
 

 

 

 

 

 

 

 

 

 

 

 

Diversity Travel – Client Survey – Nov 2018 



1. What is your role in respect to travel? 
 

 

2. How often do you travel for work? 

 

Booker 
31%

Traveller 
37%

Booker & Traveller 
20%

Travel Manager 
1%

HR Manager 
0%

Finance Director 
1%

Procurement 
Professional 

2%
Other -
Write In 

8%

Never 
20%

1 - 5 times per year 
49%

5 - 10 times per 
year 
18%

10 - 25 times per 
year 
10%

25 + times per year 
3%



3. In your role, please rank your top travel management features in order of preference: 
 

 

 

  



 

 

  



4. What do you feel is a reasonable response time for a standard 

quote? 

 

 Value  Percent 

1 hour 14.1% 

2 hours 25.1% 

3 hours 11.0% 

4 hours 5.5% 

Same day 30.5% 

Next day 9.5% 

Other - Write In 4.2% 

 

 

1 hour 
14%

2 hours 
25%

3 hours 
11%

4 hours 
5%

Same day 
31%

Next day 
10%

Other - Write In 
4%



4.1. What do you feel is a reasonable response time for a standard 

quote?  (Academic Booker) 
 

 

 

Value Percent 

1 hour 15.8% 

2 hours 27.5% 

3 hours 9.9% 

4 hours 5.8% 

Same day 28.1% 

Next day 9.4% 

Other - Write In 3.5% 

1 hour 
16%

2 hours 
27%

3 hours 
10%

4 hours 
6%

Same day 
28%

Next day 
9%

Other - Write In 
4%



4.2. What do you feel is a reasonable response time for a standard 

quote? (Academic procurement professional) 
 

 

Value Percent 

1 hour 41.7% 

2 hours 16.7% 

3 hours 8.3% 

Same day 16.7% 

Next day 8.3% 

Other - Write In 8.3% 

 

  

1 hour 
42%

2 hours 
17%

3 hours 
8%

Same day 
17%

Next day 
8%

Other - Write 
In 
8%



4.3. What do you feel is a reasonable response time for a standard 

quote? (Academic Travel Manager) 

 

Value Percent 

1 hour 28.6% 

2 hours 42.9% 

3 hours 14.3% 

Same day 14.3% 

 

 

 

  

1 hour 
29%

2 hours 
43%

3 hours 
14%

Same day 
14%



4.4. What do you feel is a reasonable response time for a standard 

quote? (Academic Traveller & Booker) 

 

Value Percent 

1 hour 14.5% 

2 hours 25.5% 

3 hours 11.8% 

4 hours 5.5% 

Same day 30.9% 

Next day 8.2% 

Other - Write In 3.6% 

 

  

1 hour 
14%

2 hours 
26%

3 hours 
12%

4 hours 
5%

Same day 
31%

Next day 
8%

Other - Write In 
4%



4.5. What do you feel is a reasonable response time for a standard 

quote? (Academic Traveller) 

 

Value Percent 

1 hour 8.9% 

2 hours 22.7% 

3 hours 11.8% 

4 hours 5.4% 

Same day 35.0% 

Next day 12.3% 

Other - Write In 3.9% 

 

 

1 hour 
9%

2 hours 
23%

3 hours 
12%

4 hours 
5%

Same day 
35%

Next day 
12%

Other - Write In 
4%



5. How do you prefer to book the following services? 

 

 

  

 Phone Email Online 

Air 10.15% 38.61% 51.24%

Rail 6.15% 22.68% 71.17%

Hotel 7.60% 31.17% 61.23%

Taxi 33.27% 20.89% 46.03%

Groups/Conferences 10.57% 36.99% 52.45%



6. When you book hotels, do you book them at the same time as 

your flights/rail for that journey? 

 

7. Do you ever make bookings outside of Diversity Travel? 

 

Yes 
67%

No 
33%

Yes 
62%

No 
38%



8. Where else do you book? 

 

9. Why is that? You can select multiple choices: 
 

 

Another Travel 
Management 

Company 
16%

Online 
70%

Other - Write In 
14%

57

49.8
45.8

20.6

36.4

16.8 15.6

0

10

20

30

40

50

60

P
e
rc
e
n
t



10. Are you familiar with your organisation's travel policy? 
 

 

 

11. Why is that? (for those who said they were not familiar) 

 

Yes 
71%

No 
2%

Somewhat 
26%

We don't have a 
travel policy 

1%

I don't know where 
it is stored 

23%

I have not gotten 
around to reading it 

46%

I haven't 
read it in a 

while 
8%

It's not relevant to me 
8%

Other - Write In 
15%



 

12. Do you follow your organisation's travel policy? 

 

13. Why is that? For those who said never/occasionally 

 

Other = largely those who said they were not familiar with their policy 

Always 
37%

Occasionally 
38%

Never 
25%

It's not always 
practical 

20%

I'm not obliged to 
20%

Other - Write In 
60%



14. When you travel, which of the following best describes your 

attitude? 
 

 

15. Do you travel to high risk destinations? 

 

Easy-going 
51%

Risk aware 
46%

Generally a 
nervous traveller 

3%

Yes 
16%

No 
84%



16. Do you receive pre-trip safety briefings? 

 

17.   Do you get travel/country alerts before or during travel? 

 

Yes 
27%

No 
73%

Yes 
44%

No 
56%



18.  Have any incidents ever impacted you when travelling? 

 

19. What type of incident was it? 
 

 

 

Yes 
21%

No 
79%

8.8
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20. Do you know who to contact in case of an emergency? 

 

21. Do you feel like you would benefit from more traveller safety 

training? 

 

Yes 
74%

No 
26%

Yes 
31%

No 
69%



22. Do you feel you receive the right amount of management 

information relating to travel? 

 

23. Do you expect your organisation's travel requirements to 

increase or reduce over the next 12 months? 

 

We get too much 
5%

We get just the 
right amount 

76%

We get too little 
19%

Less travel 
6%

Remain the same 
74%

More travel 
20%



24. Please rank these priorities for your travel programme in the next 12 months: 
 

 

 

  



25. Do you expect Brexit to affect the amount of travel you do? 
 

 

 

  

We expect to travel 
more 

3%

We expect to travel 
less 
5%

Travel will be the 
same 
30%

We don’t know yet 
62%



26. One thing I would like to change about Diversity Travel is... 
 

More staff 

Speedier response time, 

increase range/options of 

online booking tool, cheaper 

options 

Workshop booking- different 

from conference booking 

and is turning out to be a 

hassle 

The login to the online portal 

- mine - I have to log in 

twice.  I still have two 

accounts and cannot see all 

my travellers profiles in one 

account.  In hotel bookings 

I'm not able to select all my 

travellers profiles. 

I look online at get a price, 

you look online at get a 

higher price... So I book 

myself. 

I don't want to be trained in 

how to use wonderful tools 

to book online. I want to 

someone to do it for me. It is 

a waste of my time and 

expertise to train me up to 

use online tools on the 2 or 

3 times a year that I travel 

overseas. 

I regularly travel to parts of 

the UK where 

accommodation is very 

limited (e.g. The Outer 

Hebrides). Greater flexibility 

in booking non-standard 

accommodation would help 

in this respect. 

Making sure that 100% of 

flight and accommodation, 

booking confirmation, e-

tickets and invoices are sent 

out . 90% are but the odd 

hotel booking confirmation/ 

hotel voucher and the odd 

invoice aren't sent out. Your 

staff respond well to sending 

them out again but would 

nice not to have to ask. 

More flights included in 

online tool e.g. Ryanair 
Cheaper bookings for hotels 

Standardising staff 

knowledge and responses; 

to be entirely honest, it's not 

unusual in our shared office 

for someone to send in for a 

quote and say to everyone 

else 'oh no, they've given 

me X person, this is going to 

be a nightmare!' or 'oh great, 

i've got Y, this'll be sorted by 

lunchtime'. The user 

experience varies massively 

between Diversity Travel 

staff. 

Nothing particularly 

No comment A speedier reply. 
Consistency amongst staff 

in terms of response times 

Not produce package 

options just provide the 

service required and the 

specifics 

Traveller profiles not being 

linked to the online rail tool. 

Not being able to see what 

rail travel has been booked. 

Not being able to request a 

rail refund through the online 

tool. Not being able to 

reserve seats so that 

travellers can sit together. 

Getting two emails of rail 

Nothing, really. It's been 

alright for the amount of 

travel arrangements i've had 

to deal with so far. 

Staff communication on the 

phone 

Perhaps knowing who is 

who as this seems to 

change 



booking confirmation, the 

second one a variable 

length of time later. Having 

to tick that the traveller has 

read and understands the 

University of Worcester's 

Overseas Travel Policy 

when I am booking UK rail 

travel.  Hotel booking tool  - 

the search facility for 

overseas hotels is difficult to 

use when you have a 

specific hotel in mind. 

Having to click in and then 

out of the 'conditions' to see 

if a hotel rate is amendable. 

The mass of information on 

rooms and rates is horrible 

to use. The weird warning 

about 'book and hold' Flight 

booking tool - it doesn't work 

intuitively enough. Warnings 

are weirdly worded and the 

who le things is too bitty and 

busy looking. The manual 

nature of flight tickets 

meaning that twice they 

have not reflecting 

accurately the booking.  

Length of time it takes to get 

cost centre codes added. 

The support guides bearing 

little relation to the online 

booking I do. For instance 

we book through evolvi, not 

trainline. And the hotel 

booking tool in your guides 

looks nothing like the one 

we use. Getting emails 

about improvements to the 

website that don't apply to 

me because our 

arrangement is bespoke. 

Not always getting replies to 

emails/information not 

always being accurate This 

list is not fully 

comprehensive. 



Quicker response and 

reliable 

Improved service, it can vary 

massively. We often have to 

provide the times/prices we 

want to pay or we can pay 

significantly inflated costs for 

train travel. I have called 

several times in a day just to 

confirm a single train 

booking whilst being 

assured I would receive a 

reply by X time, the original 

booking had been made a 

week prior but no 

confirmation received! 

