	
	
	



Katrina Harries 
29.11.23
Introduction.
[bookmark: _Int_Ca4h4cDH]The purpose of this assignment is to investigate the Guest services provided by TUI. TUI which stands for Touristik Union International ("Tourism Union International") was founded in Berlin, Germany in 1923, they provide many services such as flights, river and ocean cruises, hotels, and holidays. They are a Multi award winning company voted by their consumers known as one of the world's leading global tourism platform companies. TUI aims to lead the way by consistently evolving to adapt to new consumer needs and market opportunities to ensure that they stay ahead of the game. Since 2015, their business vision was THINK TRAVEL. THINK TUI. The message back then was simple: TUI equals travel. It guided them whilst moving from independent tour operators to the leading integrated tourism group, from local heritage brands into the global power brand they are today (TUI Group, 2023). 

TUI is known to be one of the world's largest charter airlines, it was established in 1962. They have 17 bases operating throughout the United Kingdom and Ireland, TUI Airways provides access to over 70 unique destinations worldwide, including the Mediterranean, Caribbean, and Indian Ocean. TUI UK operates a fleet of 60 aircraft, comprising four distinct models. Passengers can select either premium economy or economy class. Also available on selected flights, passengers can opt for seats with additional legroom or extra space to enhance the comfort of their journey (TUI, 2023). This shows that TUI can meet customers' needs, creating a safe and comfortable environment. 


[bookmark: _Int_LNY7oTqP]TUI Premium seats can provide a more comfortable experience for passengers than TUI Economy seats, as well as select your own seats with the advantage of a generous 23kg luggage allowance where as standard economy get 10kg, also available for Premium are priority bag drops at the airport, fast-track through security- This can prove to be exceptionally beneficial to individuals with children or health issues, enabling them to avoid standing in long queues. Access to the VIP lounges at select UK and Irish airports as well as Melbourne Orlando International Airport. Premium passengers also receive priority boarding and have access to a separate cabin located at the front of the aircraft, with wider ergonomic seats boasting adjustable headrests, footrests, and a 38-inch seat pitch. Passengers may also Take pleasure in premium drinks throughout their flight except for Champagne and Prosecco and enjoy a four-course meal, followed by tea, coffee, and liqueurs. A second lighter meal is also served before landing. Passengers also get to enjoy a wide selection of entertainment on their seatback screen which includes movies, TV shows and games noise-reducing headphones provided. Additional Premium benefits include a Rituals amenity kit and a pillow and blanket for the outward and return journeys (TUI, 2023). 

However, one of the most significant drawbacks of Premium seats is the cost, which can be quite steep and range from £100-£300 per person particularly during peak travel periods, securing a Premium seat during this period can be challenging due to limited availability. TUI Economy seats are an excellent option for travelers looking for a cost-effective way to travel. The seats are designed to provide comfort with adjustable headrests and adequate legroom. The in-flight entertainment system is a fantastic way to pass the time during the flight, with a vast selection of movies, TV shows, and music available. Compared to TUI Premium, the Economy travel is significantly less expensive, making them an attractive option for budget-conscious travelers. Despite the price difference, passengers on TUI Economy still receive a hot meal and a range of drinks during the flight, with vegetarian and gluten-free options available on request. The limited menu options are still better compared to budget airlines, and TUI Economy provides a comfortable flying experience. These instances exemplify TUI's commitment to giving back to its passengers and consumers alike. However, one of the main disadvantages of TUI Economy travel is the limited space and services. The seats are narrower than Premium seats, and legroom may be limited for taller passengers. Passengers also do not have access to priority boarding or the Premium Lounge. Nonetheless, TUI Economy is an affordable and comfortable way to travel, and it is an excellent option for travelers who want to save money without compromising on comfort (cheapfamilyholidays, 2023).

