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During the period July 2022 to August 2023 the contact centre 
handled:

Call Center Service

Total

Answered Interactions 163,194

Calls Answered 46,508

Chats Handled 2,138

Emails Handled 65,812

Average Speed of Answer in Seconds 1:06

Reservations booked via website 86.3%

Reservations booked via Contact Centre 13.7%

• Average speed of answer was 1:06 minutes vs 

1:32 minutes last year however our average call 

length remains consistent at 9:44 minutes.

• The number of calls handled YOY decreased by 

19%

• The number of email interactions received YOY 

decreased by 24% YOY.

• The number of chat interactions YOY increased 

by 27.3% 41%

2%

57%

Interactions Received

Calls Handled Chats Handled Emails Handled



Why Members called us?
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REASON FOR CONTACT - CALLS

Reservation Enquiry/Booking Points/Account Management

Payment Enquiries  Member Benefits

Contracts query

33%

25%

20%

14%

8%

REASON FOR CONTACT - EMAILS

Reservation Enquiry/Booking Points/Account Management

Payment Enquiries Accessibility Request/ query

Membership / Owner Assistance



Member Services After Call Survey Results

Question 1: How you rate the Agent’s 

willingness to help you? 

Question 2: How would you rate the 

Agent’s efficiency on the call?

Question 3: How was your overall 

satisfaction on the call?

Question 4: The team member I interacted 

with today was efficient in assisting me.
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Question 2022 2023 Difference

1 89.9% 92.4% 2.5%  ↑

2 87.5% 90.6% 3.1%  ↑

3 82.6% 93.3% 10.7% ↑

4 88.9% 92.0% 3.1%  ↑

TOTAL 87.25% 92.07% 4.82%

Increase in our service score of 4.82% vs 2022.



January 2023- August 2023

Exchange Activity
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899 Total Destination Xchange® bookings 

899  Total Destination Xchange® bookings

Most popular Exchange Tier 2023: Tier 3                              

Most popular Exchange Tier 2022: Tier 3 
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UK Portugal
and

Madiera

Canary
Islands

Austria and
Germany

USA Spain South
Africa

Thailand Finland Canada

2022 vs 2023

DEX Destinations 2022 - 2023



DRECL Additional Inventory Released – Spring 2023

Following an announcement earlier this year, the board of directors negotiated to use 
existing European Collection funds (that were held in the Reserve Funds), to make 
additional space available for use to Members at European managed resorts. 

This equated to almost 10,500 nights of accommodation from May to December 2023 at EU 
resort locations. 

The additional space was released in 3 batches, 13th March, 31st March & 27th April 2023.

 Released Inventory 10.465 Nights 

 Members have Booked 8.241 Nights (79%)

 Reservations: 1,659

 Still available: 57 Nights 
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Most popular resorts:

Sunset Bay

Thurnham Hall

Cromer Country Club

Sahara Sunset



Member Benefits
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Most Used Member Benefit in 2022 Most Used Member Benefit in 2023

Member Benefits Usage 

9

• Travel Services 51%

• Exclusive Homes 13%

• Fee Payments 12%

• Dining Vouchers 10%

• Cruises 7%

• Experience Days 3%

• Travel Services 60%

• Dining Vouchers 11%

• Exclusive Homes 8%

• Fee Payments 8%

• Experience Days 7%

• Cruises 3%



6th June 2024 – NCL Norwegian Getaway – 10 
nights

Cruises

Cruises

• Departure Port: Fort Lauderdale

• Honduras, Belize, and Grand Cayman 

• Standard/ Silver Price per couple: £1,668 with 2080 points

• Gold/ platinum Price per couple: £1,458 with 2087 points

Luxury Cruises

9th March 2024 – Azamara Pursuit – 7 nights

• Departure port- Gran Canaria

• Canaries & Portugal

• Standard/ Silver Price per couple: £2,044 with 2,550 
points

• Gold/ platinum Price per couple: £1,788 with 2,553 points

18th May 2024 – Uniworld Splendors of Egypt and 
Nile- 11 nights – Grand Suite

• Departure Port: Cairo

• Egypt & The Nile

• Standard/ Silver Price per couple: £8926 with 11,160 
points

• Gold/ platinum Price per couple £7,810 with 11,160 points
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• Departure Port: Southampton

