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TRAVELSAT© Sentiment Methodology
Social Data and Visitor Reviews Monitoring for holistic Reputation Tracking

SOCIAL WEB SENTIMENT TRACKING

o The “sentiment” reflects the state and dynamic of travel brands’ e-reputation as

expressed in global web social conversations “at large”.

o Shared by differing media, consumers, companies, citizens, brands and officials on

websites, forums, blogs & social networks.

o Sentiment is not predictive of travelers’ planning, but a positive e-reputation is

essential to generate favorability towards destinations and travel brands, particularly

in the context of post-crisis management.

o In the past 12 months, Greece was mentioned 879K+ in social conversations in

relation to travel, generating 11,3M engagements, shared by 189K+ unique authors

from 200+ countries.

o Data Type: visitors reviews. Destination reputation is massively driven by visitors sharing

their experiences, fueling the experience-based image of Athens and Greece.

o Data Sources listened: 25+ Travel Reviews Websites and OTA platforms

o Data Scope: reputation data consolidated from 800 Hotels, Attractions/Sites and

Restaurants in Greece.

o Structured rating and reviews’ sentiment/comments are tracked and analyzed.

o About 800 000 reviews about Greek tourism experiences / year

DESTINATION REVIEWS SENTIMENT TRACKING

Destination E-reputation “At large” Destination E-reputation driven by experience

…
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Key Sentiment Indexes
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KEY SENTIMENT TRENDS - SUMMARY

o While Greece’s net sentiment score (NSI) had remained relatively stable during the month of January 2023, it only slightly declined in February. However, content on

the train crash in Larissa at the very end of February starkly decreased Greece’s and Athens’ NSIs in March. While the overall effect for Q1 of 2023 is seen to a

degree for the latter (43, -16 pts), it is especially noticeable in Athens (33, -33 pts) where news has centred on the ongoing investigation of the accident’s causes and

protests.

o NSI per market for Greece and Athens reflect the same pattern seen in the overall score. While dips for Greece are less pronounced, those for Athens are stronger.

Nonetheless, scores per market remain overall more positively polarised than negatively. The only exception is in Italy, where Athens’ score is at 5 (-76 pts), a large

decrease since Q4 in 2022.

o Conversations surrounding COVID-19 have remained relatively stable since August 2022, an expected result due to the lack of reinstitution of restrictions. While it is

important to continue to create security around concerns for new outbreaks, travellers are currently more scrutinous of the levels of hygiene and crowdedness of

destinations.

o The volume of social conversations has risen for the topics of Sanitary Safety and Culture in both Greece and Athens. An increase in the score of Hospitality-related

content is also shared by both. Gastronomy and Hospitality are the topics holding the highest scores in Greece and Athens, with NSIs above 85 for the country and 90

for the capital.

o While there have been explicable decreases in Greece’s NSI during Q1 of 2023, many travel-related positive stories were present. In line with the high scores for the

topic of Gastronomy, stories about Greek recipes, great local production of pistachios, and Michelin-star restaurants were shared. Moreover, Greece’s participation in

sustainable practices through renewable energy development in its islands, as well as “green” internal destinations also generated a high degree of engagement.

o Naturally, having had such a strong effect on Greece’s and Athens’ NSIs during Q1, negative content having to do with the train crash in Larissa was largely present.

However, this was pushed further by the ongoing strikes and demonstrations in the country, with those in Athens becoming particularly violent. Another notable

negative story is that of over tourism felt by locals in the island of Corfu, a vigilance point to keep in mind that has been lately rising in several European destinations.

Quarter 1 - 2023
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What is the tonality of conversations in Athens’ key markets?

The Net Sentiment Index measures the polarity of vertical specific web social conversations (%positive - %negative)

NET SENTIMENT INDEX

Destination Sentiment per Market

1st Quarter 2023
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What is the incidence of Covid-19 in the destinations’ conversations?

