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HomeAway.com is the world's leading online marketplace  

for the vacation rental industry. 

 

 

At HomeAway, our mission is to make every vacation rental in the 

world available to every traveler in the world through our online 

marketplace. With over one million live vacation rental listings, 

we're committed to helping families and friends find the perfect vacation 

rental to create unforgettable travel experiences together. 



Global vision & platform: 1M+ listings 

 190 countries 

 50 dedicated sites 

 9 market leading sites 

 12 global offices 

Travel is a Global Experience for Consumers 

U.S. #1, #2 

Germany #1 

Spain #1, #3 

France #1 

U.K. #1 

Italy #1 

Brazil #1 

New Zealand #1 

Australia #1 

Market Leader* International HomeAway Websites 

Argentina Colombia India Norway 

Australia Denmark Italy Portugal  

Austria  Finland Mexico Singapore 

Brazil France Netherlands Spain 

Canada Germany New Zealand Sweden 

U.K. 

 

*Determined by website visits and/or number of listings as of 3/31/2014 

http://www.geographic.org/flags/germany_flags.html
http://www.theodora.com/flags
http://www.theodora.com/flags
http://www.theodora.com/flags
http://www.theodora.com/flags
http://www.theodora.com/flags
http://www.theodora.com/flags


What’s a vacation rental? 

Hotels Vacation Rentals 

Property type: 

Amenities:  

Size: 

Value:  

Properties: 

Kitchen, living room, laundry, 

garage, yard… 
Room service, restaurant, concierge, 

spa, gym… 

1,000 – 10,000 sq ft 200 – 700 sq ft 

Often priced weekly, lower cost 

for more space 

Often priced nightly, costlier 

per bedroom 

1-8 bedroom house, town 

home, condo, chalet, or villa  
20 - 400 room hotel 



We love the vacation rental EXPERIENCE 

We CARE about each and every customer 

 We INSPIRE each other to push the limits 

 

We operate at internet SPEED 

 

We deliver extraordinary RESULTS 

We are one GLOBAL team 

HomeAway Values 
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OUR PEOPLE 



Today’s workforce 
First time in history to have 5 generations in the workplace 
source - WSJ 

Source - http://hbr.org/2010/05/mentoring-millennials/ar/1 

http://www.pewresearch.org/quiz/how-millennial-are-you/results/ 

Traditionalists born 1936-1945 ages 67-76+ 

 

Baby Boomers born 1946-1964 ages 48-66 

 

Gen X born 1965-1976 ages 36-47 

 

Millennials (Gen Y) born 1977-1992 ages 20-35 

 

Gen Z born 1993-2000 ages 13-20 



Our People 

We work hard and then we socialize through wide range of activities and team events at each office.  

Annual Company Events 

Contests  

Community – Habitat for Humanity, numerous charities 

 

Snowglobe Bet 

Video Link 

Movember 

HackAway 

Picnic 

Carl Gets A Shave - 

A Movember Story 

Bring Your Kids to Work Day 

http://www.youtube.com/watch?v=jvu3shBkjXU&feature=related
http://www.youtube.com/watch?v=jvu3shBkjXU&feature=related
http://www.youtube.com/watch?v=jvu3shBkjXU&feature=related
http://www.youtube.com/watch?v=bEeNVHAQHB0
http://www.youtube.com/watch?v=bEeNVHAQHB0
http://www.youtube.com/watch?v=bEeNVHAQHB0
http://www.youtube.com/watch?v=bEeNVHAQHB0


We Inspire Each Other to Push the Limits 
We are engaged in our work and organization 

 
According to our Annual Employee Engagement Survey, people like 

working at HomeAway because of…. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



We are One Global Team 
Let’s Work Together 

Let’s Play Together 

( Recruiting video) 

Allows employees to: 

• Take advantage of our global footprint 

• Helps employees better work together 

across functions & cities 

• Experience life in another HomeAway city 

http://www.glassdoor.com/Overview/Working-at-HomeAway-EI_IE42523.11,19.htm




OUR CUSTOMERS 



Our Customers  

Property Managers, Vacation Rental Homeowners and Vacationers 

 