To see pictures of the 

people I am dealing with 

Prices. It is always more 

expensive that companies 

websites. 

The default option seems to 

be more expensive. I found 

cheaper options looking 

myself. 

The number of tabs that 

open when trying to book - 

first the sign in page, then 

the launch page, then the 

rail/air page! 

Nothing 

Maybe have a web page we 

could direct staff to 

explaining why sometimes 

they find a cheaper fare 

themselves online than 

those quoted by Diversity 

Travel. It's the No 1 question 

travellers ask me! 

I've only used it a couple of 

times. But response time 

has been a little slow nad 

has led to price rises. 

Time to get through to 

someone on the phone 

Pricing - far too expensive. 

Response times. Layout of 

itinerary. More accurate 

information - names often 

not spelled correctly etc. 

Knowledge of staff  and a 

generally more helpful 

attitude. You are providing a 

service and we are the 

customer - doesn't always 

feel like that.  Please act on 

all these surveys and 

meetings you set up. I and 

my colleauges have 

complained several times 

but I am not convinced 

much change has 

happened. Please 

demonstrate that you are 

listening! 

Eliminate the mistakes. 

To be able to book hotels 

via the hotel itself 

Recently the time taken to 

get flight quotes backs has 

become longer and also not 

so easy to change the 

options 

To have you remember my 

full name, passport no, 

nationality and frequent flyer 

no and preference for an 

aisle seat so I dont have to 

tell you/ask every time 

The speed of response to a 

request for a quote 



. 

It seems that often when I 

request quotes information 

is missing or incorrect in the 

email I receive back or there 

are typos. Most recently the 

wrong dates for flights were 

noted in the quote. 

Previously traveller names 

have been misspelt, 

destinations have been 

missing from quotes, etc. On 

one occasion a hotel had 

not actually been booked 

when the traveller arrived 

there. I do not travel myself 

but I book travel for senior 

academics and when 

arrangements go wrong it 

reflects badly on me as well 

as causing a lot of 

inconvenience for the 

traveller, of course. Typos 

for example may seem a 

minor problem but when I 

have the option of another 

travel agent that does not 

make these mistakes I will of 

course tend to use them. 

Response time 
Ability to access academic 

conference rates at hotels 

I would like Diversity Travel 

to tell us when there are 

major travel problems  - eg 

alerts 'the 5.15pm Hull Train 

is not operating today 

because of a fire' type of 

thing 

The attention to detail and 

accuracy in quotations and 

bookings 

Match prices to sites like 

skyscanner or booking.com 
Always great 

Flight options be more 

compact to review at a 

glance, then go into greater 

detail as required. 

When booking hotels via 

booking.com or other online 

tool on our behalf - 

confirmation of reservation 

REQUIRED - do not get 

these 

More online booking oprions 

The gaps between the 

account management team 

and the development team.  

There seem to be delays 

and errors when I ask for 

function improvements. I 

can provide several 

examples. 

The train travel portal is 

difficult to understand. I think 

a more user friendly portal 

should be developed. I'm 

not a travel agent, so all I 

want is something clear and 

To use it more often. The 

problem is that I use the 

system intermittently and 

have to refresh my memory 

each time. If admin staff 

Sadly very slow, 

inconsistent in service 

quality 

Personal contact named 

staff members as before. 

Ideally, long-serving ones 



quick to get quotes and 

make bookings on. A former 

suppliers portal was a lot 

easier. 

could just do it all it would be 

better. 

A hotel booking site that 

works - it keeps crashing 

this morning (17/10/18) and 

i've been waiting an hour for 

a call back. There was no-

one available when I rang 

book. Would have been 

quicker going direct to hotel. 

Limit the number of different 

people involved in one 

booking from the Travel 

team 

More detail about parking at 

airports 

The time it takes to get a 

correct booking sent back 

I find the range of options 

offered is too narrow and the 

time preferences for flight 

bookings are not customer 

friendly . The price offered 

by Diversity Travel is also 

not reasonably nor 

competitive as I can get 

cheaper options when I 

book directly with the 

airlines. The response time 

to get quotations especially 

for flight bookings can be 

improved as I often have to 

wait for more than a day to 

get the right quotations. 

The accuracy of the services 

as have had a number of 

issues in recent months 

Diversity seems to have 

problems connecting all 

booking requirements 

together, such as having 

credit card on file with the 

hotel/motel where the where 

you are staying. This 

problem especially occurs 

with Head Start travelers.  In 

addition, car rental booking 

always seems not to be 

completed properly, 

delaying your ability to get to 

your destination as soon as 

possible after a weary flight 

schedule.  Booking seems 

to have more than 4 to 5  

hour delays when 

connecting flights are 

involved. 

Making sure 100%  of Flight 

and accommodation 

confirmation emails, e -

tickets and invoices are sent 

out. When we don't receive 

a hotel voucher or e-ticket it 

makes it hard to do my job 

efficiently as I have to 

contact Diversity to get it so 

I can pass this onto the 

traveller. Diversity staff are 

always helpful and normally 

send out the e-ticket or hotel 

voucher/confirmation ASAP 

but if the person is leaving 

the next day it can be cutting 

it close to the wire. 

Improve the quote templates 

and online booking pages to 

include key information 

relating to our policy. This 

information can be accessed 

via the my organisation 

section but the portals need 

to be more intuitive to 

include the information our 

colleagues require at the 

right time. For example, we 

(Procurement), receive 

some requests where the 

booker refers to us when 

they get to the end of their 

booking as they don't 

understand what 'Company' 

Sometimes if I send an 

email request its not read 

properly and the quotes are 

not accurate and then it 

takes longer to sort anything 

Speed of receiving 

confirmations and quotes 

could be improved. 

Give me options and be 

more proactive. Often, I 

have found a better 

schedule / price and the only 

role for Diversity has been to 

issue the ticket and charge 

to the institution. 



'Department' and 'Activity' 

codes are. A simple 

message explaining the 

codes are part of the 

university's budget code 

would solve this problem. 

This information is available 

in the welcome guides but it 

really needs to be included 

on the relevant portal pages 

and quote templates. 

The response time for the 

booking confirmations.  At 

times, these can take a few 

days to come through.  I use 

the "T" reference for the 

goods receipting element of 

a purchase requisition. 

Very accessible and flexible 

I am not always requested 

to book train.  Always used 

Key Travel.  Airline bookings 

are completed by my 

colleague. In my role i am 

not requested to travel by 

train or by flight. 

I only really care about 

getting a cost effective (not 

cheapest) response that 

meets my requirements.  

Some of the tripadvisor 

reviews for hotels suggested 

have been quite frightening. 

I have been advised on 

numerous occasions when 

checking into hotel's that the 

booking I have is the most 

expensive option for the 

same room, and that I 

should have booked through 

the hotel website rather than 

whatever mechanism 

Diversity Travel use. 

Get rid of this entirely 

useless company! 

Ease of getting someone on 

the phone. 

Last time told taxis booked 

at destination but not there 
Access 

Faster responses. Wider 

vaiety of travel options. 

Include discount airlines. 

Include cheapest 

accommodation options, 

such as Airbnb or last 

minute bookings. 

Attention to detail in the 

quote process. If I ask for a 

specific hotel or room type, 

i've done so for a reason. 

The complexity of the 

website 

The online tools - they are 

not very intuitive and are 

very clunky. I find the hotel 

booking system to be 

incredibly cumbersome. The 

turnaround time on email 

queries has been better 

recently, but this used to be 

days rather than hours 

which was disappointing. 

The quotes/schedules 

provided are not always 

easy to understand or match 

the query that has actually 

been sent. 

The speed and quality of 

service. 
App use. 

The online booking system 

is counter intuitive and the 

interface is very confusing to 

look at.  A simpler model 

To have greater correlation 

between how quotes and 

invoices are presented.  

Purchase orders are raised 



that I am used to using both 

for work and recreation is 

Trainline, I find it much 

simpler to view and use.  

Ironically, in order to obtain 

a price quote for the 

approval  of rail tickets I use 

Trainline first and then  

Diversity Travel, which feels 

like double handling the job.   

Is there not a way to select 

your tickets first on DT, fill in 

the approval form and then 

complete the purchase with 

the quote reference 

number? 

based on quote details. If 

invoices do not correlate 

well to the purchase orders ( 

i.e. Invoice lines don't match 

PO lines) then they get 

snagged in the procurement 

system and have to be 

manually mapped, 

sometime with difficulty, or 

orders adjusted 

retrospectively (which is 

against policy). 

Response due to flight 

disruptions (e.g. Cancelled, 

extreme weather) could be 

more effective. People 

responded to my inquiries 

but were not able to actually 

help secure new flights. 

Proactive vs. Reactive 

would be more effective. For 

example, when a hurricane 

is disrupting travel, monitor 

which customers may be 

affected! 

Clunky hotel reservation 

system 

The hotel booking system. 

We can't always find the 

hotels we want online using 

a postcode search. If we 

email your agents can find 

the hotels we are looking 

for. 

It'd be good if it were easier 

to edit/amend bookings 

once they were placed. 

Clarity in what is needed 

from the traveler prior to 

getting to the designated 

place of travel to check -in . 

To have more options with 

cheaper prizes. 

Billing seems to get messed 

up too often. Mostly emails 

are answered fine, 

sometimes they seem to go 

into an ethra. 

Na 

Hotel prices should match 

those available online at 

sites like tripadvisor and 

booking.com. Diversity 

quotes are often significantly 

more expensive. 

More hotel options please, 

particularly in remote 

locations (for one recent 

conference, the closest hotel 

option was 40 km away, 2 

hours by bus). 

Longer opening tines 

Quicker response and no 

price change between 

getting quote and waiting for 

purchase order to authorise 

so we can book, ability to 

keep in basket 

Flexibility 

Always having the cheapest 

fare available - even the 

published fare is sometimes 

still more expensive than the 

web price with an airline 

directly 

Nothing 

A mobile app would be 

useful if it does not already 

exist? 