Destination Sentiment

1st Quarter 2023
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Focus on specific reputation topics 
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In comparison with Q4 2022, the volume of social conversations increased slightly for the topic of Sanitary Safety, and importantly for the Cultural theme in Q1 2023. The volume

declined for topics on Gastronomy, Environment, and Hospitality. The sentiment polarity has increased in the topic of hospitality. The Net Sentiment Score remains high for topics on

Gastronomy and Hospitality, being above 85 points. Conversations related to the conflict in Ukraine went slightly up but remain limited to 4% out of the total.

GREECE

1st Quarter 2023
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Reputation Topics – Annual Trends
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Focus on specific reputation topics 
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An increase in volume on all topics of conversation can be seen for Athens, except for the topic of Hospitality. The largest increase can be seen for the topic of Culture, yet

a notable increase is also seen for Cleanliness. While the scores have risen for the topics of Gastronomy and Hospitality, a decrease is seen in other ones, especially that of

Culture. Gastronomy and Hospitality remain with strongly positive scores above 90.

ATHENS

1st Quarter 2023
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Reputation Topics – Annual Trends
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Positive Sentiment Drivers (1/2)

o A delicious pork recipe taught by a Greek chef

o High school students from Italy and Greece organized a fashion project in 

Athens titled “Italian style travels to Greece”

o Highlight of pistachios from the Greek island of Aegina

o China will honor Greece at 18th International Beverages Expo held in Luzhou

o Romantic holidays in Athens with the magnificent view from the hotel

o Palia Kameni, Santorini, known for its therapeutic mud, listed among the 20 

stunning European hot springs to visit in 2023

o Culture and history-centered visit by exploring the Acropolis in Athens

o Meeting in Athens between Greek ministerial and regional authorities and  

officials from Mexico, to discuss future collaborations in the fields of culture, 

innovation, business and green tourism

Fueling the destination’s social reputation in the period

2023’s first quarter held a wide array of positive stories, many of these related to gastronomy. Indeed, content on specific recipes, excellent produce, high-end cuisine were all noticeable during

Q1. Online conversations about Greece’s capacity to drive sustainability were also highly present, such as the development of renewable energy in Greece’s islands, and “off-the-beaten-track”

green tourism sites found in Hydra and Astypalaia. Other positive stories included romantic getaways, culture, and the best resorts for those travelling as a family.

o Highlight of Greece’s fourth largest island, Rhodes (visiting one of Greece’s 

best-preserved ruins, discovering the skilled artisans’ potteries, etc.)

o Greek islands developing renewable energy

o 6 sustainable “hidden” green tourism sites in Greece (Hydra, Astypalaia, 

Lipsi, etc)

o Blog post on Michelin-starred restaurants in Athens, focusing the haute 

cuisine dining experience

o Australia showing interest in Tilos' zero waste initiative and efforts

o Best affordable villas in Greece, aiming to travel without a compromise on 

facilities

o Municipality of Hersonissos, Crete is promoting wedding tourism for 

couples who wish to hold their wedding outside their country of residence 

o Best family holiday resorts in Greece with facilities suitable for family 

(highchairs, kid’s club, babysitting service, pool, escape room, etc.)

Examples of reputation drivers…

1st Quarter 2023
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Illustrative Social Posts
Reflecting the Positive Sentiment

1st Quarter 2023
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Illustrative Social Posts
Reflecting the Positive Sentiment

1st Quarter 2023



17
Negative Sentiment Drivers

o A devastating train collision resulting in numerous fatalities and injuries

o Railway unions striking and demonstrations taking place throughout the country

o Violent and intensified protests in Athens and intervention of riot police

o Violent attack on an archaeologist in Athens turns out to be connected to the business interests of developers in Mykonos

o A rare hurricane-like storm hitting Greece, disrupting travel

o Issues related to migrants from Turkey

o Mass tourism can risk the quality of life of residents in Corfu 

o Greece among the countries requiring COVID tests for travelers entering from China

What vigilance points to watch reputation-wise?

Negative content during the first quarter of 2023 was largely overshadowed by the devastating train collision in Larissa, causing many fatalities and severe injuries. However, the subsequent
strikes and demonstrations, many of which developed to more violent protests in Athens, furthered the negative results of the crash. While less highlighted, a story of a violent attack on an
archaeologist in Athens, a hurricane-like storm, and migration-related stories were also present. The quality of life of Corfu residents due to mass tourism was also brought up.

