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INTRODUCTION
I have been asked to investigate the guest services of a well-known business brand. I have decided to look into TUI. TUI group is a German leisure, travel and tourism company. It provides a huge variety of holiday and travel services. The company also boasts cruises, touristic airlines, resorts and hotels.  TUI handle luxury hotels to extravagant weddings abroad, to escorted tours and classic all-inclusive holidays. Under the group umbrella the combine a total of over 400 hotels. They also have 16 amazing cruise ships, a digital platform for morek”? than 160,000 tours, activities and experiences, strong tour operators, 1200 travel agencies and leading online aircraft and destination services on all major holidays. TUI, one of the world's leading travel and tourism companies, has been committed to creating unforgettable experiences for tourists across the world, with a rich history and a global presence. TUI takes pride in offering a huge variety of diverse services. Including flights, accommodation, tours and much more. Whether you seek the beauty of a beach getaway. Or the chance to soak in a holiday in a unique culture. Tui strives to cater for people with different preferences with customer satisfaction taking the leading role in everything they do. TUI provides, reliable and convenient travel solution, making the journey as great as the destination. Discover the globe with ease guided by tui expert knowledge and dedication to delivering exceptional holiday experiences.
(https://www.tui.co.uk)
Firstly, I have looked at well-known review websites to gauge firsthand experiences of people who have used tui in the past and to investigate whether their customer needs have been met. At first researching on the platform, you can see that a staggering 67% of people that have used tui group in the past have given it the 5* rating, a nod to the group's hard work and global name. But I was surprised to find that 19% rated it only 1*, a Vue I'm sure the company would not be happy about.
The first review I investigated left a 5* rating and the customer was over the moon with the black Friday deals the company had on at the time. The customer was looking Forword to enjoying their first family holiday, after using tui group for their honeymoon in 2009, and the customer has said that “may it be the start of many experiences together....”. showing that they were happy to continue using tui in the future. A great look for the brand and company.
In contrast, after such a lovely review from the first customer, I moved on to the second review. To say that the views of both customers were polar opposites would be an understatement. This customer was disgusted with “racism and discrimination against my son and another child.”, the customer went onto explain that they complained about the company in the past and they “never get a follow up when they have placed a complaint.” I was concerned for the company at first look at the review but was happy to find a follow up message from the tui group. The company first thanked the customer for raising concerns and apologized to the customer for their troubles. The voice for tui then stated, “the last contact with yourself on this platform was to advise that we have passed on your concerns to our director's team to investigate”. It seems that the customer was left unsatisfied with tuis response but from an outside point of few, what else could the company have done but apologize, taking into account that no one witnessed racism or discrimination.
After investigating the first-hand accounts of past customers, I've decided to take my research to the tui website itself, to see what their website claims the company offers. The website is full of different links that take you through the full tui group experience. From tui blue, which is a branch of the company that claims that it has “stylish properties are geared towards adults and company's”, to tui magic life – which quotes that it “takes all-inclusive to the next level” with a private club offering stays with private stretches or private beaches. Tui also offers “Robinson club stays”. This club offers unique stays that involve different sporting excisions, from scoober diving to top notch golf getaways. This club is definitely reserved for adrenaline seekers. Tui also offerss lakes and mountain getaways and crystal ski holidays. But what they boast is their prize holidays, the “platinum” holiday packages. A selection of high-quality hotels, all of their handpicked hotels are rated 4T or 5T, and consistently score highly with their customers. Lots of these properties fit a sleek, adult friendly Mould. Others are fine tuned for families with kids' clubs and lively pool scenes. When you book a platinum holiday, you'll be treated to little extras, like a bigger 20kg luggage allowance, when flying with tui. Spar services at these hotels come with added panache, you can expect tranquil surroundings and luxe treatments. In my opinion all of the different branches and clubs the tui club offer is very good and up to a great standard, but the platinum club takes first place and cements itself as tui group's prize possession, although the other clubs are close competition.
Tui also has on their website their prizes and awards from 2023. They received outstandingly high satisfaction scores from our customers, categories include best hotel for sustainability, best hotel long hall and their overall winner best hotel globally. In my opinion, the fine mix of customer feedback, outstanding services and the fact that tui group always puts the customer first are what pushes the brand to win such prestigious awards.
In conclusion I feel that tui excel in guest services, seeing that most reviews left by customers are from customers that have used tui before, or people who have stated on the review website that they would use tui groups ion the future, like I have written  at the start of the investigation, 67% of customers rated it 5 star, which is a pretty high score for a travel, tourism and hospitality brand. After having a glance at TUI’S competition, you can. Clearly see that keeping a high level of satisfied customers, that leave good review, is not so easy. But the fact that tui groups put their customers and guests first, and always willing to go the extra mile to give customers the panache and luxury they are searching for. Whether it be snorkeling in south Africa, laying on a beach in Brazil, partying on a Spanish island or laying in luxury watching the northern lights. Tui brings a great level of customer services. Their reputation goes before them in an industry that can at most times be cutthroat. Tui are head and shoulders above their competitors but it goes to show that putting their guests first clearly has boosted their reputation. Whether it be on the television, social media or on a travel broacher when you see the tui brand the vast majority of people, weather if they have used the services or not, can say that tui is a trusted brand on top of their industry, and solidified their brand as a household name. I conclude that tui is a very good company to use. And after this investigation, I would almost certainly use their services myself. Tui should be proud of themselves.