TUI is an immensely popular travel agency that offers a wide range of holiday packages to cater to all types of travelers. Whether you are looking for a beach holiday, a romantic getaway, a fun-filled family vacation, a city break, a touring adventure, a ski trip, a visit to Disneyland, a magical trip to Lapland, a golfing vacation or even a wedding, TUI has it covered. With such a variety of options, there is something for everyone. With this objective in mind, TUI is catering to the holiday needs of every type of customer by providing an array of incredible offers and a multitude of options. This approach leaves little reason for travelers to consider alternative options.

One of the key benefits of booking a holiday with TUI is that all packages are ATOL protected, ensuring that your holiday is financially secure and protected in the event of any unforeseen circumstances. Additionally, TUI offers a 14-day money-back guarantee, allowing you to cancel your booking within two weeks of your initial reservation and receive a full refund, (TUI,2023).

TUI is a reliable and trustworthy travel agency that provides a comprehensive range of holiday packages to suit all needs and budgets. With their ATOL protection and money-back guarantee, you can book your dream holiday with confidence and peace of mind, (TUI,2023).

TUI also provides assisted travel; this widens their customer base dramatically. In their assisted travel package they offer no extra cost for 2 wheelchairs or any other mobility scooter, These can be manual or electric and has no impact on your normal baggage or medical baggage allowance if you're taking more than 2 mobility devices u will be charged for any additional items, your assisted travel have all the details and you can give them a call if you have any questions or queries. This shows how customer-oriented TUI is and how they have care, compassion for their consumers, and add diversity to their guest services, (TUI,2023).

TUI also demonstrates outstanding marketing skills to boost their clientele, TUI themselves made a giveaway to give kids the chance to win a trip to the ultimate winter wonderland which is a holiday in lap to see Santa Claus. New data reveals that 35% of kids across the Uk start writing their Christmas lists in November 55% of parents notice a switch in their children's behavior in October a holiday experience tops the list for 78% of children with 45% dreaming of seeing Santa in lap land (TUI, 2023). Tui has built up customer loyalty by doing giveaways like this, as it keeps people involved and draws new customers in. This is an excellent marketing strategy as it shows how much market research and the effort that TUI puts into making its customers happy, even those less fortunate. 

Each year, millions of TUI guests enjoy a peaceful holiday experience. From consultation to flights, hotel and ship offerings, excursions, and leisure activities, every aspect contributes to the vacation experience. In 2022, TUI was recognized for its excellence, receiving 39 awards across ten markets, business segments, and subsidiaries. These accolades celebrate outstanding marketing initiatives, exceptional service, and recognition as the best tour operator. TUI has also been recognized as an attractive employer committed to sustainability. Looking ahead to 2023, TUI employees view these awards as motivation to continue the pursuit of excellence, (TUIGroup,2023).
[bookmark: _Int_IQN3q6Sn]TUI UK&I received 13 awards at the British Travel Awards, earning the distinction of best tour operator in almost every category. Additionally, The Sun newspaper's readers voted TUI the most trusted travel brand. During the pandemic, TUI UK's marketing team captured the top spot at the prestigious Drum Awards with the "Holiday from Home" commercial, featuring people re-enacting vacation experiences at home and longing for future trips (TUIGroup,2023).

According to Trust Pilot (trustpilot.com,2023), based on 69,905 reviews, they have a 4.2-star rating, which shows that they have met customers' expectations and have gone to great lengths to ensure great service is always provided. By having so many positive reviews this ensures future consumers will see this and it will lead to them choosing TUI over other airlines.

In conclusion, TUI has built a reputation for exceptional service, as evidenced by their pillar system, which has served as the foundation for their remarkable success. Their dedication to customer satisfaction is evident in their service standards, ensuring guests remain content and are their top priority. They consistently strive to exceed customer expectations through their flights and vacation packages, providing new products that cater not only to their existing clients but also to potential new customers, as evidenced by their exciting competitions. All these efforts are reflected in their reviews, affirming their commitment to excellent service.
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