Some topics mentioned may be not “mainstream” in the sentiment flow, 
sometimes even “anecdotal” or outside the tourism space strictly, 

however they can generate a negative influence on the overall 
attractiveness of Greece in potential travelers’ minds.

Examples of reputation drivers…

1st Quarter 2023
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Illustrative Social Posts
Reflecting the Negative Sentiment

1st Quarter 2023
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Destination Experience Reputation
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Overall Experience Reputation Trends
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(*) Sanitary/Pandemic vigilance threshold is usually defined below 5/10 

Experience Reputation Dashboard (Greece)
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(*) Sanitary/Pandemic vigilance threshold is usually defined below 5/10 

Experience Reputation Dashboard (Athens)
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1st Quarter 2023
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(*) Sanitary/Pandemic vigilance threshold is usually defined below 5/10 

Experience Reputation Dashboard (Seaside)
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1st Quarter 2023
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(*) Sanitary/Pandemic vigilance threshold is usually defined below 5/10 

Experience Reputation Dashboard (Other areas)
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1st Quarter 2023
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(*) Benchmark based on 34 European Countries for the same period

1st Quarter 2023

1st Quarter 2023 Greece Evol. Q4 2022/Q1 2023 Athens Evol. Q4 2022/Q1 2023 S&B Evol. Q4 2022/Q1 2023 Other Evol. Q4 2022/Q1 2023 Europe Evol. Q4 2022/Q1 2023

Overall Rating 9.17 0.08 9.13 0.07 9.26 0.22 9.20 -0.02 8.74 0.09

Culture 9.55 0.18 9.55 0.05 9.38 0.28 9.59 0.22

Restaurants 8.93 -0.15 9.03 0.10 9.21 0.01 8.65 -0.39

Sea 9.34 0.23 9.35 0.02 9.32 0.28 9.41 0.06

Shopping 8.96 0.01 8.88 -0.01 9.65 0.53 9.04 -0.01

Accommodations 8.96 0.09 8.90 0.19 8.99 0.08 9.07 0.01

Sanitary Safety 5.59 -0.87 6.02 0.63 4.64 -2.15 5.87 0.66

Pandemic Precautions 3.37 -0.39 3.56 0.38 2.99 -1.12 3.60 0.48

Accommodation - Sanitary Safety 6.61 -0.51 7.66 0.82 5.30 -1.90 6.00 0.00

Accommodation - Pandemic Precautions 4.00 -1.00 5.83 1.30 2.92 -2.12 3.89 -1.61

Attractions - Sanitary Safety 4.20 0.57 4.05 0.18 3.10 -0.13 6.20 1.89

Attractions - Pandemic Precautions 3.17 0.69 3.14 0.20 3.04 1.01 3.57 1.19

Restaurants - Sanitary Safety 4.74 -2.54 5.38 -0.87 5.00 -2.82 1.67 -5.33

Restaurants - Pandemic Precautions 2.19 -2.67 1.82 -0.68 3.33 -2.47 2.50 -3.75

Sanitary/Pandemic vigilance threshold is usually defined at 
5/10

Overall Rating 9.17 0.08 9.13 0.07 9.26 0.22 9.20 -0.02 8.74 0.09

USA 9.20 0.05 9.22 0.12 8.94 -0.23 9.38 0.01

UK 8.84 0.11 8.93 0.33 8.63 -0.13 8.65 -0.24

NL 8.61 0.11 8.55 0.24 8.74 0.19 8.77 -0.12

DE 8.68 0.20 8.56 0.35 8.76 0.17 8.93 0.30

FR 8.69 0.07 8.58 0.16 8.54 -0.12 9.23 0.30

IT 8.69 0.10 8.65 0.12 8.97 0.42 8.74 -0.21



26
KEY REVIEWS TRENDS - SUMMARY

o The first quarter of 2023 came with little change in terms of review count since Q4 in 2022, being the continuation of the winter period post-Christmas. On the other

hand, overall scores have kept rising for both Greece and Athens, currently in their third highest place since the beginning of 2022.