Improve on line provision 

Iron out errors with providing 

quotes, eg quotes given for 

wrong dates/airlines when 

Dealing with the same 

person/team, rather than 

different people for different 

The quality and speed of 

service. 



this information is clearly 

provided in the original 

request. Also, improve the 

online portal so that you can 

look at the trips you have 

booked for people you 

support as well as your own 

trips. 

trips, which might be 

arranged almost 

simultaneously. 

Have people answer the 

chat function, this almost 

always goes to sending an 

email - if the function can't 

be managed just delete it 

entirely 

That you could access the 

rates and hotels we find on 

Skyscanner 

Payment confirmation for 

overseas hotels before 

traveller arrives. 

Everything in one place 

Diversity travel is the worst 

travel agent I have ever 

used. It would be nice if 

hotels are booked for the 

correct dates, are actually 

paid for, and that when I 

email for a quote I actually 

get a) a response and b) a 

response that actually 

includes all the options I 

requested. I'd rather book 

travel myself. And I can 

usually book it cheaper. I 

have no idea why we pay 

you to book our travel. 

Cheaper prices. Often prices 

are cheaper on Trainline or 

to buy direct 

No comment - the prices 

were so much more that I 

have only used them once 

Value for money 

Understanding our needs 

Payment of credit card for 

on-line transactions e.g. Rail 

travel 

None 

The ease with which to book 

- I have only ever been 

informed of the booking by 

email facility - whereas I 

prefer to book by online 

platform - I find this easier to 

navigate, often more choice 

is provided, and I can check 

consider and come back 

easily. Further it means that 

my inbox isn't then cluttered 

with more emails. 

I think it works fine as it is. 
Make use of online booking 

system easier 

Cheaper option, quicker 

response 

Continue to make the 

booking experience easy to 

use No complicated Ryanair 

like on-line booking pages 

It happened several times 

that one agent started my 

booking process and once I 

selected my options I would 

receive an out-of-office 

message from that agent. I 

would then forward my 

booking to another agent, 

A bit quicker in replying to 

email travel requests 



which will often take time to 

get back to me. Sometimes 

the initial agent would ask 

me many days later if 

someone finished my 

booking... And often they 

would ask me questions 

when the answers are all 

within the attached previous 

e-mails. I also feel that I 

should not have to give 

simple information such as 

my full name and passport 

number again each time I 

book with them as they 

should store that 

information. 

The online booking tool is 

not user friendly at all, 

doesn't provide all the 

options that can be found on 

other sites.  I am put off 

using Diversity because of 

the poor experience I have 

had with the traveldoo, and 

the prices when compared 

with other sites, is often very 

high. 

Awareness of facilities 

Easier to see travellers I can 

book for - the system is 

quite difficult at present 

Better communications from 

staff and more flexibility. 

Review of hotels booked for 

client should be considered 

When obtaining a quote, the 

"on hold" option is no use to 

me as it requires a purchase 

order number. Our internal 

process is that we need to 

obtain a quote, raise a 

purchase order and get 

authorised, and then book. I 

would like to see the 

requirement for a PO 

number removed to be able 

to use the "on hold" option.  

The presentation of hotel 

options when using the 

online tool is messy and 

unhelpful. If I search for a 

particular hotel then I want 

that hotel to pop up at the 

top. Furthermore there is no 

option to request any 

preferential rates from that 

Website does not always 

show all available flights or 

hotels, I have had to call 

several times when there 

are more availability on 

expedia etc so I am wasting 

time having to check 

multiple sites every time 

Ensure booking transfer and 

transit times are realistic and 

achievable between 

destinations ! 



hotel which is often offered 

to conference delegates. 

Response time - often have 

to phone as their has been 

no response to an e-mail 

booking enquiry 

Problem with booking hotel 

in recent Hong Kong trip. 

The voucher I had from 

Diversity said that the bill 

was prepaid but when I 

checked in I was told it 

hadn't been. I had to 

guarantee the booking with 

my own credit card which 

only had a £1,000 limit 

which meant that they could 

only guarantee my room for 

part of the stay - I had to 

wait for Diversity to resolve 

the issue with the hotel. This 

was stressful and time 

consuming. I never received 

an apology or 

acknowledgement of the 

mistake from Diversity. 2 

colleagues I was travelling 

with also had the same 

problem 

The refill setting up is a bit 

odd I felt. Also not very 

intuitive when trying to 

register to book for others. 

Often travel to conferences 

with colleagues so this 

option wasn't as easy 

enough to book as it should 

have been. Ended up doing 

it via phone in the end. 

Pleasant to work with 

Am given only one quote for 

flights, which means if it 

doesn't work I have to wait 

even longer for an 

amended/second quote.  

Staff said that a hotel I 

wanted to book 

(recommended by a 

conference) was full and 

when I pointed out that 

online it said that it clearly 

wasn't, they then said it 

wasn't on the Diversity 

system. I found this 

misleading and potentially a 

case where I was being 

coerced into booking 

another hotel through 

Diversity.   Many of my trips 

are multi-destination and the 

online travel tool does not 

work for my personal 

purposes.  Overall, it is more 

time-efficient to find all the 

Quotes that match market 

comparison sites eg 

travelsupermarket.com and 

that bookings are secured 

before availability is lost or 

prices rise 

The response time when 

requesting quotes. 

More access to all the hotels 

in the USA so you wouldn't 

have to call the support 

team all the time 



options myself and to then 

simply ask the agent to book 

them, thus removing the 

financial and time benefits of 

having a travel management 

company. 

I have had quite a lot of 

problems with people either 

not replying to me at all, or 

booking/quoting the wrong 

thing. I am normally pretty 

careful to check these things 

thoroughly but on at least 

one occasion I didn't catch 

the mistake. 

To another company the 

previous company were 

much better with train, 

hotels, budget hotels, 

European hotels budgets 

flights elsewhere, 

complexed activities visa 

applications  and we always 

worked with the same 

members of staff. 

Speed of response. Variety 

and accuracy of options 

provided when using travel 

contacts. One trip to Vienna 

which was provided until the 

guidance of travel 8th 

November, return 10th 

November, had the top 

option as outbound flight, 

9th November, land Vienna 

10:35 am. Return flight, 9th 

November, depart Vienna 

11:00 am. 

Every time I make a 

booking, the following day I 

receive unwanted phone 

calls on my mobile. I know 

this is related to Diversity, 

because no-one has my 

mobile number - it is for my 

children, partner and 

parents to contact me only. I 

have given it to Diversity, 

just in case a flight is 

cancelled and the airline 

needs to contact me. I am 

really annoyed that it is 

being passed on. 

The ability to book first class 

train travel and pay the 

difference between that and 

second class travel 

N/a 

I don't really have anything I 

would change. It works for 

us as it is 

N./a 

N/A 

I think my organization 

should stop using Diversity 

Travel. It is clear that its 

business model does not 

suit our organisation. We 

work on limited budgets, and 

so we do not want to pay 

over-the-odds. Diversity 

Travel clearly is more 

expensive than the rest of 

the market. Also, the speed 

of the quotations is too slow: 

I have missed booking 

cheaper categories of tickets 

because I have dutifully 

been waiting for Diversity 

Travel to get back to me. 

I only care about speed and 

ease of booking, which is 

already good 

Overly complicated system. 

Cannot specify preferences. 

Often end up with hotels not 

knowing what they're 

supposed to do, being told 

by diversity that breakfast is 

booked to then find that the 

hotel does not serve 

breakfast 

N/A Nothing, it works fine 

Better value for money. 

'Historic lists' if that makes 

sense. I frequently travel to 

the same locations so would 

like to quickly be able to 

book the same route/hotel. 

Maybe have a 'favourites' 

Nothing 



list where you can save 

frequently visited 

locations/routes? 

A wider variety of travel 

options 

The range of flight options 

that are available 
None 

The emergency out of hours 

contact. I've needed to use it 

twice and both times it has 

been virtually impossible to 

get hold of someone 

More diversity of hotels 
The booking system doesn't 

seem to work for me 

To book the exact quote I 

give diversity. 

LESS TIME FOR FINDING 

MY CHOICES 

Prompt response times, has 

been slow in the past few 

months. 

Better consistent customer 

service Customer orientation  

Main theme should be- 

excellent service delivery 

More buy in from end users 

where they understand their 

prices and know that if it not 

the lowest, why it may not 

be and feel confident to use 

Diversity again, so maybe 

the agent should ask if they 

do have a better price 

already or whether the price 

is what they expected. 

The option to compare, e.g. 

Two hotels. 

The online chat is not fit for 

purpose as the staff do not 

respond quickly enough.  A 

query should be answered 

almost immediately, to help 

with the issue of making a 

booking.  Responding the 

next day delays the booking 

process. 

I would like more training on 

the booking portal.  I think 

correspondence via e-mail 

can be a bit slow.  I also 

think price matching to other 

on-line booking sites could 

be better. 

N/A Easier accounting process 

Nothing 

You can sometimes find 

cheaper quotes/options that 

make more sense outside of 

Diversity. Occasionally 

travellers have  shown up to 

find pre paid hotels not paid 

for etc, but I have reported 

this at the time  and made 

travellers aware of the 

emergency number. 

The login system 
Clarity of online booking 

process 

Speed of response to emails 

could be better. Diversity is 

unable to offer assistance in 

some locations we travel to, 

it would be preferable if we 

could book these hotels 

through you. 

The online portal seems 

have different quotes with 

those provided by email? 

More options when 

searching for hotels 
Cheaper prices 

The hotel options need to be 

broader 

I have had almost 2 years of 

experience with Diversity 

and I am travelling  a lot for 

Get the cheapest quote first 

time that is equivalent to 

what I could book direct 

I wasn't impressed that your 

portal was showing no 

flights from Stanstead to 



business. The experience I 

had in terms of booking 

through emails  was 

ABSOLUTELY TERRIBLE. 

myself, however for any 

travel expenses >£500 I am 

obliged to use diversity. Last 

time I had to send screen 

shots of the cheaper prices 

for the identical flights and 

go back and forth 10 times 

with phone calls and e-mails 

on my days off, all the time 

the flight cost increased, 

before diversity were within 

£100 of the quote I could get 

be going direct. 

