
Customer Expectations & 
Communication Webinar

Tuesday 25th November 2025



Programme 
• Customer / buyer demand
• Green Communications
• Sharing your Green Story
• Green campaigns
• Social Media
• Green Communications Top Tips
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• 81% of global travellers confirm at 

sustainable travel is important to 

them 

• 90% of people look for sustainable 

options when travelling 

A growing market

Booking.com and Expedia research
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• 43% willing to pay extra for travel 

options with a sustainable 

certification

• Only 18% of global travellers would 

be reluctant to pay for more 

sustainable options

A growing market

Expedia & Skyscanner research
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• 65% would feel better staying in a 

particular accommodation if they 

knew it had a sustainable 

certification

• 66% want to support local cultures 

and communities

• 31% because ‘sustainable properties 

treat the community better’

 Booking.com

A growing mindset
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• 91% of people want to feel more 

emotion in their lives

• 83% seek out experiences that bring 

joy and happiness 

• The most important role of a brand 

is to make the world a better place.

VML, The Future 100: 2024

The joy economy
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• 70% of people would rather 

spend money on experiences 

than ‘things’ – because that 

make them happier. - VML, 2024

• 73% would pay 10% more for 

more authentic experiences

- Euromonitor Consulting

 “Key Travel Trends for Scotland 2024-2027

Authentic experiences
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• “Humans crave passion and 
togetherness – particularly as 
we see AI becoming more and 
more mainstream.” - VML, 
2024

• “It is becoming increasingly 
important for companies to 
reinvest in the communities 
and natural resources they 
touch, and travellers will 
continue to be more discerning 
in supporting brands that do 
so.”

Roadbook Travel Trends 2024

Community spirit
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• bleisure

• Dry Tourism

• Wellness/Regenerative

• Setjetting

• Petjetting 

• Lux for Less

• Inclusivity

Tapping into 
trends
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Where do they 
find you?

• Bookings.com

• Expedia

• Get your Guide

• Viator

• DMOs

• Social Media

• Instagram

• Google
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Green Communications

What is your Green Persona?

• Style & Quality

• Customer Demands & Interests

• Key Assets 

• Personal / Brand Commitments
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Telling your Green Story

• What you have done 

• Use your own voice

• Explain why it matters to you

• It’s a journey

• Celebrate

‘So, our few (few!) apples are 
being used, our guests like it 
– and we make a few pence 
as well – and they are 
contributing to a social good.  
What’s not to like?  
Dowfold House B &B, 

“This will save enough water 
to fill 3 Olympic-sized 
swimming pools every year!”
Church House, Westminster
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Examples
Craighall Farm Steading, Ceres

• Native Trees & Bushes
• Own produce / Local Shops
• Visitor Charter

Friends Meeting House, Manchester

• Supporting local social enterprise 
• Recycled nylon carpets
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Green Active Travel
• World Sustainable Transport Day – 26 Nov

Social Justice/Community
• Green Friday – 28 Nov

Green Days/Events
• Veganuary – 1-31 Jan
• Energy Saving Week 17-23 Jan

Waste/Single Use Plastic
• International Zero Waste Day – 30 Mar
• World Oceans Month – 10-30 June

Campaigns

https://www.awarenessdays.com/
https://awareness-days.co.uk/
http://www.globalstewards.org/environmental-calendar.htm  

https://www.awarenessdays.com/
https://www.awarenessdays.com/
https://awareness-days.co.uk/
https://awareness-days.co.uk/
https://awareness-days.co.uk/
https://www.globalstewards.org/environmental-calendar.htm
https://www.globalstewards.org/environmental-calendar.htm
https://www.globalstewards.org/environmental-calendar.htm
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The Power of a Minute…

• 2.1M People active on Facebook

• 6.3 M Google Searches

• 66K Photos & videos shared on Instagram

• 3.47M Youtube Videos Watched

• 6M people shopping on line

… imagine what could happen in a spare 

half an hour!

