
FUN&SUN
Digital transformation of customer service using 
a cloud CRM system based on Dynamics 365
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BACKGROUND
FUN&SUN (ex TUI Russia&CIS) is the leading travel 
marketplace. While COVID-19 hit the travel industry hard, 
FUN&SUN found ways to push forward. With a goal to unify 
customer data in a single source, it launched Microsoft 
Dynamics 365 online.

RESULTS
•	 Digital support for the development of the company’s market 

model.
•	 Reduction of service time across all channels.
•	 Increase of conversion and reduction of customer losses.
•	 Optimization of relationships with franchisees.
•	 Data-driven decision making - transparent sales and service 

reporting (Power BI).

Cooperation with GMCS continues.
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Decreasing the 
time and costs 
for processing 

customer 
requests by

80% 

Source: freepik.com



JOURNEY INTO THE DIGITAL WORLD

Data-driven management in FUN&SUN started at the right time—
just before COVID-19 hit the travel industry. Even before 2020, one 
of the challenges was obtaining a single source of customer data. 
�4�O�À�A�D�D�R�E�S�S�À�T�H�I�S���À�I�T�À�L�A�U�N�C�H�E�D�À�-�I�C�R�O�S�O�ô�À�$�Y�N�A�M�I�C�S�À�������À�O�N�L�I�N�E�À�W�I�T�H�À�T�H�E�À
help of IT partner GMCS. “With the CRM system, various departments 
and partners could communicate ‘in the same language’ while 
using a single source of data management and reporting. It really 
helped reduce the time needed to collect and analyze information of 
�D�I�ï�E�R�E�N�T�À�P�R�O�ð�L�E�S���ž�À�E�X�P�L�A�I�N�S�À�4�I�M�U�R�À�2�A�G�I�M�O�V���À�#�2�-�À�0�R�O�J�E�C�T�À�-�A�N�A�G�E�R�À�A�T�À
FUN&SUN.

While COVID-19 brought about a time of uncertainty for many in the 
travel industry, FUN&SUN stayed ahead of the game. “Dynamics 
�������À�H�E�L�P�E�D�À�U�S�À�T�O�À�M�I�N�I�M�I�Z�E�À�O�U�R�À�L�O�S�S�E�S�À�U�N�D�E�R�À�Q�U�A�R�A�N�T�I�N�E�À�M�E�A�S�U�R�E�S���ž�À
Ragimov shares. “We decreased the time and costs for processing 
customer requests by 80 percent. We could also unify more than 
15 lead generation sources and evenly distribute and process them, 
�C�O�N�T�R�O�L�L�I�N�G�À�T�H�E�À�C�O�N�V�E�R�S�I�O�N�ž��

NEW LEADS, BETTER CONNECTIVITY

With all data at hand, FUN&SUN discovered new sales opportunities. 
It found a gold mine in integrating and controlling the lead generation 
sources.

“Now that they are united in one system, we can not only see where 
they come from and focus on the main sources, but also cut costs by 
automatically erasing duplicate leads. The system enables smart lead 
distribution among the team. Thanks to the integration between our 
�D�I�G�I�T�A�L�À�A�S�S�E�T�S���À�W�E�À�C�A�N�À�ð�N�D�À�M�O�R�E�À�L�E�A�D�S���ž�À�S�A�Y�S�À�2�A�G�I�M�O�V��
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Timur Ragimov, CRM Project 
Manager, FUN&SUN: 

“With the CRM system, various 
departments and partners 
could communicate ‘in the same 
language’ while using a single 
source of data management and 
reporting. It really helped reduce 

the time needed to collect and analyze information of 
�D�I�F�F�E�R�E�N�T�À�P�R�O�F�I�L�E�S���ž

//   QUOTE   //