Barcelona so the person 

who books travel in my dept 

thought this wasn't an 

option. I had to spend time 

over a weekend finding my 

own flights so that she could 

then speak to your staff to 

work out how to book them! 

It would have been easier 

for me to book direct with 

Last Minute. Having 

Diversity Travel on board as 

our supplier is supposed to 

make things easier not 

harder! 

To have the option of being 

notified of impending quote 

price changes, or better 

quotes arising. 

Being able to get quotes 

myself online, without 

having to wait for a 

response from an agent. 

Normally response time is 

acceptable but when it is 

necessary to go back and 

forth by email it becomes a 

pain. An online tool would 

mean I have more control 

over a booking - the same 

way I would if I booked 

directly with the supplier. 

Online booking system 

Service has generally been 

excellent - I cannot really 

suggest improvement. 

Unsure 

Perhaps a bigger variety of 

options can be provided for 

travel 

Sometimes prices are much 

higher than the ones 

available online 

Price. 

Quicker response times with 

quotes 

The system for contacting 

and make arrangements. In 

my experience, I have to 

speak to a number of people 

before getting a quote 

through to diversity and then 

the options provided often 

do not match the criteria I 

clearly listed. It is a 

convoluted processes that 

takes far longer than just 

booking travel myself. Often 

more expensive and have to 

ask for options a number of 

time before getting one that 

matches my requirements. 

Access to broader range of 

hotels beyond standard 

chains. Difficult to book 

boutique and independent 

hotels beyond major hubs 

e.g. Towns and cities. 

Nothing, it has worked well 

for me. 

Flexibility of travel options 
Cheaper, better options with 

quicker quotes 

UK airport transfers should 

be an option 

To make the flight 

information easier to 



understand for a user who 

does not fly 

The long process of booking Faster responses to inquiry 

Prices and how much 

money agents constantly 

take from us. For instance, 

we find tickets that cost 300 

pounds online, but when we 

ask for the quote, we get 2-3 

choices - 500 and 600 

pounds. 

Lower costs and quicker 

responses.  Be allocated to 

one member of staff, as 

things do not seem to be 

communicated well and 

quite often if I call people 

won't have any information 

about what I am talking 

about. 

The presentation of quotes 

Speed of response, inability 

to get low rate for v local 

hotels (local to Hull) 

Nothing that I can identify 

based on current 

experience. 

Timeliness between quotes 

and booking. Too often, I'm 

told one thing and then by 

time it's booked it's gone up. 

And approval is needed 

again, etc 

Their  attitude to customer 

service 

I appreciate the staff at 

Diversity are very busy but 

sometimes they do not 

follow up our travel 

requirements this can lead 

to the prices going up 

significantly. 

Keep up the good work 

I haven't used the system 

enough to have one thing I 

would change 

Unify user interface for 

authorisations from both air, 

hotel and train bookings 

Remind me of the booking 

process upfront, ie. What 

you need from me in order 

to source the quote and then 

firm up the hotel booking.  

Or provide me with links to 

access the information for 

myself. 

More online features in 

terms of submitted 

information and looking at 

quotes rather than email 

based. 

Make it faster. Often when I 

get quotes for hotels etc, 

when i've selected my 

chosen option often it's 

already no longer available, 

even when i've responded to 

the email immediately. This 

is annoying as you have to 

go through the selection 

process over and over 

again, with the price rising 

as the departure date gets 

nearer. It would be easier 

and cheaper for me to book 

it myself, a lot of times. 

Occasionally, if we have a 

conference discount on 

accommodation Diversity 

cannot provide 

accommodation at the 

relevant hotel 

Changing the way that 

quotes for hotels are 

received and processed.  

Used the service twice and 

missed out booking the first 

time through Diversity due to 

taking too long to sort.  

Second time of trying 

missed the first hotel that we 

chose due to it taking too 

The UX design of the 

website. 
Online platform 



long and the hotel then 

being fully booked so had to 

choose a slightly less 

convenient and lower 

category hotel.  Can't get 

hotels provisionally booked 

in order to have time to 

process the purchase order, 

very frustrating. 

Nothing 
Online booking and travel 

app improvements 

The ability to search for 

traveller profiles on the 

portal. At present, the only 

way to find a travellers 

profile is to scroll through 

the (very long in our case) 

list of profiles, which do not 

even take the form of an 

alphabetical list. 

The response time for 

quotations is far to slow 

Due to circumstances and 

the nature of our business, 

amendment have to made 

and your cost of extortionate 

when making minor changes 

I would like access to the 

same hotel options that I 

find on booking.com. 

I hope Diversity read 

carefully what we are asking 

for, and respond ASAP and 

correctly. 

There is one operative who 

is very non-responsive. He 

can take ages to reply to 

emails, and frustratingly he 

seems to ignore (or is not 

able to take in) all the 

requests for a personalised 

service I send. I receive 

inappropriate itineraries and 

then we have to have a 

lengthy email exchange to 

put it right, which can take 

weeks. 

The prices are often a lot 

higher than flights I can find 

on other search engines, i.e. 

Skyscanner. Also, the layout 

of the website and 

presentation of information 

is not user-friendly. 

Hotel required not on 

Diversity system 

The online tool needs a lot 

of work to be as easy to use 

as existing online travel 

companies. 

Nothing. 

Simpler online system 

My experience with your 

company has been terrible. I 

find it hard to understand 

what benefits do you add to 

the process of booking a 

work-related trip. Thus far 

i've left feeling that I would 

achieve much better results 

(price and convenience) 

much quicker if I was able to 

book flights/hotels online by 

That I feel there should be a 

standard template when 

requesting travel bookings 

via email.  At my School we 

try to adopt a set email 

template but still there is 

information missed by 

Diversity travel agents which 

I think is due to them not 

reading the email fully. 

Quotes are sent through 

Faster response to query for 

a price. (process is slow 

here need quote to raise 

PO).  If have a query about 

credit note or wrong invoices 

this can be very slow/difficult 

to resolve. 



myself - the only reason I 

use your services is 

because I am required to do 

so under institutional 

policies. 

showing incorrect dates & 

incorrect destinations which 

is time consuming.  I think 

this should be seriously 

considered for all email 

bookings. 

Nothing 

More speedy service and 

consistency in rail and air & 

hotel departments (I found 

the colleagues in rail dep 

much slower) 

The response time should 

be faster and responses 

should be more complete. 

Speed at receiving quotes, 

holding price when we don't 

receive the quote until late 

afternoon leaving no time for 

a purchase order to be sent 

through and then a massive 

jump in price. This has 

happened several times 

when i have requested a 

quote first thing in the 

morning and then it doesn't 

come back until after 4 pm. 

Prices and aftercare haven't 

been the best in the past 

That they finally get their 

invoicing sorted out and 

could match a PO with an 

invoice ! 

The online system is 

useless compared to the 

agents on the phone. I have 

days of issues with the 

online system but the 

employees on the phone 

resolved all of my travel 

issues in minutes. That 

phone service is excellent. 

The online system is 

inflexible and needlessly 

complicated. 

I would like the to and from 

times to be displayed better 

on the itinerary as 

sometimes I find times 

slightly hard to read (train 

travel). 

Quotes are always more 

expensive and often 

connecting flights are 

awkward wait-times 

Too much staff turnover, 

and knowledge about a 

client specific needs is lost 

A flight search facility like 

google flights. 

I don't find online booking 

option or at least online flight 

searching option. If that can 

be added it would be great. 

The quotes for flights given 

are never the cheapest 

option I can normally find 

through my own search. 

Clearer and more consistent 

communication needed as 

to the actual, final bookings 

made after the quotation 

process(es), as previously 

requested specific airline 

seating (and quoted for) on 

a number of occasions  - but 

a different category of 

inappropriate seating 

resulted. Similarly, overseas 

hotels were thought to have 

been booked and paid for by 

myself/university but had 

only been reserved, so 

With the train travel ticket 

printout it is difficult to find 

the booking reference on the 

PFD sheet. It needs to be a 

lot more obvious when using 

the ticket machine to pick up 

your reserved tickets. 

I would like to have one 

person dealing with my case 

if possible. I find mistakes 

happen and things get lost 

when multiple people are 

trying to book different 

aspects. 



personal local payment still 

needed which caused some 

inconvenience. 

Have a better understanding 

of the customer needs and 

take care of all details. 

To see more hotels added to 

its list. 

Please fix the problem of 

pre-paid booking on 

booking.com. Many times 

hotels refused me to check-

in as they stated that the 

university hadn't paid yet. 

Paying a booking fee for 

something I could book 

myself more easily and 

cheaper. Don't feel any 

benefit booking through a 

company 

To ensure they source the 

nearest hotel to the venue 

I'm travelling to. 

Improved customer service 

on bookings. Keeping 

bookers in the loop if you 

are busy and advising of 

when you can get back to 

them or what number to call 

if urgernt. Radio silence is 

not good and puts the 

travellers off the service 

Communication from 

Diversity, I have emailed 

complaints several times 

and have never received a 

response from my  account 

manager, also the time it 

takes to deliver the train 

tickets, this can vary from 

next day to several days. 

Rail travel: items in basket 

should remain for at least 12 

hours to give time for 

purchase orders to be 

completed.  This is the no 1 

thing which would improve 

the booking experience. 

No major changes, it works 

well 
Not much All good Cost efficiency 

To avoid paying 20% more 

than I could book the same 

rooms for directly on line for 

service that is poor and 

often has mistakes. 

An easier online booking 

process 

The ease of booking exactly 

what I want 

The service can be a bit 

clunky/slow in terms of 

needing a quote, then 

booking, then getting 

confirmation and then if 

changes need to be made 

Sometimes the cheapest 

tickets are not offered and 

open tickets offered when I 

know my travel times 

I use Google and other 

travel sites to plan my 

journey and then go into 

Diversity website to make 

my booking. I would like it to 

be a lot easier to plan via 

the site.   The last two hotels 

I booked through the 

website both had problems 

when I tried to book into my 

room. They both wanted 

payments from me, which I 

felt should have been sorted 

by you well before I turned 

up at the hotel. One check in 

was quite late and it was 

very difficult to try to get in 

contact with Diversity to 

help.   I would also change 

the ranking questions that 

you asked in this 

questionnaire. I would have 

preferred to leave them 

blank because my answer 

was none of what's listed, 

but I was forced to select 5 



items. This is giving you a 

false report. 

