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Haven Holidays Case Study

Haven Holidays uses Social Customer Service to turn customer 
conversations from like, to love, to lifetime value. 

Haven Holidays is the biggest holidays operator in the UK, providing holidays for over 2 million customers 

every year. The company operates 35 holiday parks worldwide, and has a community of over 23,000 

holiday home owners.  

The company was established in 1964, and has been a well-loved tradition for families ever since. But 

in 2012, MD Tim Gibson set about a mission to return to a more human company culture. To be where 

Haven customers were and keep up the company’s reputation as the best holiday operator, a move into 

social media was an obvious solution. Those children of the ‘60s are now parents and grandparents, and 

these channels are how people build relationships today. Unprompted, fans of the brand had created over 

400 Facebook pages dedicated to Haven parks. The company decided to join the conversation with these 

fans to be more human as a brand and take Haven customers from like to love again. Today, Haven’s 

dedicated social customer service team engages with regular customer daily, and has created real loyalty 

and advocacy that boosts the top line. 

From social amnesia to real engagement
The Haven team started responding to customer conversations natively on Facebook and Twitter, but this 

proved to be a challenge from the start. Social platforms just aren’t usable on a larger scale, or across 

multiple team members. When trying to respond to customers, Haven experienced what social media 

manager Lauren Stewart calls ‘social amnesia’. Despite their endeavor to provide personalized service, 

agents had to repeatedly ask customers for the same information over and over again. It was clear they 

couldn’t achieve their goals if they kept working in this way, and so set about an audit of tools on the 

market to help. Conversocial offered the solutions Haven needed to start delivering real social customer 

care. 

The Conversocial platform has been implemented 

across publicity and service. Haven’s social 

customer service team sits between the two 

departments, to ensure that customers receive a 

quality, consistent experience of the brand online. 

They aren’t just picking off the service requests and 

complaints; they’re the front line of all customer 

engagement, with the powers to make a difference.  

Management, workload and appraisals of the team 

are shared between the Social Media Manager and 

the Customer Service Manager. This completely 

connected relationship means that resourcing can be organized to meet those customer needs, with the 

help of analytics on the peaks and troughs in customer activity. For Haven, television advertising and 

social media go hand in hand – a TV campaign will trigger more conversation on Facebook and Twitter 

and the social customer service team is always well prepared to pick it up. 

When looking for a social customer service solution, 

I spoke to a lot of people for recommendations and 

Conversocial came up time and time again. The great 

reputation Conversocial has in the industry, combined 

with the ease of implementation in the cloud sold the 

solution for our management team. And the tool largely 

sold itself to my team, they love using it.

- Lauren Stewart, Social Media Manager, Haven Holidays

“

“
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A complete history of customer conversations and agent interactions visible for the entire team, allowed 

Haven to recover immediately from its social amnesia to deliver a better level of service. Conversations 

are no longer dropped when passed from person to person. If a customer’s issue is not completely 

resolved, agents can use private notes to share with other team members on the next shift. And now 

when a customer turns to phone or email there is a permanent, accessible record across channels of what 

that customer has said on social media. In the crowded holidays market, social is an extremely powerful 

differentiator – it’s important for Haven that they go the extra mile by remembering their last conversation 

with a customer, and even going back to ask how their holiday was. 

Haven fans now have very direct and personal relationships with the team. They’re having conversations 

every day, and the Facebook page is a real community that Haven agents are an integral part of. Some 

customers have racked up 200 to 300 interactions in just six months. This community extends beyond the 

digital space, and fans have been known to meet up on holiday with others they’ve spoken to from the 

group. Only using Conversocial’s insight tools to categorize and analyze conversations has Haven been 

able to understand the importance of this community. 

This granular insight means that the Haven team can really make a difference to their customers and bring 

value to that community. The social customer service department is connected directly into the parks’ 

management so they can feed back complaints to the ground level quickly.  In one example of real-time 

service supported by Twitter, a customer tweeted that an advertised beer was not available at his park. 

The agent on duty got in touch with the head of retail, who made sure that the beer was stocked, and the 

customer tweeted a photo about it while he was still on vacation. And this empowerment doesn’t stop at 

resolving complaints. When the team has had good engagement with a customer, they are able to arrange 

special experiences such as character singing 

happy birthday to a guest on-site. Bringing 

support and parks staff closer together is a very 

important goal for Haven’s social engagement. 

Using Conversocial, the team can support guest 

relations with a complete archive of customer 

conversations, for thorough investigation of 

complaints. This helps everyone at Haven to 

get a resolution before photos are posted to 

Facebook or negative reviews to trip advisor. 

The Facebook page is a real community 
that Haven agents are an integral part 
of. Some customers have racked up 200 
to 300 interactions in just six months.



Page 4

Haven Holidays Case Study

Measuring the real value Social Customer Service 
brings to Haven Holidays.
Haven’s early steps into social customer service began as a brave branding and customer relationship 

experiment, but using Conversocial the Social Media team is able to prove real results to justify 

its existence.  It was hugely important to Haven that agents could deliver more independent and 

personalized type of service with confidence, and today they’re able to do a fantastic job at working 

productively and smashing targets for better service levels. 

Today, the team’s average response time is down to just 30 minutes, and they handle 100 messages an 

hour. It’s possible to resources agents at the right time to keep that response level consistent, and feeding 

performance results back into the team keeps them ever more productive out of pride in the service they 

are offering. For management, being able to measure the number of customers reached within a certain 

time-frame means it’s possible to prove the value of their efforts effectively enough to set bonuses. 

And this performance is even beginning to translate into sales. Using Conversocial’s tagging of different 

conversations and connecting this up with CRM 

data, the management team has been able to 

track an uptick in touring brochure requests 

through Facebook – currently around 80 per 

month. The next steps for Haven are to start 

tracking relative volumes of customer service 

vs sales the team is assisting through targeted 

engagement. For the UK’s largest holidays 

provider, social customer service has taken 

customers not just from like to love, but to lasting 

commercial relationships. 

Dealing with Conversocial has been a great experience 

from the very beginning – they practice what they 

preach and deliver a great level of customer service. I 

have a good relationship with the entire team, as they 

truly put their customers at the heart of what they do – 

much like we’re trying to.

- Lauren Stewart, Social Media Manager, Haven Holidays

“

“



www.conversocial.com   @conversocial    

To find out more about how other businesses use Conversocial, find out more at 
www.conversocial.com/product/customers.

If you’d like to learn how Conversocial can help you to develop an effective Social 
Customer Service program, get in touch with us at sales@conversocial.com


