
Adapt or fall behind:  
The transformation wake-up call 
for travel and leisure
ONLY 1 IN 5 ORGANISATIONS ARE LEADING  
IN TRANSFORMATION

TRAVEL AND LEISURE UNDER  
PRESSURE

Transformation is underway - but it’s fragmented. 

Travel and leisure organisations are juggling too 

many priorities, often chasing quick wins at the 

expense of long-term value.

 ■ Only 20% of travel and leisure organisations 
are leading in their transformation maturity 

Compared to the public sector (30%) and 

consumer goods (27%), travel and leisure is 

underperforming in lasting transformation 

success due to lagging investment in digital 

and data foundations, among other things.

 ■ Tactical investments dominate over  
strategic ones 

Travel and leisure organisations view key 

investments, including business transformation, 

AI, infrastructure, and leadership, as tactical 

tools. Rebalancing investment toward long-

term, strategic enablers is where market leaders 

are pulling ahead. 

 ■ AI is accelerating transformation, but 
readiness is lagging 

While 43% say AI has significantly accelerated 
transformation, 25% feel it’s evolving too fast 

to keep up. AI is already reshaping customer 

experience and content marketing, pricing, 

customer service and dema nd forecasting, but 

most organisations are only scratching  

the surface. 

From shifting traveller expectations 

to volatile operating costs and intense 

competition, travel and leisure 

organisations face relentless change. 

Our Transformation Index found 

that only 20% of travel and leisure 

organisations are truly leading  

in transformation. The rest?  

Tactical investments are being 

favoured over long-term value 

creation. True transformation isn’t 

about reacting quickly, it’s about 

building the adaptability to thrive in 

constant change. 

The problem isn’t strategy. It’s 

adaptability.

anticipate workforce disruption 

due to automation and AI 

organisational concerns 

competing for attention

don’t have critical future  

skills covered

91%

91%

8



gateoneconsulting.com 

London | New York | Paris | Dublin | Bangalore

YOUR NEXT MOVE

Leading travel and leisure organisations are 

breaking the short-sighted cycle. They’re focusing 

on three things to turn pressure into progress:

Championing their data 

They use data to guide decisions, 

personalise experiences and scale  

AI responsibly.

Protecting their spark 

They prioritise what matters, stop  

what doesn’t, and protect teams  

from burnout.

Finding their value compass 

They align every initiative to outcomes 

that matter - for customers, employees 

and the business.

 ■ Leadership alignment and sponsorship  
are inconsistent 

Travel and leisure leaders report difficulty 
aligning around a clear transformation vision 

and maintaining momentum, especially when 

competing priorities stretch capacity.

 ■ Fatigue is the hidden cost of transformation 

67% say employees are fatigued by continual 

waves of change, and 69% cite competing 

demands on people’s time. Yet only 33% view 

improving employee experience as a long-

term priority. Unless you improve the employee 

experience, every new initiative will land on 

increasingly fragile ground.

“It’s about the long term, not 

projects with shorter lifespans… 

really the tipping point is when 

you see a cultural change and 

you start seeing that manifest 

in the ways of working at  

the organisation.”

These behaviours are powered by two 

organisational engines: systems and people. When 

both are aligned, transformation sticks.

To lead through change, travel and leisure  

leaders must:

 ■ Build adaptable operating models that 

support innovation, compliance and 

experience-led transformation

 ■ Prioritise employee experience as a 
transformation driver, not a short-term fix

 ■ Treat AI as a strategic enabler, not just a tool 

for automation

 ■ Invest in workforce capability and leadership 
alignment to sustain momentum

 ■ Close critical skills gaps – from empathy 

and service orientation to multilingualism and 

creative thinking

 ■ Shift from tactical fixes to long-term 
transformation strategy – adaptability is the 

difference between surviving and thriving

READY TO LEAD WITH 
ADAPTABILITY? LET’S TALK.

We help travel and leisure leaders turn pressure into 

progress. Whether it’s unlocking value transitioning 

from legacy platforms, designing future-fit 
operating models, or embedding AI into the heart 

of your business, we bring the humanity, pace and 

momentum to make transformation stick.

Gate One is the global business and digital 

transformation consultancy, dedicated to helping 

clients thrive. With a uniquely collaborative 

approach, we guide clients through high-impact 

business and digital transformation projects, with 

teams in the UK, Ireland, the US, France and India. 
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