I would like to ask them to 

respond quicker and not let 

the customer to chase them. 

Happy with provider 

For them to increase how 

we trust them.  We want a 

fully functioning online 

system, that provides ALL 

options and to be able to 

book 'complicated' fares 

online.  We want to trust that 

what they are doing will 

actually work e.g. Booking 

hotels and the vouchers not 

being valid.  We want 

emergency apps that 

travellers can have quick 

access to alternative travel 

options instead of joining a 

queue.  The list is endless 

unfortunately.... 

Quicker response and more 

options provided 

I have more than one thing.  

I would like to gain trust in 

their prices and options. I 

have to price-check hotels 

and flights and often have to 

request re-quotes. The 

layout of quotes isn't that 

clear, it has been 

inconsistent and we get 

realms of booking 

paperwork, which I often 

have to chase. On 

numerous occasions 

travellers check-out to find 

their hotel hasn't been paid 

for and once the travellers 

domestic flight booking 

wasn't accepted and they 

had to book another at the 

airport. We have spent a lot 

of time this summer 

investigating Diversity 

issues which have 

happened again and again. 

Faster response time to 

booking requests - I was 

one of the first few people 

from SHG to be booking via 

diversity, but some simple 

things like the flights from 

STH to JHB should be on all 

bookings 

Quicker replies to emails 
Faster informed information, 

better cost deals 

Sometimes the cheapest 

option is not included in the 

quote, either by overlooking 

or under the assumption that 

something related to that 

option is undesirable. I 

I think the layout of your 

quotes and itineries could be 

improved, I often find myself 

scanning through pages of 

information to find the 

relevant information. It is 

Price matching - I don't 

expect Diversity to match 

every cheap price deal 

around, but I would expect 

to be given a price that is 

similar to what I could book 

More training provided to 

their staff so they make less 

mistakes 



would like to receive a list of 

all options when booking, so 

that I could make the choice 

, if i am going for the 

expensive, flexibele option 

or cheaper option.... 

also hard to find telephone 

numbers for diversity staff 

members which could help 

when we have an urgent 

booking. 

myself online. For example 

earlier this year I asked for a 

quote on a flight and was 

sent something that seemed 

quite high. I checked with 

the airline and the price they 

were offering was more than 

£50 cheaper. When I raised 

this with the agent, they said 

'we don't price match'. 

Needless to say I chose to 

use another travel provider 

that offered to match the 

airline's online price. 

They make lots of small 

mistakes. It requires lots of 

checking of details of travel 

bookings and confidence is 

low in quality of service from 

Diversity. 

More travel options - not 

always display all options 

which makes it more difficult 

when you organise travelling 

with people outside of NTU 

too. 

Online booking, preference 

service and competitive 

prices 

Remove/reduce booking 

fees 

Quicker response times 

Cheaper prices More 

flexibility for international 

travel, especially for places 

off the beaten track 

None Nothing 

Better communication 

between hotels and 

diversity. My hotels never 

have my booking or the 

payment for my booking. 

Also better choice and 

availability. 

Consistent person making 

arrangements - every time I 

travel I have a different 

person doing the bookings 

and sometimes different 

people doing different 

aspects of the bookings.  

This means that sometimes 

I am told that something has 

been done and it hasn't e.g. 

My most recent trip I was 

informed there would be a 

taxi booked at my 

destination to take me to the 

hotel and a further taxi from 

the hotel back to the airport.  

There was no taxi and I 

arrived by myself and had to 

arrange a taxi myself. 

Another time my entry visa 

had expired before my date 

of travel! 

I would make it easier to 

search for specific hotels. 

Ease of booking conference 

when you want to register 

for a conference (which 

requires a payment) and 

book accommodation which 

may not be listed on a travel 

website (e.g. University 

accommodation). 

To be honest having to book 

railway tickets through 

Diversity Travel (or indeed 

Response speed and low 

cost recommendation are 

first of things. 

Nothing 

I'm afraid I have had two 

scares with Diversity out of 

four bookings. Most recently 



any other travel agent) is a 

bit of a fag and to my mind 

really unnecessary. Quite 

often when I go to London to 

examine for the RCOG I 

don't know until the last 

minute whether I'm going to 

need to go by train or if my 

wife is coming too perhaps 

to visit my daughter, by car. 

Recently I booked a ticket 

and then found that I wasn't 

going to need the first half. I 

really can't see the 

advantage of booking the 

ticket through you . 

I discovered after office 

hours on the day before 

travel that no booking had 

been made for train or hotel 

and had to use the 

Emergency desk number 

(which was excellent by the 

way). Due to late booking I 

had to pay higher ticket 

prices. 

Please do what you 

promise. Make the taxis turn 

up, for example. Just 

smarten up. You're so 

sloppy. 

Nothing Very competent and 

PROFESSIONAL!! Thank 

You !!   ASB 

More interest from agent on 

providing a range of different 

options and better prices 

Price competitiveness 

Promptness 

The e-ticket information 

could be vastly improved. 

E.g. Simple time line, maps, 

next steps etc... Could easily 

be generated automatically. 

Have better trained staff. 

Change their quotation 

format. 

Ability to hold onto good 

people and let us know 

when chnages have been 

made 

Add the opportunity to book 

the transfers from and to the 

airports. 

Ability to book online before 

having the PO 
N/a 

I've never actually used it to 

book anything as the 1st 

time I tried I had trouble 

logging on, and contacted 

Diversity for help (a few 

months ago) but haven't 

heard anything back from 

them, and didn't have time 

to chase it up. It looks OK 

when I look over the 

shoulder of a colleague who 

did manage to use it. 

The Accuracy make a lot of 

mistakes 

I would just like to be able to 

book my own travel using a 

PO.  The only reason I go 

through Diversity is so that I 

don't have to use my own 

funds and because it is the 

process we are supposed to 

use. I usually end up 

specifying exactly the 

flights/hotels options I need 

to Diversity.  When  I don't I 

I would like the online tool 

for flights to be more user 

friendly and have a similar 

number of options to 

skyscanner. 

I cant think of anything 



get some ridiculous 

bookings (e.g. Car parks 

mile away from the airport, 

flights with only a laptop bag 

allowance when I'm  

travelling for several days, 

hotels booked in the name 

of the admin person who 

always provides the PO).  I  

often ask for parking with 

flights and it often gets 

missed off/ignored. 

Bring the costs of rail travel 

down and hotel stays 

Why don't you show more 

options for hotels on your 

online search?  When I look 

for a particular hotel it is 

often not available online but 

if you call up and speak to 

Juniper team they can offer 

this over the phone.  I can't 

understand why it can't be 

available online too, it would 

save so much time.  Also 

why are you not able to pick 

arrangements and keep 

them in your basket?  It is a 

real pain that you have to 

price up the travel, go back 

to the traveller and when 

they get back to you to say 

which arrangements they 

want you to make, by this 

time all of your quotes have 

disappeared and you have 

to start again.  This did not 

happen with our previous 

travel provider and it is a 

real pain.  Being able to put 

journeys/rooms etc in a 

basket which held for at 

least a few hours would be 

great.  I mean to hold the 

options, not to hold the 

actual bookings. 

More options such as 

conference accommodation 

booking, airbnb type, 

serviced apartments, etc. 

Most of the people we are 

booking for are students 

who have a limited budget 

and they are looking to 

maximise their budget and 

therefore don't mind staying 

in cheaper hotels.  It would 

also be good to book a train 

and a hotel at the same 

time. I appear to be able to 

book flights and hotels at the 

same time though. 

The amount of junk on your 

emails, I would just like an 

email that states the journey 

and the cost.  The emails 

are too busy and it can take 

time to find the information I 

want 

The hotel booking process. 

When we have previously 

made a hotel booking, there 

has not been a third-party 

credit authorisation form 

Ease of use on the website, 

maybe a quick chat icon 
Online tools 

The cost is often higher than 

the price offered on the 

vendors own website. I think 

Diversity travel is very 

expensive. 



filed without us having to call 

or email in to prod. One 

colleague found this out 

after they were out of 

country. This should have 

been done automatically 

after the booking unless you 

want an agent to come 

check in with us. The 

confirmation email for hotel 

bookings is also not clear as 

to what information should 

be provided to the hotel on 

check-in. 

Not sure if we are getting 

best value for money- as I 

identify prices and they are 

unable to secure them...due 

to delays in the service 

The automation of bookings 

and not liaising with the 

same agents 

Lack of confidence in pricing 

and getting the best deal 

available 

There's several things I'd 

change, or improve. First the 

online Evolvi booking 

system doesn't work 

properly - train bookings get 

cancelled when not printed 

from the University Post 

Room, an error on both the 

Post Room and Diversity's 

ends as the cancellation is 

automatic and no staff check 

it. Second, Diversity's staffs' 

inability to follow my booking 

requests for most kinds of 

travel. I usually specify 

exactly which train or hotel I 

want to book, and staff are 

incapable of following these 

requests, resulting in me 

wasting more time sending 

replies to ask them to 

correct them. Thirdly, as my 

position is government-

funded, I feel it is a huge 

waste of public funds paying 

extortionate booking fee 

charges for e.g. Ferry ticket 

bookings (£25 per ticket) or 

even rail bookings, when a 

two-part journey has 

booking charges made for 

each part of the journey 

(£2.20). It costs me much 

valuable working time trying 

to resolve all the incorrect 



bookings and quotes that I 

am given. 

Very poor presentation of 

rail itineraries and quotes. 

Difficult to read 

Being able to have an easy 

Skyscanner/booking dot 

come system. There is often 

a large discrepancy in 

prices, and my hotel 

preferences are rarely 

available online. 

Response time and idea of 

how long process may take 

Inclusion of Breakfast as 

standard in quotes Securing 

prices comparable with 

online booking companies 

To ensure that should a 

person be off sick or on 

leave then any emails are 

received and acted upon. I 

send initial emails to a group 

email address but the 

responses come from 

individuals, therefore any 

further clarity/changes to 

that quote is done direct with 

that individual. It is not 

always clear if/when that 

individual is away. 

