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How You Can Build Trust Throughout

The Customer Journey



The 
Three Criteria 
For Trust AUTHENTICITY

LOGIC EMPATHY

Trust = Bookings 

Customers 
experience the 
real “you”.

Customers 
believe you care 
about their 
experience.

Customers 
know you can 
do what you say 
you will do.

Concept from “Begin with Trust” by Francis Frei and Anne Morriss, May- June 2020



Our Journey 
Today

Integrations Book Form 
+ Payment Communications



Would you be able to easily book online on 
your own website using your thumbs on a 
smartphone?

73%
of EMEA bookings are made 

on a mobile device

People are mobile

 [FAREHARBOR]

How are customers 
booking?

AUTH

EMPATHYLOGIC



Part One: 
Integrations
How do they affect customerʼs trust 
in your company?

Express Your Brandʼs Personality

Ensure a Logical Progression

Anticipation of Customer Needs



Which integrations do you use?

Earn Trust: Does your integration represent the 
most logical progression?

Item Grid Embeds Calendar Embeds Book Buttons



Book Button

An Item Listing 
with Details and 

Descriptions

A Booking Flow 
That Funnels by 

Interest

A Simple Book 
Form

Every Click 
is an Inquiry. 

Every Page 
is a Response.
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Limiting 
Redundancy



FareHarbor Sites
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Be Who 
You Are
When it comes to 
authenticity, it doesnʼt 
have to be complicated
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BRAND IDENTITY

FLOATER UTILIZED

LIGHTFRAME FUNCTIONAL

OPTIMAL BOOKING FLOW

LIVE INTEGRATION
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Book on Mobile. Book on 
Desktop.

Have you utilized markdown and 
customized your item listing to 
communicate your brand? Do you have a 
floater? Is your lightframe functioning? Are 
price previews on? Can you identify any 
avoidable redundancy?

CTA
ctr

Click-Through Rate

Submit a support ticket at 
https://fareharbor.com/help/su
bmit/ for a new integration.

https://fareharbor.com/help/submit/
https://fareharbor.com/help/submit/


Book Form & 
Payment types

Opportunities to enhance experience

Payment options 

Intelligent Custom Field use

A trustworthy book form:

● asks for information easily 
seen as relevant

● makes payment as painless as 
possible

● offers simple ways to enhance 
the customerʼs experience



We need to talk 
about Custom Fields
Used properly they can be a 
logical progression through the 
book form and be authentically 
you.

Used incorrectly or the presence of too many 
can drastically cut your conversions or in other 

words scare off your customers

https://docs.google.com/file/d/1pcfLlWAf2t--QVUhaxbE-7RIvYIrmW5J/preview


Forms for customer convenience

Consider This: If you are able to easily collect the info at 
check-in, it may be best to leave it off the book form.

NOT MANDATORY
Select Your Shirt Size
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Guest Names [Why?]



Offer an Upgrade 
Your Customers Will 
Love 

Customers appreciate 
simple opportunities to 
make an amazing
experience even better.

ENHANCE
Experiences

INCREASE
Revenue
Add a photo using 
markdown to improve the 
chance your customer will 
buy.

Check this box to add a bottle of champagne to 
your experience!



For Complex 
Conversations
A helicopter tour company has multiple 
locations from which they depart. 

By adding email notes to the custom fields 
indicating from where the customer would like 
to take off, FareHarbor will automatically 
insert those notes in your customerʼs 
confirmation email!
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When youʼre planning your own vacation, 
whatʼs your least favorite part of the 

booking process?

POLL 



Make Payment 
Less Painful

Paying full price at check-out creates a simpler 
experience for the customer, only engage these features 
if payment is a barrier.

tip:

Deposits

Take a percentage or $ amount 
up front for large ticket items 
so customers can reserve 
without breaking the bank.
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Payment 
Links

A paymentlink works in tandem 
with deposits to enable multiple 
guests to share the cost.



Get Bookings for 
Big Ticket Items
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NEW FEATURE:
Mobile Payments
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If you can live without 
the information until 

check in, donʼt ask for it 
in your book form.

Limit Custom 
Fields

If price is stopping you 
from listing an item 
online, utilize deposits. 
Nothing to lose!

Use Payment 
links

Utilize a checkbox to 
make an upgrade easy, 
use Markdown to make 
the sale!

Offer 
Upgrades

If deposits are on, make 
sure payment links are 

too!

Consider 
Deposits

How can you make a more 
trustworthy Book Form? 



 
Communications

LET’S TALK ABOUT…

Confirmation emails

Reminder emails + texts

Online cancellation + rebooking

1

2

3

Follow-up emails 4

Automated communications 
create loyalty and build on 
trust. 

They display expertise, reinforce 
your brand identity, and prepare 
your customers for the experience.



All The Details
Your Customer Needs
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Change of Plans? 

Set up Policies & Rules

Cancel & Rebook from the 
Confirmation Email



Use Promo Code 
DoItAgain10 at 
Checkout!

          
 

Follow Up 
Reaffirm the 
Experience

Leave a lasting impression

Reinforce your brand, make a 
promotional offer, and show you 
want to hear how you did.

10% OFF

Use Follow Ups to 
Offer Promos

Highlight the 
platforms that 
matter most.

          
 

Get the Review You 
Earned
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Confirmation Emails Reminder Email & Texts

Online Cancellation & 
Rebooking Follow-up Emails

Empower Customers to Stay 
Loyal Through 

Self-Management

Eliminate Stress and Deliver 
Travel Instructions

Reiterate, Expound, and 
Authenticate

Create an Opportunity to 
Listen, and to Recommend 

Similar Brands.



In Conclusion
In order to create trust donʼt 
forget to utilize your FareHarbor 
tools to carry the following 
criteria: 

EMPATHY
Customers 
believe you care 
about their 
experience.



In Conclusion
In order to create trust donʼt 
forget to utilize your FareHarbor 
tools to carry the following 
criteria: 

LOGIC EMPATHY
Customers 
know you can 
do what you say 
you will do.



In Conclusion
In order to create trust donʼt 
forget to utilize your FareHarbor 
tools to carry the following 
criteria: 

LOGIC EMPATHY

AUTHENTICITY
Customers 
experience the 
real “you”.



To Do List: 

AUTHENTICITY

LOGIC EMPATHY

Trust = Bookings 

Check your mobile view!

Can you easily check out in 
a few clicks?

Are you utilizing all the 
fareharbor tools 
mentioned? 



TH    NKS
Any questions?