Social Media
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Social Media
• What is the difference between liking 

and following a page?
• Fans
• Followers

• Engagement is key                 
• You want them to read, engage 

and remember your content

• Do Hashtags Serve a purpose?
• They simplify the process
• They compel an action
• Hashtags evolve
• They reward the distinctive

http://best-hashtags.com/hashtag/
https://learn.flick.tech/hashtags/sustainability

#GreenHospitality
#ResponsibleHospitality

#EcoHospitality
#SustainableTravel

#EcoTravel
#GreenHotels
#Ecotourism

#ResponsibleHoteliers
#FarmToTable
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• Terminology & Language

• Use your Green Persona info

• Create a Green Glossary

• Research

• Identify your green credentials

• Use your Action Plan

• What, When and Where

• Develop clear strategy

• Everyone to follow your content plan

Top Tip 1 -
CREATE A GREEN CONTENT PLAN

https://www.hubspot.com/
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Top Tip 2 –
GREEN MESSAGING & RESOURCES

• Across your Business

• Accessible and visible 

• Accessible and visible to team 

• Consistency

• Resources 

• Green images library

• Include seasonal images 

• Use in your Content Plan 
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Engage with your audiences

• Ask them to Like and Share 

• Incentivise them

• Ask for feedback / testimonials

• Respond to them

If you are on Tripadvisor

• Allow time to monitor

• Have responses drafted 

• Respond with green messages 

Top Tip 3 – 
GREEN ENGAGEMENT
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Top Tip 4 – 
GREEN KEY WORDS

• Why are Key Words Important

• Increase relevant organic search

• Search related to your brand

• Connect with your target audience

• Research Your Key Words

• Use your Green Persona info

• Search online / competition

• Check out what is trending

• Keyword research tools

KEYWOOD 
RESEARCH TOOL

Google Trends

https://trends.google.com
/trends

Identify
Check

Check Competition
Recheck
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• Invest time

• Update content regularly

• Regularly review Key Words 

• Check Website performance

• Check SEO and Usability

Top Tip 5 - REGULARLY 

REVIEW & UPDATE
Laptop

Iphone / Ipad
Android Phone / 

Tablet
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• Easy Read Resource guide

• Useful tips

• Get Inspired

• Keep it up

Top Tip 6 – Use the 
guide & keep it up!

Green Tourism blogs
Fife Council Resource Page

https://www.green-tourism.com/blog/
https://industry.welcometofife.com/support/green-tourism-sustainability-support-programme/
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• Internationally Recognised 

• 28+ years experience of 
best practice in sustainability

• 18,000+ assessments

• 2,900+ / 56+ Countries

• All types and sectors 

• 50% Micro-Small Business

• 50% Medium-Extra Large Businesses

Green Tourism 
Certification

• Independently Certified

• Third Party Assessment

• Continuous Improvement

• Regularly Reassessed



Tuesday, 25 November 2025GREEN TOURISM • CARING FOR PEOPLE, PLACES AND OUR PLANET PAGE  •  24

• Fully funded year-one Green Tourism or 
Green Meetings memberships available 
for the first 15 businesses to apply 
successfully 

• Then 50% and 25% discounts in years 2 
and 3 respectively

• No Registration Fee

• Deadline for sign up is 31/12/2025

• Significant savings: standard 
membership is £165 - £705 + VAT 
depending on business size

Funded 
Membership Offer

https://www.green-tourism.com/destinations/fife-council/

https://www.green-tourism.com/destinations/fife-council/
https://www.green-tourism.com/destinations/fife-council/
https://www.green-tourism.com/destinations/fife-council/
https://www.green-tourism.com/destinations/fife-council/
https://www.green-tourism.com/destinations/fife-council/
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Free GreenCheck Call
• FastTrack Pre-Assessment

• 30 Key Sustainability points

• Potential to achieve Bronze based on 
information provided

• 12 months to complete full assessment
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Wednesday 10th December - 2:00 pm

Webinar 3 - Implement Practical Changes

Thursday 29th January – 11:00am 

Webinar 5 – Biodiversity 

Upcoming Sessions 
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Thank you 
for your time
Diane Knight
Client Services Director                                        

Clare Wheeler-Kirk                                            
Client Services Executive

01738 632 162 
enquiries@green-tourism.com
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