strongly disagree

2. In general, how easy or difficult do you find... [select
one grid]
GRID
a.Planning a trip or vacation from start to finish?
o.Finding hotels that meet your exact needs and
preferences?
GRID BY
c. \Very easy
d. Somewhat easy
e. Neither easy nor difficult
f. Somewhat difficult
g. Very difficult

3. Which of the following travel fails have you
experienced? [select all that apply] RANDOMIZE,
ANCHOR LAST1

a.I missed a flight or a connection
0.1 lost my luggage or passport

c. | got lost while traveling

d.l got sick or injured during a trip
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e.l was scammed, pickpocketed or robbed

f. I booked accommodation that was falsely
advertised and did not meet the needs of my
travel group (e.g., families, pets, adults-only,
etc.)

9.1 booked accommodation in the wrong location

h.1 chose a recommended hotel/accommodation
for a specific amenity (e.g. pool, gym, etc.) — only
to find it was not available when | arrived

.. 1 ran out of money or had a major unexpected
expense

. 1'had trouble with visas or travel documents

k. My phone died or | lost internet access at a
critical moment

. Bad weather disrupted my trip

M. | accidentally booked the wrong airport or
ground transportation

N. I got locked out of my accommodation

0.1 had my belongings left behind on a plane, train
or taxi

0.1 got stranded somewhere

0. None of the above/I've never had a travel fail
[EXCLUSIVE]

4. [HIDE IF Q3 = None of the above] Please describe
your worst-ever “travel fail,” that caused you the
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most inconvenience and stress out of all your
“travel fails.” [free text]

a.Free text

b.1 don’t remember it clearly/Prefer not to say

5. [HIDE IF Q3 = None of the above] Over the span of
your life, how much money do you estimate your
“travel fails” have cost you? [slider]

a.Sliding scale between “$200 or less” and “$10,000
or more” (200-10000)

6. Over the span of your life, how much money do you
estimate you've lost due to inaccurate information
while booking a hotel, and/or expectations/needs
not being met upon arrival (leading you to spend
additional money to meet them, like purchasing
upgrades, or staying at a different hotel)? [slider]

a.Sliding scale between “$200 or less” and “$10,000
or more” (200-10000)

7. [HIDE IF Q3 = None of the above] After experiencing
your worst-ever travel fail, how did your trip
planning and booking behavior change, if at all?
[select all that apply] RANDOMIZE, ANCHOR LAST 2

a.1 became more careful and did more
comparisons across different booking channels
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(social media, Google, online travel agencies
and Al tools) before booking

b.1 started using Al (e.g., ChatGPT, Gemini, Claude)
to recommend specific routes or the best hotels
or activities for my trips

c.| became more loyal to travel brands that I've
had good experiences with, or that met my
specific needs and expectations

d.l spent more time reading traveler reviews
before booking

e. | started booking refundable or more flexible
travel options — even if they cost more

f. I started using a (human) travel advisor

g.1 started reaching out to the airline, hotel or other
travel companies directly to confirm that all of
my requirements would be met before the start
of my trip

. | started verifying hotel amenities, policies and
accommodation details directly with the
property before booking

. Other (please specify)

j. N/A: My travel planning habits didn't really
change [EXCLUSIVE]

8. When you're traveling, how much of your typical
trip would you say meets your expectations?
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a. Sliding scale between “0%” and “100%"” (0-100)

9. When booking a hotel, where do you typically look
for recommendations? [select all that apply]
RANDOMIZE, ANCHOR LAST 2

0.Google, or another internet search engine

o.Instagram

C.Reddit

d. TikTok

e.Facebook

f. YouTube

g.An Al tool, like ChatGPT, Claude, Gemini

N. Friends and family

. Online Travel Agencies (OTAs) like Expedia,
Booking.com or another site

. Tripadvisor

k. Travel publications and blogs

. Human travel agents or advisors

m. Other (please specify)

n.No place in particular [EXCLUSIVE]

10. Fillin the blank: “For me to even consider booking
a hotel, it needs to have at least [ XX], [X] - star
reviews.” [write-in]
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a.Option to fill in the blanks for number of reviews
and number of stars [including the option for
decimal points for number of stars]

1. When you've decided on a hotel and get ready to
book online, have you ever had any of the following
issues occur, and as a result, you decide to book
your stay somewhere else? [select all that apply]
RANDOMIZE, ANCHOR LAST1

a.1 had to put in my information, travel details or
specific requests too many times

0. The hotel booking page or travel site took way
too long to load or complete my booking

c. There were no flexible payment options when |
got to the end/payment page (i.e., | prefer
options such as “pay at property” or “buy now,
pay later”)

d.l reached out to the property via chat or email to
confirm something, and | did not receive a fast
response

e. My loyalty status or gift card was not recognized
or easily fulfilled online

f. 1 could not easily verify important policies (pets,
parking, cancellation rules, etc.)

g.1lost confidence that the property would meet
my expectations
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n. The booking process felt too complicated
. No/None of the above [EXCLUSIVE]

12 When booking a hotel, how many options do you
typically review/consider before making a
reservation? [slider]

a. Sliding scale between 1 and 30+ (1-30)

13.When booking a hotel, how do you most often end
up making a reservation? [select one]

a.Directly with the hotel on their welbsite

0. Directly with the hotel through their mobile app

c. An Online Travel Agency (OTA) like Booking.com,
Expedia or a similar site

d. Through a travel rewards program/portal

e. Through a traditional travel agency or (human)
travel advisor

f. Through an Al tool (Alexa, ChatGPT, Claude,
Copilot, etc)

g.Other (please specify)

14. How much have you used Al tools (such as
ChatGPT, Gemini, Claude, or Copilot) to...
GRID
Find and search travel options?

a.Compare travel options?
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0. Book travel options?