To have access to the same 

range of options for booking 

accommodation as I do for 

my personal travel 

Always give through airline 

bookings 

User interface could be even 

more streamlined (have a 

look at NS&I's services, 

easy to follow, nice big fonts 

etc.). 

The rail part of your website 

is generally the  part I use 

most.  I'm afraid it is 

unintuitive, difficult to tick 

what you want, and the 

pricing structure almost 

impossible to navigate. 

The booking system doesn't 

work. We should be able to 

book trips that fly in to one 

airport and out of another. 

The system doesn't 

currently allow this. Given 

this flaw, I think it's wrong 

that we are charged to book 

over email. I'm also amazed 

by how much more 

expensive tickets are when 

we book through Diversity. 

On a recent trip, Diversity's 

quote was literally 10 times 

the cost quoted on 

skyscanner. 

Widen options available e.g. 

Airbnb, car hire companies 
The online booking form 

The speed of response time 

both when book and when 

an issue occurs in country. 

The flight and hotel options 

available on the online 

booking system. How the 

online booking system 

operates. The accuracy of 

quotes. 

Prices slightly more 

expensive than to claim 

through expenses. 

Login/account creation  took 

a while to organise 

Trying to identify cost codes 

etc is sometimes difficult 

Better prompter customer 

service 

Online access to services 

I found no difference 

between online booking 

directly and using agency. In 

fact online booking is also 

cheaper than your service. 

To make a difference  1. 

You should be able to hold 

booking for a reasonable 

Clearer post-booking help. Less expensive quotations. 



period of time. 2. Should be 

able to combine flights that 

normally you cannot 

combine  online. 3. Should 

be cheaper or at least same 

price as online. On the other 

hand they should be able to 

book flights when an 

identified itinerary is sent. 

While reasonable cost more 

the  online is accepted  my 

experience was they were 

very expensive with 

diversity. 4. I found the 

agent I spoke were 

inexperienced and had no 

more knowledge than 

booking online which we can 

do ourselves. 

Diversity has been really 

fantastic - responsive, fast, 

helpful in the past two years 

I have been using the 

company.  But two recent 

booking reversed this - slow 

or now response, had to ring 

up multiple times, - this is 

not what I expect.  MY last 

reservation went back to 

'normal'  in terms of good 

speed etc and I hope it will 

stay that way. 

Get rid of it within our 

Univeristy except for group 

or very complex bookings 

The prices are more 

competitive 

Want one-stop shop for all 

travel and accommodation, 

with options for bus travel 

included. 

I wish I didnt have to use 

them.... 

More accommodation 

choice in Orkney as many 

more academics travelling to 

the island through RGU 

Orkney Project 

The steps in the process for 

making a booking is 

sometimes unclear. It would 

be helpful for this to be laid 

out for travellers in a clear 

and simple way (e.g. Next 

steps listed as part of email 

that includes quotes). 

To make sure staff have a 

proper knowledge  of 

destination countries and 

visa requirements 

More availability of budget 

flights 

Speed up response times 

for group bookings 

Multiple steps of acquiring 

quote, Getting it to 

purchasing then having to 

get more quotes as they are 

no longer available. 

Email confirmation does not 

always come through so I 

spend a lot of time chasing. 

Nothing 
Time it takes them to 

actually complete a job. 

A more flexible and personal 

approach, lower costs 
Seems OK to me 



Nothing in particular 

Failure to respond on time 

and no one seems to be 

responsible for my booking. 

Speed of response 

The invoice system as we 

often get emails to say 

invoices have not been paid, 

but when checked they have 

beenpaid. 

Improved service overall, 

response times are often 

slow, costs are high and 

don't represent value for 

money. As a Team we often 

have to search 

independently for train fares 

and specifically ask for the 

fares we've found at the 

price we've found other wise 

we risk paying more. 

Making booking travel easier 

to do online 

Recharging/invoicing . We 

are currently having 

problems and experiencing 

delays in invoices being 

processed on the Univ 

finance ledger . We need to 

have correct/accurate 

recharges made in timely 

manner. Not sure what the 

problems are (i work in a 

department as opposed to 

central finance) but we don't 

seem to have seen much 

improvement. 

For the amount I use 

Diversity Travel I wouldn't 

change anything. 

The process of booking 

through one person in our 

school is so frustrating. Any 

other travel company I have 

used I can log in and book 

my own travel, it's then done 

instantly. Having to email 

our admin, to then email 

you, to get an email back to 

our admin which is then 

forwarded to me, which I 

confirm to my admin who 

then confirms to you is 

ludicrous. If there is a 

problem then this process 

happens two or three times. 

I book travel on average two 

times per month, if others in 

work are booking similar 

then before long we will 

need an admin purely for 

booking travel! The choices 

offered are also poor. I have 

often booked my own 

accommodation and claimed 

back as it's cheaper and a 

better option (nice hotel, 

closer to venue etc). I have 

also noted the price of the 

flights and I can often find 

Making quotes more user-

friendly. 

Booking fee - when booking 

multiple tickets this price 

really adds up. 

Allow more flexibility in 

booking 



much cheaper options on 

sky scanner. Overall a really 

frustrating service. 

The ability for a different 

Adviser to deal with a 

request more promptly if my 

original Adviser is on 

holiday/out of the office. 

Nothing much 
More clear options for 

booking plane seats 

My experience with diversity 

travel has been really good. 

When I dealt with them I 

received my quote and 

booking very efficiently and 

also the travel details. The 

only quibble I had was when 

I was using the online form, 

there were boxes that were 

not made clear to what 

should be put in them. 

Therefore I fot in touch with 

Diversity travel directly. 

I would like a  online portal 

The price is almost always 

larger than I can find for 

myself online elsewhere. For 

my purposes, this means I 

rarely, if ever, book with 

Diversity because I have a 

very limited budget for 

travel. All my departmental 

colleagues are in the same 

situation: we are instructed 

to get a quote for 

expenditure over £300 but 

ultimately take the cheapest 

flight we can find which is 

always via Expedia or the 

like. I have only once 

chosen to book with 

Diversity, when an overseas 

visiting fellow was coming 

and I was able to give 

control of the whole thing to 

Diversity (and it was funded 

not by my dept). I don't 

understand why Diversity is 

so rarely cheaper, but I am 

sad that it is because it's a 

good experience when it 

does work. 

Lower prices 

Improvement in taxi service 

- pick up and dependability 

to enable an enhanced 

customer experience for my 

director 

Where do I start. Having 

more knowledgeable people 

that can provide a basic 

travel service would be a 

start 

Interface, I can help you 

design it if you like. 

The price changing between 

quote and PO, even though 

the PO is received the same 

day as the quote - this is 

very frustrating and means 

Clearer flight and hotel 

booking systems - similar to 

booking.com or skyscanner. 

Ability to access full range of 

flights and hotels, with 



pos have to be re-raised, 

double the time and effort 

just to book travel 

explanations/reasoning if not 

available (ie. A hotel is 

there, but unavailable on 

those dates, or this hotel will 

only take payment upon 

check-out). 

The booking system is very 

confusing 
None 

Better awareness of 

size/difficulty of airports (eg I 

would not choose to travel 

via Charles de Gaulle airport 

because of its size and 

recent security issues if 

another European airport 

was available) 

Nothing. Only used once 

and went pretty smoothly. 

Better online rail booking 

process 

Accountability and 

communication among 

Diversity departments/teams 

to reduce number of errors, 

response time, and 

frustration 

... 

Customer service. The 

prices are way to high and a 

complete rip off. The prices 

are not fair, especially when 

dealing with Julie. 

Too bureaucratic, too many 

steps to follow that takes 

away valuable time that is 

needed to do the day job.  

Too costly compared to 

booking independently for 

the same thing. 

When members of my team 

book travel for members of 

staff, the bookings appear in 

my Google Calendar.  This 

usually happens with flights 

and hotel bookings, but not 

all of them.  If I have nothing 

to do with the booking (I am 

just the manager of the team 

who make the bookings) I 

don't understand how / why 

they are put into my 

Calendar. I would like this to 

stop, please. 

How difficult they are to 

work with. I wish I could use 

someone else. 

The simplicity of interacting 

with you. 

Have the option to book 

hostels or other cheaper 

accommodation especially 

for student trips. Maybe 

increase the suppliers you 

have that are of a good 

standard. The option to book 

a package trips rather than 

individual bookings. 

My 10 day hotel stay abroad 

was not paid for in advance, 

even though Diversity stated 

that it had been pre-paid on 

my itinerary, as expected. 

Diversity also gave me 

vague and unhelpful 

responses when I alerted 

them to this towards the end 

of my stay. The bill was not 

paid until after I departed the 

country. 

The speed of quotation and 

the follow up after quotation 

to amend bookings before 

purchase is very slow. I 

have had a lot of issue with 

this in the last 6 months (not 

the case in the previous 

years, only recently having 

this issue with certain 

people booking flights for 

me). I spoke to a manager 

recently and she fixed all the 

issues the booking agent 

could not, so that was very 

good. But the service 

N/A - I have very little direct 

contact with Diversity Travel 

as my bookings are usually 

done for me by a colleague 



recently has been incredibly 

poor compared to other 

years. I am unsure what is 

happening internally with 

Diversity, but I have 

requested to my employer to 

change providers because 

of these issues. I am a 

frequent traveler and I book 

3-4 long haul overseas trips 

with Diversity a month. I 

cannot afford to have 

mistakes in bookings and 

slow turn around times with 

this amount of travel. I will 

try again this month and if I 

see improvements I will stay 

with Diversity, however it 

depends on if improvement 

has been made of not. 

All good so far 
I would prefer a quicker 

turnaround time. 
Nothing The time of response. 

Not to need to use them: to 

be able to book as I would 

normally book domestic 

travel, using a University 

credit card 

Would prefer that 

information that is provided 

is followed i.e. If want 3 

nights booking, that 3 nights 

are booked. 