 

Private Owners FRBO (For Rent By Owner) 
• Traditionally - private owners listed on our sites 

 

Professional Managers  
Property Manager (PM) and Inn-Keepers, B&B’s 

• Manages anything from 5 properties up to 1000’s of properties 

 Can also act as agents for private property owners  

 

Professional Software (HASP) 
• Provides software for property managers and innkeepers to manage their business 

 





Our Sales Professionals 
building teams 

Sales persona’s – collaborators, thinkers, relationship, 

analytical, etc…. Building the right mix 

  

Investment in training is critical to onboarding and success 

 2 weeks training investment 

 Monthly global calls best practice sharing 

 HomeAway University - certifications 



    

Team - Balance & Diversity 
 



Selling on-line  

 

  

 

Vacation, home rentals, holiday 



Online vs Offline 

 

  

 

 

r 

Awareness Consideration Purchase Service Loyalty 

PR 

Radio 

TV 

Print 

Word of Mouth 

Direct Mail 

Storefront 

Call Center 

Online Ads 

Viral Email 

Digital Billboards 

Search 

Landing Page 

Blog 

3rd Party 

Mobile 

Chat 

Website 

Call Center IVR Promotion on Invoice 

Blog  

Email 

Newsletter 

Google.com handles over 11 billion queries a month. There are over 65M blog posts 

published each month and more video is uploaded to YouTube in that time than the 3 

major US networks created in 60 years.  

Events :  

F1, SXSW, Food & Wine 

Customer Forums 



What is the funnel 

 

  

 



How do we acquire our customers 

 

  

 



How we evangelize our service 

We treat each owner like a micro business  

– The have to be marketers, booking agent, housekeeping, maintenance 

– We build customer relationship and trust over time 

– In the Property Management space – we have dedicated account managers 

 

We position the value of our services 

– We are a global leader with over 1M properties world wide 

– We provide ROI and analysis to each customer 

– We provide local competitive insights and expected demand 

 

We have fun talking to home owners 

– Sharing vacationer experiences 

– Reminding them of what people look for in their rental so they are prepared 

– We have community forums to share best practice 

 

 

We have a high customer renewal rate  



Measuring Success 



How satisfied were you with your overall sales experience? 

How satisfied were you overall with the sales representative, that helped you? 

How satisfied are you that [SALESNAME] understood your needs? 

How would you rate [SALESNAME]’s ability to provide you with the information needed? 

What should [SALESNAME] be proud of that you observed? 

What could [SALESNAME] have done differently to improve your experience with our 

Sales process? 

 

NPS 

 

Based on your experience with [SALESNAME], how likely would you be to recommend 

HomeAway to a friend or colleague? 

Asking the right questions; 
will deliver voice of the customer 



Consistency is good but don’t get comfortable 

Keep questions short and to the point 

Test additional questions 

2013 YTD results of csat survey 



More Measurements   
KPIs must be relevant and actionable and agreed 

First call resolution – king of the hill 

Call duration, handle times – efficiency and productivity 

Call abandons – proper staffing key to success 

Email response time – requires quick response / call deflection 

Customer renewal rates – happy customers pay the bills 

Employee turnover – positive &negative needed both for heathy workplace 

 

 

Always lead with data – emotions are hard to measure  



Process  
How to improve and get better 

• Call Monitoring – listening to calls gives objective insights 

• Peer monitoring – bold, yet drives positive competition  

• Call Calibration – fair and balanced view of scoring 

• 1:1’s – consistent meetings/feedback will avoid surprises  

• Transparency is important, builds trust 

• Round Tables – both customer forums and internal forums 

• Don’t be afraid to ask customers and employees to speak up 

 

 

 



Final parting thoughts  
 

• People – stay in touch with your customers, peers, etc  

• Try new stuff – it is invigorating, take calculated risks 

• Let data help you tell the story 

• Have fun along the way 



Questions 
Mike Ortegon 

mortegon@homeaway.com 

+1 512 739 3773 

@mortegon 

mailto:mortegon@homeaway.com