GRID BY

.. Alot

il. A fair amount
iii. A little bit
I\v.  Not at all

15. In general, how much do you trust Al to make the
best hotel recommendations... [select one grid]
GRID

a.That accurately reflect the venue’s perks, rules
and amenities?

0. That are tailored to your personal desires and
taste, or the desires of your travel group (i.e,
couple, family, large group, etc.)?

c. That accurately reflect important hotel policies,
restrictions, and requirements (e.g., pets,
parking, family-friendliness, accessibility

needs)?
GRID BY
.. Alot
ii. A fair amount
iii. A little bit
iv. Not at all
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16. Hypothetically, which travel planning and
booking tasks would you trust an Al agent to
helpfully and correctly handle... [select all that
apply]

GRID
0. The most?
b.The least? [Hide answers selected in previous
question]
GRID BY RANDOMIZE, ANCHOR LAST 2
.. Suggesting neighborhoods to stay in
. Researching specific hotel properties
i. Recommending the right hotel properties for
my needs, even if | have never heard of the
brand or stayed at the property before
iv. Confirming hotel amenities, policies, and
restrictions before booking
v. Booking hotels/accommodations
vi. Assisting with hotel room upgrades or
special accommodation requests
vil. Researching and recommending
flights/transportation
vii. Booking flights/transportation
iXx. Researching and recommending activities
at my destination
x. Booking activities at my destination
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xi. Finding the most budget-friendly options
and deals
xil. Tracking prices and booking at the right time
xiii. Helping me redeem my gift cards, existing
loyalty benefits or rewards
xiv. Providing real-time travel updates and
recommending any needed changes
xv. Making the right last-minute travel changes
xvi. Other (please specify)
xvii. Nothing in particular [EXCLUSIVE]

17.Have you ever used Al to recommend a hotel that
you actually ended up selecting/booking? [select
one]
a.Yes
0.No
C.l don't remember

18. [SHOW IF Q17 = A] Why did you trust an Al hotel
recommendation enough to book it? [select all that
apply]

a.lt saved me time

o. It provided personalized recommendations

C. It helped me compare options

d.It recommended hotels | would not have
otherwise considered
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e. Other (please specify)

19. [SHOW IF Q17 = A] What kind of prompt/question
did you “ask” your preferred Al tool to help you
decide on your hotel while planning your trip?
[select all that apply] RANDOMIZE, ANCHOR LAST 1

0.1 asked a one-off question with little detail,
mostly focused on basic information such as
location/availability/cost to get a few quick
options

0.1 asked a one-off question with a lot of detail on
what | needed from the property that included
detailed requests for specific amenities, policies,
availability or opening hours of facilities on-site,
etc.

c.1 had a back-and-forth “conversation” with my
Al tool to help me make sure | was selecting the
right property among multiple properties of
interest based on all of my needs and
preferences

d.l shared properties that | have previously stayed
at and enjoyed, and asked my Al to find me
something similar in my upcoming travel
destination
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e.| asked Al to help me select the right property
lbased on others’ reviews across all
public-facing sites

f. Other (please specify)

20. [SHOW IF Q17 = A] How accurate was Al’'s
description or recommendation of the hotel that
you ended up booking and staying at? [select one]

a.Very accurate

0. Somewhat accurate
C. A little bit accurate
d.Not accurate at all

21[SHOW IF Q17 = A] Based on your experience with
using Al to suggest hotels, how do you plan to use
Al to help with travel planning going forward?

[select one]
a.l'll use Al to make recommendations, and then

book the accommodations myself

o.I'll use Al for both making recommendations and
booking the accommodations

c.1 don’t plan to use Al going forward

22. Have you ever received and used a hotel gift card
or eGift card for a hotel stay, dining on-site, spa
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treatment or other on-property experience? [select
one]
a.Yes — and | found it convenient to redeem and
use
0.Yes — but | found it challenging to redeem or use
c.Yes — but | never ended up using it
d.No — but | would be interested in receiving one
e.No — | have no interest in receiving one

Occasionally, the media may contact us wanting to
interview respondents in the survey for further
information to boost the article with qualitative data.
These experiential quotes are used to add something
unique to their reporting and boost the authority of the
story which can then aid SEO performance.

To facilitate this, we sometimes ask respondents if
they’re open to being contacted by the media for
further interview. This consent must be gained prior to
running the survey. This enables us to share certain
respondents with the media in adherence with our data
protection protocols. Please note, a respondents’ answer
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to this question does not impact their eligibility for the
survey in any way.

23. [SHOW IF M1 =US] We're looking to hear from
Americans who travel and stay in hotels. If you
consent, you may be contacted for a short
interview by phone or email from a journalist for
further comment. There is no financial incentive for
taking part, but your name and responses may be
cited in a national publication.

I'm interested in participating
I'm not interested in participating

24. [SHOW IF “I'm interested in participating” in
PREVIOUS QUESTION] Please enter your details
below.

Name:
Email:
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