Be quicker with quotes, 

especially for hotels. 

Sometimes a delay in 

booking tickets for rail too. 

Increasing speed of 

response time, clarity of 

information, and offering 

more competitive fares 

(often cheaper can be found 

on websites). 

Prices Nothing   



27. One thing I love about Diversity Travel is... 
 

It's logo colour 

I believe they care about 

their customers and want to 

provide the best service they 

can 

At the moment, I'm not 

sure... 

Personal, prompt response. 

Can always talk to 

someone. I'd much rather 

book through you, due to the 

great, personal support. But 

sometimes you cost too 

much. 

There is always someone I 

can speak to you on the 

phone 

Better than our last provider! 

I have had some very good 

experiences of personal 

service when I have needed 

to arrange a complex 

booking or solve a problem. 

The bay team staff. 

Especially Ben Lyons and 

Rachel Owens. They always 

go above and beyond. 

The agents are very friendly 

and helpful 

Comprehensive coverage of 

options 

It creates a seamless 

system for booking through 

my budget rather than 

having to personally pay and 

wait for reimbursal. 

Speed of response and 

knowledge of the sector 

No comment Simple to book. 

How quickly certain 

members of staff do respond 

- and how straightforward 

the process is by email. 

If the VC loves you then we 

love you. 

Sorry but I don't. I have tried 

to be fair and think carefully 

but there is nothing I love. 

It's good that the traveller 

names are on rail 

confirmations and cost 

centre codes - on the pdf 

that is downloadable straight 

after booking. 

Your experts are very 

knowledgeable and 

customer-service oriented. 

Nothing Responsiveness 

Online booking 
Simple to use and improving 

all the time 
N/A 

Professional and personal 

response 

Train booking 

The itinerary was helpful, as 

was the options given for a 

range of accommodation - 

from budget to more 

expensive 

All in one site so don't have 

to toggle between 

companies 

The staff 

Looking forward to the new 

online booking tool. 

Currently I love how easy it 

is to contact & receive 

helpful responses from 

Diversity Travel. 

Politeness of staff on 

telephone. 
Online system None spring to mind 

Friendly staff 

How friendly the team is and 

no matter who picks up the 

phone they will endeavor to 

help you 

Cheaper than Key Travel 

and very responsive 

If I book with them, I don't 

have to pay for my own 

travel first and claim back 



later,  because they use the 

cost codes provided 

. Efficiency, knowlegable Nothing 
The online system is easy to 

use. 

Easier to use than the 

university's procurement 

team 

Easy to access 

Trainline facility Bay Team 

on the end of the phone and 

always helpful. 

Online tool nice and easy to 

use / with very helpful phone 

assistance if required 

Ease of current online 

booking options 

The online booking is quick 

and easy to use. The 

support team have always 

been quick to respond to 

phone calls and offered a 

good level of support. 

I believe there is great 

potential to be a fantastic 

supplier 

Phone contact if needed 

You get there in the end but 

you do not inspire 

confidence in service 

delivery. 

Reliability 
Excellent Customer Service 

and very helpful staff. 
One stop shop 

Cheap Emirates flights 
Very dedicated and quick to 

response. 

However, staff members at 

Diversity Travel are very 

friendly, respectful and kind 

and I now seem to enjoy 

doing my bookings via 

telephone rather than online. 

Online booking 

Diversity, recognized it need 

to have a US help Desk staff 

available 24/7 and worked to 

get this done after becoming 

Save The Children's travel 

management team. Most of 

the time the customer 

service is helpful and polite. 

The Bay team in general. 

Ben Lyons and Rachel 

Owens both get special 

mention as they provide a 

fabulous service. They are 

amazingly helpful, quick in 

responses, attentive and 

have a great personality. It 

is a pleasure to correspond 

with them. 

Consolidated invoicing has 

helped the team focus on 

more important value added 

tasks as opposed to dealing 

with many individual 

invoices 

The online travel tool for rail 

The online booking tool is 

very useful. 

Cannot think of any, really.  

Seems very average 

It stores traveller details for 

ease and quickness for 

future travel 

Very approachable 

I appreciate the  update 

information you provide and 

will communicate to my 

colleagues for both parties 

to benefit from a valued 

service. 

Responses are usually 

pretty quick! 
To get rid of these parasites Good support. 

People get back 

The ease of having 

someone else find good 

options and book for you. 

When the online tools 

work...oh wait, they keep 

popping into and out of 

existence... 

They do all the work 

The helpfulness and 

experience of the staff team 

on the phones. For tricky 

The staff response is very 

quick and the staff are 

helpful. 

Good customer service from 

the call centre staff, always 

helpful. 

Professionalism and options 

provided. 



scenarios, special 

requirements or multi-stop 

trips this is really the way to 

go. Thank you. 

Like all the quotes/options 

on air travel 

Professional and friendly 

service!  Thank you !! 

They listened to us and 

moved to the trainline 

platform for rail bookings 

which was so much more 

user friendly! 

Ease of use at the point of 

booking. 

Friendly and efficient staffs Usually good response time 
The agents seem thorough 

and responsive. 
Knowledge of advisirs 

When the online booking 

tool doesn't work (which, 

with something so 

complicated it's inevitable 

that they'll be the odd 

problem) the agents at the 

end of the phone are helpful 

and knowledgable - they 

cannot be praised too 

highly. 

Friendly 
Online system, customer 

service 
Friendliness 

Quick turn around and 

helpful support when an 

issue arises during booking 

or when it's a complicated 

booking process. Also a big 

fan of self-service when you 

have a fairly simple trip to 

book. 

Good customer service 
I am in control of my travel 

arrangements 

Have the freedom to choose 

options for travel 

Easy to contact. Responsive. 

They changed the rail 

booking system, the new 

version is much easier to 

work out travel 

Ben 

Ease of booking and helpful 

staff who provide quick 

responses 

Your emergency people did 

manage to sort out my travel 

issues for me and did 

actually call me back when I 

was in the US so I wasn't 

charged for an international 

phone call. 

Good, clear itenary. Tickets 

and documents sent out in 

good time 

No comment - the prices 

were so much more that I 

have only used them once 

Number of people in team to 

make bookings regular 

meetings with account 

manager 

Updates 
It's a very easy, user friendly 

process to work with. 
It's a one-stop shop 

N/a I would rather book 

independently 

As I understand it, booking 

your own train tickets easily 
Very helpful staff 

Sometimes via email you 

get a very prompt response, 

but then other days, I don't 

receive a response until the 

following day. 



Speed of response 

You do respond to queries 

reasonably quickly, although 

it can be variable 

Nothing really. Promt responce 

The customer service is very 

polite. 
Very good service by phone Efficient and responsive 

All of the agents try their 

best to help and genuinely 

want to make the 

experience easier 

Good service Z 
Invoices paid directly from 

University 
Flights are easy to access 

Normally you get back to me 

pretty quickly, which is 

useful. 

Nothing sorry I find I have to 

check hotels and flights 

constantly you usually waste 

my valuable time. Sorry. 

The online self service tool. 
Emergency support when 

things have gone wrong. 

How I was looked after 

when I was trying to cope 

with a national rail strike in 

France earlier in 2018. 

Very efficient 

The information is very 

clearly presented and they 

seem to have a quick 

response rate 

Simple to use 

N/A 

The one advantage is that 

DT can make bookings and 

charge it to an account. This 

is convenient. But I think 

other, more efficient and 

better value for money 

organizations can offer the 

same. 

Seem to be nice people on 

the other end of the email 
Nothing 

The ease of doing 

everything in one place. 
It's easy to use Speed of response 

Speedy response, good 

options 

User-friendly website 
The helpfulness of the staff 

on the phone. 

Quick, over the phone 

answers 

Named contact in the sales 

centre 

Quick response and able to 

meet my needs 

I find it very easy to pick up 

the phone and have a 

conversation with an agent. 

Quick and easy to book 

with. Staff are very helpful 
Convenience 

WILLING TO GIVE 

OPTIONS AND LISTEN TO 

MY CHOICES 

Options given, Good first effort 

Very professional and very 

keen to respond and be the 

best in sector 

It is very simple to use and 

allows you to select from a 

variety of options. 

There is not a great deal 

that I would highlight as 

excellent in this service. 

It's fairly straight forward. Efficient service 

N/a 

That they are very friendly 

and efficient. This online 

system is very easy to get 

around 

Response times are often 

quick and booking is very 

easy to do via email, once 

you get the hang of the 

online portal this can also be 

good. 

I do not have to front the 

travel costs 

It's all done for you Friendly staff. Friendly staff 

Very easy to use and 

cheaper than other travel 

management companies! 

Great staff 24/7 help line 
I do not like anything about 

Diversity because they do 
Absolutely nothing. 



not respond to my quote 

requests in time and if they 

do they give the quote 

wrong. This is unacceptable. 

I hope the emergency 

support will be good if I ever 

need it 

The whole service takes a 

load off, when there is so 

much else to organise with 

work related trips. 

Being invoiced 

automatically. This reduces 

my workload in a beneficial 

way. 

Fast response and accurate 

booking confirmations 

Service has generally been 

excellent - I cannot really 

suggest improvement. 

The support available 
Communication is consistent 

and staff very helpful 

Quick answer, kindness, 

helpfulness 

Train booking Presentation of quotes 

It is secure and the 

emergency response is 

good. Whilst the processes 

is difficult, once everything is 

booked am I happy that it is 

safe and the booking is 

secure and that any 

problems will be dealt with. 

The train ticket booking 

service works well and 

provides various 

combinations of options. 

It is extremely easy to use 

when booking hotels for our 

External staff who visit us. 

The previous way we 

booked hotels was long and 

involved a difference team, 

this process makes it 

extremely quick and 

efficient. 

Being able to book my own 

travel at reasonable prices. 

Speed of the response and 

mailing the tickets. 
Speed of response 

Efficiency 
Knowledgeable and helpful 

staff 
The range of options 

Flights and hotels in one 

place 

Quick response Lots of options 
Respectful emails/account 

manager contact 

Fast quick efficient and 

personal service 

Nothing at present 

The staff provide fantastic  

professional customer 

services, speaking to the 

Diversity Team I often feel 

like we know each other the 

way they communicate (very 

friendly and professional), a 

real credit to the 

organisation. 

