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»lmage and brand awareness are clearly the focus of

the WhatsApp service. It is about becoming visible
and relevant to young target groups.«

Christian Garrels » Head of Communications

More efficient processing  65% click-through rate

of inquiry volume on links

CHALLENGE

In 2019, TUI saw the potential of WhatsApp as a direct and
personal channel to communicate with their customers.
However, from the beginning the team knew that they
needed a professional and scalable solution to implement a
WhatsApp service, as well as a good strategy to provide sat-
isfactory service to their thousands of customers.

Positive impact
on sales

SOLUTION
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Dear TUI team,

| am planning on travelling next month to
escape the cold. Ideally, my destination
has around 20-25 degrees. . T

What can you recommend? Thanks a
lot,

Emma

Hi Emmal
Thanks for reaching out to us via
WhatsApp! My name is Elise.

For this time of the year, | can definitely
recommend travelling to the Canary
Islands. The average temperature is
around 20-21 degrees. If you send me
your detailed travel data, | can start
looking for great offers for you! &

That's fantastic! | am thinking February
10th until 23rd.

Perfect, | would need a few more details
from your side in order to start looking
for offers . ¥ ;5 = & How many
people do you want to travel with? Are
you planning on taking kids along? If so,
how old are they? Would you rather take
the train or is flying an option? If flying is
fine, which airport do you want to start
your journey from?
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With the MessengerPeople solution, TUIl found a profes-
sional and DSGVO-compliant software solution.

The company introduced WhatsApp to its customers step
by step in order to get an estimate for the capacity require-
ments. After the test phase, TUI used all channels, such as
social media, press, website, etc. to draw attention to the
service.

A dedicated WhatsApp service team was created to handle
requests.

When processing enquiries, TUl uses an FAQ chatbot in the
first step, which answers the most important questions im-
mediately. A great help especially in the Corona pandemic!

But even customers who are only looking for inspiration, first
get help from the chatbot and receive appropriate informa-
tion. If it becomes more specific, the TUI employees take
over and provide individual advice and offers.

This service via WhatsApp enables TUI to handle several cus-
tomer concerns in parallel and to process the volume of en-
quiries more efficiently.
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