• France, Spain, and Portugal 

• Standard/ Silver Price per couple: £1,864 with 2,330 
points

• Gold/ platinum Price per couple: £1,632 with 2,327 points

6th January, 2024 – Celebrity Apex – 12 nights



DRECL Additional Inventory Released – Spring 2023
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Cruise available using Luxury Cruises:
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For Gold and Platinum Members of THE Club® 

 Apply points for up to 30% off your cruise purchase price and 

enjoy a redemption value of £0.30 per point.

 Receive the very best rates - GUARANTEED!**

 Price not inclusive of taxes and/or applicable fees 

For Standard and Silver Members of THE Club® 

 Apply points for up to 20% off your cruise purchase price and 

enjoy a redemption value of £0.20 per point.

 Receive the very best rates - GUARANTEED!*

 Price not inclusive of taxes and/or applicable fees

 Enjoy a fixed points value of £0.20 per point

See how far your points can take you on Cruises all around the World! 



Travel Services

13



Luxury Selection®

Exclusive Homes

Offers a handpicked collection of private luxury 

Villas, resorts and boutique hotels exclusively for 

you.  Available to book instantly with your points.

Non - Exclusive Homes

Offers an extended collection of Villas, resorts, 

homes and hotels to provide additional availability 

for you to book with your points. 

Orient Cove 

St Maarten

Serenity 

California

The Richards

Vancouver

Saguaro

Arizona

South Carolina Arizona

Oregon Spain

Exclusively for Gold, & Platinum Members
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Member Escorted Journey’s

The Big Journey Company are experts in providing escorted group tours to amazing and breathtaking destinations across the globe.
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Club Events



Access and Special Requirements 

Email: AccessRequirementsEurope@hgv.com

Phone: 0345 359 0009
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We encourage members to let us know of any  requirements they 

might have relating to accessibility or any special requirements you 

may have prior to arriving at a resort.

Members can select to have your account flagged with details that 

you would like us to be aware of such as Wheelchair user, Limited 

mobility, hearing impaired, Sight impaired etc).  

This can be recorded on your  account through your accessibility 

profile or by telling your reservationist if booking by phone or by 

completing the information as part of the online booking process.

To update your profile online, please visit HGV.com, log in to the 

Member Area,  and select “Preferences” on the left menu, then  

“Accessibility“. Select the preferences that you  would like us to be 

aware of or that may make your in resort experience more 

comfortable.



European Travel Information & Authorisation System - ETIAS

Important Travel Update:

Beginning May 2024, travellers to Europe will be required to obtain 
an EU Travel Information & Authorization System (ETIAS) visa 
before being allowed entry into selected European countries. 

For more information on the ETIAS visa, including a list of 
participating countries, please visit 

traveleurope.europa.eu/etias_en.
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Protect yourself from Timeshare Fraud
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• As always, if the deal sounds too good to be 

true, it probably is. 

• Be suspicious of pre-recorded sales 

messages.

• If someone is asking for upfront fees, it’s 

likely a scam.

• They ask for personal information, especially 

information they should have on record.

Tips to Identify an Exit Company Scam

The Club Members: my.hgv.com/fraudalert

https://nam11.safelinks.protection.outlook.com/?url=https%3A%2F%2Ft.travel.hiltongrandvacations.com%2Fr%2F%3Fid%3Dhfa9ebf1%2C1732bdc7%2C13b1e258&data=05%7C01%7Caustin.trevino%40hgv.com%7Ce767c3fdac70404e95b008dbbf59b7f2%7C1a0105b6f4af42cf895d25550fe6bd5a%7C0%7C0%7C638314164281025161%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=mPcWNCFWzyhgcOks0LMHMqD9WPhvsHmBCgmQfYEjlrY%3D&reserved=0


Protect yourself from Timeshare Fraud
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Communications
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Thank You for listening
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