The staff members - friendly 

and approachable 
I am quite happy 

Fairly easy to book travel Bespoke portal Swift booking process. 

Giving the requirements and 

getting customised quotes 

without too much hassle. 

It's good not to have to claim 

travel expenses after the 

fact 

The way rail travel options 

are presented 
Booking trains. 

The agents do their jobs 

well, which compensates for 

the bad web design. 

Can hold tickets Everything Good prices 
The responsiveness of the 

Bay Team, particularly in 



cases where short notice 

amendments are made to 

bookings. 

The staff I have dealt with 

have always been polite and 

professional 

Nothing 

The ability to book directly 

with the travel agency using 

my own budget code, rather 

than having to wait for the 

university's purchasing 

office to book the travel 

whilst I helplessly watch the 

fare increasing. 

Lee Streetly  is always so 

efficient and helpful! I'm very 

much appreciated with all of 

his effort. 

With the exception 

mentioned above, you are 

very responsive to individual 

queries, even though you 

know that the University will 

be the paying client. 

I like that it is connected to 

the company, so when I 

book my end-of-year flight, I 

like to look on Diversity. 

Online chat Support and help 

I wouldn't say love, but the 

details we enter for 

travellers is well matched to 

the info we require and see 

on the invoices/receipts 

when they come through 

Choice and speed of 

response. 

No worries about making 

payments as it is all dealt 

with through the system. 

I feel it is still early days into 

the RGU contract with 

Diversity to answer this.  

However, I do like the fact 

that reps from Diversity visit 

RGU to speak to travel 

bookers although I feel this 

would be better in classroom 

environment and not in an 

open area like our 

amphitheatre for example. 

Each quote is assigned and 

handled by one person 
Ease of booking via email 

Rachel Owen; she is very 

helpful and efficient 
Ease of use 

They help try to standardise 

our travel arrangements. 

The employees were quick, 

helpful and knowledgable. 

Quick responses most of the 

time, easy to send a quick 

email, knowledgeable 

I like that I can phone up 

and have a conversation 

with your team 

Directly invoicing the 

organisation, not the 

traveller 

Contact point if things go 

wrong. 
Range of options offered 

They are normally quite 

quick and polite in their 

response. 

Very swift online quotations 

and convenient ticketing 

service. 

Staff seem nice on the 

phone 

I like the idea of doing 

everything online myself, 

however, I want to be 

confident that this is the best 

price 

Nice staff 

The response time is very 

quick. 

Nothing. It makes the 

procurement more 

complicated and 

unprofessionally, always. 

Speed of response of the 

agents. 

Hands on and enthusiastic 

to working with us. Issues 

are picked up and resolved 

quickly and very supportive. 

I feel there is a disconnect 

between what business 

development/account 

managers say can happen 



and what the reservations 

team actually come up with, 

this may be due to staffing 

issues. 

The staff are extremely 

helpful and very responsive.  

We have a great 

relationship. 

Prompt response to any 

questions 
Good OOH support The speed of getting quotes 

Nothing 
Speedy reply and helpful 

staff 

The staff I speak to/email 

are super helpful 
It's online. 

Well when you ket to speak 

with the right person things 

move on very quick. 

Speed of response . 

Not sure as not use your 

services yet as too 

expensive compared to Key 

Travel 

We like Ben Lyons, our new 

dedicated NTU international 

travel booker, he is 

knowlegable, and provides 

options and explanations to 

quotes and bookings. 

You rebook my travel for 

me, and I don't have to go 

via HR to get it all sorted 

Polite staff 
Response to my questions 

at an appropriate time 

Quick responce time 

I appreciate the number of 

times Gary has come to talk 

to us and go over the 

system, I feel you are 

listening to our feedback 

and improving services.  

The introduction of the 

trainline feature has been 

great and I am looking 

forward to seeing the new 

flight booking feature. Staff 

members are friendly and 

quick to respond when we 

have a crisis on our end :) 

The detailed quotes, and 

layout of the emails and 

attachments. They make it 

much easier to cover all the 

paperwork required at this 

end. 

Staff are friendly and helpful 

when you speak to them. It 

is a shame it is often to sort 

out problems. 

All booking and money is 

taken from NTU and no 

expenses needed. 

I don't have to pay myself 

and claim it back otherwise, 

it's more hassle and 

expense than booking 

myself online as I do all my 

personal travel. 

Their speed and agent 

knowledge when speaking 

to them 

Good sector knowledge 

Ease of booking None Good customer service 

Really helpful on the one 

occasion when I wanted to 

extend my trip and take 

mountain bikes with me 

(David Shenton was the 

relevant rep on that 

occasion) 

I love that the agents are 

always willing and available 
Ease of booking rail tickets 

The people I talk too on the 

phone - and I always use 
Easy to communicate. 



to provide help and 

assistance. 

the phone, booking on line is 

tedious, I find - are always 

courteous and helpful, unlike 

another agency I was once 

compelled to use by another 

organisation. (It began with 

a C!) 

Efficiency ,politeness and 

understanding 

Nothing much. Not a patch 

on your predecessor. 
Rapid response Which response 

Resolves problems A quick email response 
Good response time & 

follow  up 

Gary Dobbins - great 

account manager 

The organisation of the 

travels. 
Generally quick response 

Ease of online booking and 

helpful friendly staff 
N/a 

Allie Coker is a really good 

and the online tool 

I don't have to pay with my 

own cash and claim 

expenses.  Otherwise I find 

they add zero value but add 

a commission charge so I 

end up paying more despite 

having done all the work 

myself.  Ridiculous. 

Diversity are very flexible 

and have adapted to the 

needs of NTU.  I don't think 

initially Diversity knew how 

much travel (particularly 

complicated multi-

destination foreign trips) 

NTU would need but they 

have listened to our 

feedback.  I particularly find 

the drop-in sessions useful. 

The familiarity and knowlege 

of the services. 

The ability to book 

everything together 

Sorry, but I find your system 

clunky and time consuming 

How quick and easy it is to 

search for and purchase 

things. Anytime i've had a 

query someone has always 

emailed or rung me to 

discuss it quickly and in 

general every problem has 

always been sorted. I don't 

get a telling off if i've missed 

something and things are 

explained politely. 

Nothing 

Online booking. 
All online and quick 

responses 

Feeling secure the booking 

has been made correctly. 

Booking everything through 

a single portal is very 

convenient 

Ability to pick up train tickets 

from any station 

Friendly and helpful staff on 

the phone and via email. 

It is easy to do business with 

you - I like the online tools 

which are quick to use. 

Organises visa etc 

Better than previous 

systems. Agents happy and 

willing to help. 

Even though I disagree with 

how we are charged to book 

over email, the team that 

deal with these queries are 

excellent. They're friendly 

and quick to respond. There 

are a lot of things that I 

dislike about Diversity's 

Speedy responses Very easy to use. 



systems, but the staff are 

fantastic. 

Responsive when emailed Good service Service used to be good 
Speed of response is 

generally good 

The ease of booking train 

tickets on line 
None 

The warm service on the 

phone 

User friendly and easy to 

navigate. 

Turnaround time to manage 

bookings. 

Speed of response - I 

deploy emergency teams 

and study teams - I don't 

want to have to ring up to 

check, I need to receive 

response by email in very 

timely fashion ! 

Its not key travel 

They take the hard work out 

of finding flights to further 

away destinations 

Don't need to worry about 

getting a PO approved 

before placing order. 

Nothing Online options 
Relatively hassle free when 

booking 

Staff are friendly The friendly and helpful staff It listens to concerns 
Helpful staff and good 

service. 

Its fine 

The Rail team phone staff 

are fantastic - really helpful 

and friendly! 

Responsibility N/A 

Have not used you enought 

to say 

The ease of identifying 

travel options 

I don't have to pay up front 

for travel. 
Detailed quotes 

Telephone support with 

booking agent - very helpful! 

Easy and quick to use. On 

the one occasion I needed 

to change something, it was 

done with easily and 

efficiently. 

Nothing 

The visa service - 

reasonably priced and 

efficient. 

Ease of online system. None 

The ability to understand 

and follow my instructions 

when I have specific 

requests for travel and 

accommodation. 

Really? 

The quick response time 

and range of options 

provided when asked. 

Helpful staff members 
I have not had any issues so 

far which is great. 
Cost effective 

The staff are lovely. Very 

responsive and prompt. 

Having someone to talk to 

on the phone who will book 

things according to my 

requirements. You lose this 

if it is all automated. 

Quick response 
I don't have to do the 

research myself (for hotels) 

Absolutely nothing. 
Digital options and 

connectivity 

Prompt response to quote 

requests 

Train travel uses the same 

system as others (very clear 

and easy to use) 

It is convenient for booking 

through the organisation 
Personalised service 

It's 'package' approach - 

they will put together a 

coherent travel package to 

anywhere within a budget 

Online accesd 



No comment 
Rail ticket printers located at 

work. 

Nothing, I would never use it 

if my company weren't 

associated with Diversity. 

They sometimes come up 

with useful suggestions. 

Absolutely nothing. They are 

too difficult to work with. I'm 

sure we use them to 

discourage travel. 

The web services are 

generally pretty good. 

The staff are always happy 

to help, professional and 

deal with queries to the best 

of their knowledge. 

Speed of response was 

great when I booked my 

recent travel. 

Management is quick to 

reply and help to solve 

problems. Very impressed 

with management and this is 

the saving grace of my 

experience with Diversity in 

2018. Previous years have 

been better, but the last 6 

months have been very 

difficult. Thanks for sending 

out the survey, this is also 

encouraging. 

Helpful and friendly 

response re post-booking  

alterations. 

Friendly service 
The new online booking tool 

looks much better 

Their professionalism 

The different options they 

may provide to you to 

decide for a cheaper or 

more convenient option. 

It is now possible to book 

UK rail tickets easily 

Speed of response and 

agents i've spoken to by 

email and phone have 

always been very friendly 

and helpful 

Convenience The personal contact   

 


