
Exodus HEFs 
Holiday Evaluation Forms
Exodus’ customer feedback process – known as the Holiday 
Evaluation Form – has had a small makeover! 

Here is what we hope to achieve with the changes:

 •  Improve the questions to give greater clarity and insight into customers views

 •  Start responding directly to customers based on their HEF responses 

 •  Simplify the scoring to make the results easier to understand by our local 
operators and leaders.

 • Improve the response rate

 On the weekend that your trip ends you will be emailed a link to your Holiday Evaluation Form.
 If you have not given Exodus your email address: 
Please email us with your name and trip code to receive your unique link. 

 surveys@exodus.co.uk  

How to give feedback

Your leader’s name:

Trip code (3 letters, 6 numbers):

Nominate your leader in the Exodus Annual Leader Awards exodus.co.uk/leader-awards

Did you enjoy  

your holiday?
Exodus relies on your 

feedback to monitor 

our performance and 

make improvements. 

Complete the survey within 2 weeks  

and you will be entered into our monthly 

draw for £500 of Exodus vouchers!

 •  The weekend that the trip ends (normally a Friday), we send an email with 
a customer’s unique link to complete a Holiday Evaluation Form (HEF) for 
their trip. 

 •  However, Exodus do not hold an email address for all customers (agent 
bookings or group bookings for example), so those people can request a 
link to be sent to them (details below). 

 •  2 weeks after the trip has ended all responses received for each departure 
are collated into a Single Trip Report showing all the  
trip-related questions.

 •  Each Single Trip Report is reviewed internally, before being sent to the 
operator (with comments as applicable) – normally by the end of that week. 

 SURVEY CONTENTS

 • There are a total of 23 questions over these 4 sections: 
1. Booking your trip
2. About your trip overall
3. About specific parts of your trip
4. Talk to Exodus further

 • Most quality questions are scored on a simple 1 to 5 scale.  
There are also a few Yes or No questions. 

 • All questions have a comments box. 

PROCESS OVERVIEW

FOR THE LOCAL OPERATORS
The overall response rate for HEFs currently stands at approx 48%. 

Getting the majority of passengers to complete the forms is really important 
to us, and we are aiming for response rate of 58% by the end of 2015. 

Local operators and leaders can make a significant difference to the number 
of customers completing the form. 

 LEADER HEF CARDS – NEW FOR 2016

 • The HEF reminder cards are a useful prompt to customers to complete 
their HEF. It also includes instructions for those who have not provided 
Exodus with an email address (approx. 20% of pax).

 • All Exodus leaders should be given a supply of HEF reminder cards so they 
can give them out to each customer at the end of every trip.

 • Exodus can supply packs of the cards to local operators who are not able to 
source printing at a reasonable rate. 

 •  All other local operators should arrange print batches of the HEF cards at 
the start of each season. They should be printed on card and machine cut 
to ensure a quality finish. We estimate the maximum cost to print 1000 
cards to be US$60.

Print-ready pdf files are loaded to exodus.co.uk/operators 

FOR THE LEADERS 
Available as a separate document ‘Holiday Evaluation Form Leader 
Briefing’ at exodus.co.uk/leaders

 YOUR END OF TRIP BRIEFING

 • At the end of the trip, you should specifically talk to the group (see below) 
about the importance of their Holiday Evaluation Form.

 • Complete the back of the HEF card with your name and the trip code and 
hand each group member (or couple) their own HEF card. 

 THINGS YOU MIGHT WANT TO SAY…

 • Exodus’ satisfaction survey is called the Holiday Evaluation Form. 

 • A unique link to the survey is sent to you via email – normally on the Friday 
the trip ends. 

 • However, if you have not booked directly with Exodus (agent bookings or 
group bookings) Exodus probably won’t have your email address so you 
need to request a link – details are on the card. 

 • Please do complete the survey as its really important to me and my 
manager to see how well we are doing. 

 • Feedback is analysed 2 weeks after the trip has ended. If you complete the 
survey within 2 weeks you will be entered into the monthly £500 Exodus 
voucher draw. 

 LEADER EMAIL CONTACT WITH CUSTOMERS

 • Some leaders like to send their group an email a few days after the trip has 
ended with a few nice comments about the trip and a reminder about the HEF. 

 • This is optional and leaders who choose to remain in contact with 
group members by email should ensure their conduct remains friendly 
and professional. 

 • Leaders should only share clients’ email addresses with other clients 
with permission.

ENSURING A GOOD RESPONSE RATE



Please use the feedback in the Single Trip Reports to give praise to your staff and leaders where it’s due. Please also use it to discuss possible improvements to 
the trip with your leaders and with your Exodus product contact. 

 • The report is in two sections – About your trip overall & About specific parts of your trip. Each section has a scores table and a comments table. 

 SCORES

 • Against each question, the number of responses for each score is shown, and the final column shows the average score for that question. 

 • The colour shown in the average column changes according to the score, and the colour key below shows the score range for each colour. 

 COMMENTS

 • All questions have a comments box to encourage customers to explain their scores or add extra thoughts. 

 • All customer comments are shown, but where there are no comments at all the question number will not appear in the comments section. 

Average column

Shows the average score 
out of 5. Or the % of Yes or 
No answers.

UNDERSTANDING THE SINGLE TRIP REPORT

Colour key 

Explains the scoring 
ranges that produce 
the colours in the 
average column.

Response rate

Total number of 
responses, and response 
rate as a % of total pax on 
the trip.


