
Fjárfesting í
sjálfvirknivæðingu
Leveraging Automation, AI and Customer 
Self-Service to Streamline Operations

CASE STUDY – THE ICELANDIC TRAVEL CLUSTER



How DIVE.is Streamlines Snorkeling and Diving Tour 
Operations with Automation and Customer Self-Service
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CASE STUDY

#1 of 300 Tours in 
Reykjavik

2023 Travelers Choice 
on Tripadvisor

4627  5     reviews on 
Tripadvisor



THE PROBLEM
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MAIN CHALLENGES OF SNORKELLING & DIVING TOURS

Managing snorkelling and diving tour operation brings a lot of challenges that often need to be tackled within a very condensed timeframe.

Reglur Þjóðgarðar og forkröfur um skráningar, heilsufar, fjölda gesta o.fl. 

Erfitt að safna upplýsingum um heilsufar gesta í bókunarkerfum

Tímamörk milli hópa og álag vegna fjölda gesta og takmarkaðra innviða
skapa biðraðir. Tafir á staðnum valda truflunum á skipulagi

Tímaafrek úrvinnsla upplýsinga og samskipti ef gestur uppfyllir ekki skilyrði

Öflun viðbótarupplýsinga um hæð/þyngd til að tryggja að búnaður passi
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VARIOUS PAPER FORMS THAT NEEDED TO BE FILLED OUT BY EACH GUEST



ONLINE FORMS BUT NOT CONNECTED TO BOOKINGS & GUEST INFORMATION & NO SIGNATURE

• Tímafrek handavinna að yfirfara skráningar og

samkeyra við bókanir

• Tímafrek samskipti við gesti og úrvinnsla bókanna ef

þeir uppfylla ekki skilyrðin til að snorkla eða kafa

• Tímafrek handavinna að taka saman farþegalista fyrir

leiðsögumenn

• Tímafrekt að safna undirskriftum gesta á Þingvöllum



THE SOLUTION
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Ávinningur 19 mánaða

undirritaðir waivers á ca 9 mánuðum

20 þús

Í sparaða vinnu m.v. 10 úrvinnslutíma per waiver

3333+ klst

Vinna eins starfsmanns



Pre-arrival

-14+1 1hr 30m +10-2

Tour onboarding Post Tour

-1

• Pickup Notification Workflow

• Pax Check-in 

• Pax Missing workflow

• Pax No-show workflow

• Pax Arrived Workflow

• Reviews

• Rate the experience

• Customer Surveys

• Cross-sell next experience

• Customer information optimisation

• Complete Payment

• Upsell  / Cross-sell

• Waiver Signing

• Special requests

• Pickup Point / Meeting point verification

• Tour Preperation

• Ask the guide

• Booking cancellation

?

Day(s) beforeWeek beforeAfter booking 1 hour before On arrival / no-show At end of tour 1 day after

Customer Workflows to Automate



Pre-Tour

-21w2w 1hr 30m +10-1

Tour Onboarding & During Post-Tour

0

• Pax Pickup starting

• Pickup running late

• Pax Check-in 

• Pax Missing workflow

• Pax No-show workflow

• Pax Arrived Workflow

• Deliver extras

• Tour delayed / cancelled

• Upsell photos

• End of tour

• Shift ended workflow

• End of day workflow

• Last minute booking

• Last minute cancellation

• Tour Schedule Change

• Assign fleet units

• Assign drivers / captains

• Assign guides

• Plan pickup

• Deliver Extras

• Shift starting

?

On the dayDays beforeWeeks before 1 hour before On arrival / no-show At end of tour 1 day after

Operational Workflows to Automate

• Availability nearing closure

• Availability maxed out

• Availability close-off 

• Overbooked workflow

• Special assistance

• Stock extras



PaxPortal

✓ View booking details / itinerary

✓ Manage bookings

✓ Change/verify pickup location

✓ Get ticket

✓ Reschedule

✓ Self-cancel / Request Cancellation

✓ Upsell / Cross-sell

✓ Complete payment
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Upsell & Cross-sell on PaxPortal
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Empowering Tour Operators to 
Streamline Operations with 
Automation, AI and Customer Self 
Service

PAXFLOW’S MISSION

….think of us as Zapier on steroids for tour 
operators



For more info: 
Soffia Kristín Þórðardóttir

soffia@paxflow.io

https://paxflow.io
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See you next time!

https://paxflow.io
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