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Visit Brussels Open Day

Visitor Sentiment – What Data tell us…



2By (irreverent) way of introduction…

Founded in 2010 – Brussels 
UNWTO Award

Leader in Destination Data 
Intelligence

100+ DMO Clients in the 
5 continents

Research Solutions fitting 
all destinations



3Data Source: TravelSat© Pulse

VISITOR SENTIMENT ANALYSIS IN REAL TIME

o Visitor Experience Rating & Reviews

o 500M Reviews accross Europe

o 200 categories of experiences

o Consolidating 40+ Rating and OTA platforms

o Benchmark vs AVG European cities
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The Visitor Hospitality “redefined”
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Source: ETC Long-Haul Sentiment Barometer 2023 by TCI Research

What are the most important criteria for choosing your destination?

Experience Quality on top of Expectations
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Service challenged by Travel Frictions
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Tourism “phobia”
rising among residents

Tourism “shame” rising
among (young) Professionals

8% Do not want to see 
tourists anymore 16%

Source: TCI / Resident Sentiment Index 22/23

Have a negative 
image of tourism

Adding on Challenges…
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Visitor Sentiment under Pressure in 2022
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SERVICE RATING - LODGING

2022PRE-COVID

Hospitality in the Lodging Sector
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10Offering Service Consistency is key
Over time and along visitor journey
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POLARITY OF SENTIMENT FOR STAFF-RELATED EXPERIENCES



11Sensorial & Sentiment beyond Service

(Is this still what visitors 
dream about ?)

4,0 5,0 6,0 7,0 8,0 9,0 10,0

INTEREST 

FOOD & BEVERAGE

HELP 

ENTERTAINMENT

DECOR 

LIGHT 

ATMOSPHERE 

SURROUNDING

HYGIENE 

SUSTAINABILITY

RECEPTION 

TRANSPORT

WIFI 

TICKETING 

DELIVERY 

SANITARY SAFETY

NOISE 

CHECKIN/OUT

ORDERS

Key Boosters / Blockers of Service Sentiment



12

50 YEARS AGO 20 YEARS AGO TODAY

Visitors Tourism 
Staff

Residents

Other visitors

Service Immersive Holistic

Re-thinking the Destination Service Experience

AI
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A Glimpse of Brussels Performances
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Overall Rating in European Capitals
A ranking of European capital cities

2022
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Cities with similar ratings in 2022
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Cities overperforming in 2022
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8,75

Venues 
8,73Transport 
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Tours 
9,52

Locomotives

Parks & Outdoors 
9,17

Hidden gems

Museums

Underrepresented
Spectacles & Shows 

8,20

Mixed feeling Both “good and bad”
Shopping

The Visitor Sentiment Matrix
What role did each experience category play in Brussels in 2022?

2022
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Examples of great Performers



17Passion-driven Service

9,8

9,3

GAME OF THRONES 
TOURS

AVG ATTRACTIONS IN 
DUBROVNIK

Overall Rating (/10)
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Some Locals’ Favorites in Amsterdam

Hedonistic, Fun and Socializing experiences locals also like

The Milkmaid Project

The Singing Skippers

OBA Library



19Shared Services Boosting Social Sharing



20Local & Unique Tours “Off the beaten track”



21Highly Rated – Yet Uncommon



22Last (certainly not least), AI-based Services
Chatbots, Voice Assistants, Facial recognition, Virtual Concierge, Predictive Analytics…

Realtime DXB Platform



23TAKE-AWAYS

SHIFTING FROM CONVENTIONAL SERVICE & HOSPITALITY

TO SENTIMENT & SENSORIAL MANAGEMENT

SENSES AND SENSE OF PLACE -– CROWDING – SUSTAINABLE – PASSION – SOCIAL – HYBRID – AI ...
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