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Think Travel.
Think TUI.
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The world’s number one tourism group – An overview

*

More than 

27 million customers 

travelling with us 

Market

capitalisation

€8bn**

Global group –

headquartered in 

Germany

70,000

employees

Around 1,600

travel shops

in Europe 

A FTSE 100 

company
380 hotels

Turnover

€18.5bn*
17 cruise ships

Underlying EBITA 

€1,2bn*



We pursue a common vision and values to deliver our goals



TUI Values





Surprise our customers: WOW moments!



What is a WOW moment?

A WOW moment is a 
moment in the journey 

in which we exceed 
the expectations of 
the customer and 

create a meaningful 
moment



WOW moment criteria

• We make it personal: we 
show interest in who you are 
and tell you about ourselves; 

• You will feel appreciated
because we treat you as 
family. 

• You leave excited, where you 
discover your smile!
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Two types of WOW moments

• Spontaneous moments
created by our own staff, 
mostly customer facing, 
based on own insights & 
experience

• Institutionalized moments
fixed moments in the
journey, to structure WOW 
moments and ensure all of 
our customers experience a 
WOW moment



Spontaneous: WOW examples: TUI



3 pilot projects: structured WOW moments

Post card sent 
to customers; 
wishing them 
a nice holiday 
and let them 
know we are 
there to help  
prepare

Send a personalized welcome video, made 
by the local host to tell you about hidden 
gems and their personal tips. 

Ask the pilot: 
Send in your 
question 
during the 
flight and let 
the pilot 
answer it. 



Results: pilots structured WOW moments

• Privacy issues: 
postcard was too 
personal 
(‘Everybody 
knows I’m on 
holiday now’) 

• Little traffic to 
shops, online 
customers are not 
interested in 
visiting the shop 

• Local hosts did a very good job, 
especially when you gave them freedom 
in a framework

• High opening rates & likes: customers 
want to see more!

Major cultural 
problems
• Pilots resisted to 

cooperate: they 
don’t want to be 
an entertainer 

• A lot of (extra) 
handling for 
Cabin Crew. 



Conclusion: always pilot an idea
first! 

Our succesproject for both
customer & employee!

Result: Roll out to top 15 BeNe
destinations!