o Greece’s overall score is significantly higher than that of the European benchmark (+0,43 pts.). Moreover, an increase in scores has been since in all experience

categories since Q4 of 2022, with the exception Shopping (+0,01 pts. vs.), and Restaurants (-0,15 pts.). Cultural experiences and Seaside activities are once again rated

highest.

o Dissecting scores per area, Athens (+0,07 pts.) and Seaside (+0,22 pts.) regions have both increased in overall scores. However, other areas of Greece have largely

remained the same, albeit with a slight decrease since Q4 of 2022 (-0,02 pts.). Cultural and Seaside activities are rated highest in Athens and other areas of Greece, while

Shopping is most highly rated in the regions by the sea.

o Sentiment scores have decreased with regards to Sanitary Safety (-0,87 pts.) and Pandemic Precautions (-0,39 pts.). While the former remains above the vigilance

threshold of 5/10, the latter is once again below. However, a glance per vertical reveals that only Accommodations are above the threshold for Sanitary Safety, while all

scores are below for the rest.

o The decrease in Sanitary Safety and Pandemic Precautions in Greece derives from a strong decrease in the Seaside regions. When looking at the same indicators in Athens

and other areas of Greece, there has been an increase for both indicators. However, only Sanitary Safety in Athens and other areas of Greece is above the vigilance

threshold.

o Value for Money and Sustainable Travel sentiment scores are above the European average for Greece, as well as for all separate areas. Other areas in Greece are the

ones considered to have the most value with regards to their cost. The same can be said for the perception of sustainable practices carried out.

o Ratings per market have shown a positive trend in Greece since Q4 in 2022. In Athens, scores have increased for all main markets. However, this is only the case for the

Dutch, German, and Italian markets visiting the Seaside, and the German and French markets visiting other areas.

o Travellers from the United States tend to leave the highest ratings overall. In all of Greece and in Athens, these are followed by those coming from the United Kingdom.

Italian visitors are the second most satisfied in Greece’s Seaside regions, and those from France in the other regions.
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TAKE-AWAYS

1. The first quarter of 2023 has been strongly affected by the train collision in Larissa, weighing down on the NSIs of both Greece and Athens. Athens’ score fell

more harshly than that of Greece, notably due to content centred on the strikes and protests subsequent to the crash. With safety becoming a growing

concern in the minds of visitors seeking for stress-free travel, the effects seen on Greece’s e-reputation are not unexpected. While the events during Q1 of 2023

are too recent to allow for comparability with other destinations, it will be crucial to continue monitoring their effects on online reputation competitiveness

throughout the second and third quarters of the year.

2. As a result, the patterns seen on the overall NSI reflect themselves on the scores per market. With this in mind, most scores are still more positively polarised

than negatively, although the score for Athens in the Italian market is relatively lower. Topic-wise, content on Gastronomy and Hospitality is very positive with

NSIs above 85.

3. Despite negative events, a formidable number of positive stories have been shared in Greece during Q1 of 2023. Many of these reflect its wonderful culinary

culture, but also strides in sustainable actions. Negative content was strongly overshadowed by the train accident and protests.

4. However, demonstrating Greece’s and Athens’ capacity to delight visitors, overall ratings have continued to rise since Q4 in 2022. At the same time, little

change has occurred in terms of review count.

5. Greece’s overall ratings, as well as that of the separate tourism areas, remain all above the average for Europe. The highest scores are seen in its seaside and

beach areas, followed by other areas. Cultural and Seaside activities remain strong drivers of experience reputation.

6. Sanitary Safety scores have decreased since Q4 of 2022, as well as Pandemic Precautions. However, Value for Money and Sustainable Travel scores are above

the European average. The latter reflect the positive stories that were shared online.

7. Finally, as opposed to the trends seen in e-reputation, ratings per market have had a positive trend in Greece and Athens the end of 2022. Seaside and other

regions have seen some markets increase and other decrease, yet have increased or maintained their overall score.
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