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Gaps in Trust, Security and AI Visibility Define
a Challenging Week in Online Travel
04.19.26 04.24.26 
Good Sunday evening from Seattle . . . Our weekly Online Travel Update for the week ending Friday, April 17,
2026, is below. Booking.com featured prominently in many of last week's industry headlines and for
reasons it would probably rather avoid. Enjoy.

The Secret to AI Visibility? NerdWallet. Not really, but according to a recent report by Limy, an AI visibility
firm, NerdWallet outperforms Hyatt and other travel suppliers in terms of AI agent visibility. According to
Limy, NerdWallet excels at providing content that helps users compare value - points, pricing or other
metrics. The good news, at least for now, is that OTAs and other intermediaries didn't perform much better.
As for hotel brands, Marriott and Hilton faired the best (each accounting for roughly 10% of AI citations).

Booking.com Data Breach May Present Another Round of Reservation Hijackings. Last weekend,
Booking.com sent emails to travelers advising them that hackers had accessed booking data resulting in
the disclosure of personal information to third parties. According to Booking, the compromised information
includes travelers' names, email addresses, phone numbers and reservation details. Booking claims that it
has issued new PINs to prevent any further unauthorized disclosures. Additional details - size of breach,
cause of breach, steps undertaken to correct the breach, etc. - were not provided. Now travelers must wait
and see what becomes of their accessed data. Readers of our Update will recall previous stories detailing
Booking.com's prior security issues, including a widely publicized phishing campaign that resulted in
compromised hotel reservation data being used to contact travelers for additional (unwarranted)
payments. Armed with this new information collected directly from Booking.com, scammers will find it
even easier to contact and potentially scam guests.

Discovery Yes, But Booking, No. Expedia announced this past week the results of an Expedia
commissioned survey measuring travelers' trust and confidence in AI. According to the survey, only 8% of
respondents were comfortable letting AI handle actual travel bookings. In contrast, 53% of respondents
were comfortable with AI-generated suggestions, 42% of respondents were comfortable using AI to track
pricing and 40% were comfortable letting AI build travel itineraries. Why the gap? Respondents cited the
loss of control, concerns over data privacy, fears of misuse and the perceived inadequacy of customer
service should something wrong with the AI booking occur as reasons for the lack of trust around bookings.
A similar survey conducted by Skift last year found that 2% of respondents were comfortable letting AI
handle bookings.
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Have a great week everyone.

Hotels and Airlines vs. NerdWallet and Reddit: Who's Winning in AI Visibility
April 17, 2026 via Skift
It’s not the hotel brands, airlines, or even the OTAs. It’s NerdWallet.

Google Now Tracks Individual Hotel Prices
April 17, 2026 via Skift
New emailed price-drop alerts for hotels give travelers another reason to circle back to Google, creating
another moment Google sits between the traveler and the booking.

Booking.com Customers Warned of ‘Reservation Hijacking’ After Hack
April 15, 2026 via BBC
The travel platform said it had changed Pins to protect customers but would not say how many were
affected.

Expedia: Only 8% Trust AI to Book Travel
April 14, 2026 via Skift
Expedia's new report says travelers don't trust AI to book, preferring to transact with travel brands. At the
same time, the OTA is expanding across AI platforms wherever trip decisions get made.

Hackers Access Booking.com User Data, Company Secures Systems
April 13, 2026 via Security Affairs
Hackers accessed some Booking.com user data, including names, emails, phone numbers, and booking
details. The issue is now contained.

Travel Is Facing a New Test: AI Fragmentation
April 10, 2026 via Skift
Travel companies aren't facing a new AI gatekeeper - they're facing several. Now the infrastructure is being
built across Amazon, Meta, and Google, and each works differently.
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