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One year experience as TUIl Hotel Consulting... ‘/ TUl
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Antayla: Hotel Kirman Leodykia

Hotel Kirman Leodykia: increasing guest satisfaction and on course

to the TUI Holly 2010

\ B Current situation

w Jan 2010:
Guest satisfaction
rises up to 97,5 %

= Jan 2010:

m March 09: Holly Rank 28

Guest satisfaction
increases to 90,5%

n Initial situation

w Aug 08:
Guest satisfaction overall 84,3%
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Tenerife; Hotel Gran Tacande

The Hotel Gran Tacande in Tenerife boosted it's guest satisfaction in a
significant way and gained a TUl Holly 2009

Current situation

—_—

Significant increase in
Food & Beverage

Initial situation TUI Holly Award in March 09

July 2008: Holly Rank 244
Biggest potential in Food & Beverage
Participation in TUI Holly Blitzanalyse

v
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Meeting or exceeding customer expectations .
leads to higher returns AWAR (1]
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Booking development in view of A
customer satisfaction \/ 1ul

Average booking development medium haul

v

better than 95 % 10,24%

between 80 % and 95 % 1,43%

-6,86%

v

under 80 %
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Investing in quality
is one of the
most effective marketing tools
for your hotel.



®
Do you know your main satisfaction drivers? \/ 1ul

Ancillary costs
Sport

Children friendliness

Guest mix

Ab=zence/Quietness of noise

Garden & Fool

Entertainment

Cleanliness of hotel

Condition of rooms
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Benchmarking Medium Haul .
Compare your data with the benchmark data AWAR (1]

All Hotels Medium Haul

[ worst 10% hotels W hest 10% hotals
9% 40%  45% sO% S5 &%, 65% 0% 5% BORL, BSYW 9%, 9% 100%

Hotel satisfaction

overall
| | | |
Average hotel
= Status September 09 472 8814
Findings
=» Hotel reaches a total Guest Satisfaction of 86,5%

=>» 86,5% is below the average

Hotel Senvice Condition Quality of fgod
| of hotel o b
aeral _ hotel beyerage -
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|s there a need for action? \/ TUl

" Do you know your potential for increasing quality?

What can you do to attrack more guests?

* How can you withstand the difficult economic situation?

" How can you become a winner even though competition is strong?

-
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Trainings

L
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We offer you a choice of
wae ) 9% individual Quality Analysis

()
)

Consulting C Trainings DO YOU know. oo

m your position in the Holly Ranking?

m the strengths of your competitors?
® your intra-seasonal weaknesses?
m your target group and their booking behavior?
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Analysis

()

j Checks

Consulting C

)

Trainings

Think how guests think \/ Tul

Have you ever looked at your hotel through
the eyes of your guests?

" trained staff test all areas of your hotel
= written and photo documentation and analysis
= concrete recommendation for improvement

Our co-operation partner: A TUVRheinland®

Genau. Richtig.

-
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Analysis

()

j Checks

Consulting C

)

Trainings

Profit from our tailor-made trainings \/ TUI

Concentrate on your essential things!

Condition of rooms

Five different trainings will help to boost your guest
satisfaction in the short term.

Our co-operation partner: NCM — No Complaints Hotelmanagement

®
\/ TUI Akademie
Service

-
TUI Deutschland GmbH | Quality Support | Page 14 World of ‘./ TUl



Analysis

()

j Checks

)

Corsitne C Trainings

= professional support in in the main action fields

@
From Analyses to Implementation "\ Tul

Do you have the right Solution
Menue on your way to excellence?

" e.g. Process Optimization

" Customer Segmentation and Hotel Positioning
" Product Portfolio

" Hotel Controlling

Y

Our co-operation partner: RS C TRCA O

from idea to value®

]
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Please take the opportunity for more detailed

information at the pinboards

Sina Barner

Olaf Sokolowsky
Peter Strik

Ero . Dr.
eidenschwarz
Sacha Rezzadori
Andreas Koch

Analysis

()

Checks

Consulting

\/ Tul

Ramona Rybka

Petra Kastner

L)

Trainings

Peggy Palluch
Hasan Yigit
Britta Fahl
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