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Subject: services provided to TUI Russia
To: GMCS Verex LLC
To President of GMCS
Ekaterina Voropaeva

Dear Ekaterina,

TUI Russia, one of the leading travel companies in Russia and the CIS, expresses its gratitude to GMCS
Verex LLC (hereinafter GMCS) for the professionalism and high quality of work on creating a corporate
customer relationship management system (a CRM system) based on Microsoft Dynamics 365 online.

The cloud-based CRM system provides support for sales and service processes of TUI Russia’s sales offices,
contact center, website and TUI24 support service.

The active phase of the project implementation fell on the period of self-isolation due to COVID-19, which
did not affect the plan implementation. In compliance with the deadlines, the following business
processes were automated in the system:

e Processing of incoming calls (contact center)

e Customer service (TUI24 service)

e Processing of abandoned carts

e Processing of requests through WhatsApp

e Processing of booking made on the website

e Toursale

e Sale of additional services

¢ Notifications for the clients about the upcoming tour
e Control of sales and service processes

The results of using the new CRM system are:
1. Sales and service.

The implementation of a new CRM system made it possible to consolidate the lead sources, to define
and set up SLA for various stages of sales. Thanks to this, we managed to reduce the response time
to a lead/request, and as a result, to increase conversion and customer loyalty.

Thanks to a single solution, the number of interfaces that managers need to work with has been
reduced. The user-friendly interface of Microsoft Dynamics 365 allows receiving the necessary data
centrally without switching between systems.

The labor costs for additional information sharing (trigger mailings), as well as collecting data on
customer satisfaction and saving/reflecting results in the CRM system have been reduced.

2. Service personalization and loyalty.
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End-to-end integration in terms of marketing campaigns has been provided. Upon receipt of
information about the client's actions from any source, an action task is automatically created
through another source according to a preconfigured scenario.

Today, work is in progress to automate personalized offers based on the characteristics collected
about the client and determining their identity.

In general, according to the measurements, customer loyalty and satisfaction have been improved
(NPS and CSI indices) due to personalization of customer experience, shortening of service times,
data transparency.

3. Analytics and reporting.

The system provides flexible tools for customizing reports and dashboards — an employee, in addition
to preconfigured tools, can independently configure the reflection of any information from the CRM
system or systems integrated with it, in a form convenient for him. The new transparency allows
speaking "the same language" using a single data source.

The labor costs for collecting and analyzing information, including data that previously could not be
obtained (for example, conversion in terms of directions, managers, sources; quality of service
offered by partners, etc.) have been reduced. Today, many reports are made by employees on their
own in a few minutes.

The architecture of the implemented solution is the integrated multi-level system, consisting of several
systems, applications and services of different purposes. During the system development, Microsoft
Power Platform Power Automate tools were used, which made it possible to reduce the integration time,
and Common Data Service helped to analyze user work and service errors. GMCS specialists promptly
solved functional and technological tasks arising in the process of project implementation.

Today, the CRM system has been developing for scaling it to the TUI Russia franchise network and other
markets within the company's sphere of interests.

Based on the successful experience of interaction, TUl Russia recommends GMCS as a reliable digital
partner for automating business processes of customer relationship management, sales and service (CRM)
in the tourism industry.

Yours faithfully,

/ signature /
Andrey Leushin / Official seal: / “TT Travel” LLC / LIMITED
Head of IT Department LIABILITY COMPANY * PRIMARY STATE
TUI Russia REGISTRATION NUMBER 1097746076273 *
MOSCOW /
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Tema: o npoBeseHun pabot ana TUI Poccusa
Kyga: OO0 «xun-3m-Cun-3¢ Bepake»
Mpe3upenty GMCS
Boponaesow EkatepuHe HukonaesHe

YBaxkaemas EkatepuHa HukonaesHa,

TUI Poccus, opHa W3 BeaywmMx TypucTUdeckux Komnauui B Poccum u CHI, Bbipaxaet
6narogapHoctb OO0 «/xn-3m-Cun-3c Bepake» (ganee GMCS) 3a npodeccnoHanam n BbICOKOe
KauyectBO paboT Mo CO3j4aHUIO0 KOPMOPATMBHOMW CUCTEMbI YNpPaBAeHNs B3aMMOOTHOLLEHUAMMN C
knmeHTamm (CRM-cuctemol) Ha 6a3e Microsoft Dynamics 365 online.

ObnauyHas CRM-cuctema obecneuvBaeT NoOAAEP>XXKY MPOLECCOB MPOAaX W 06Cay>XMBaHUA B
cobCTBEHHbIX OPucax NPoAax, KOHTaKT-LeHTpe, Ha cante TUI Poccusa n KpyrnocyTouHowm cnyxbe
nopaepxkn TUI24.

AKTnBHas dasa peannsaumm npoekTa Bbinana Ha nepuog camonsonauum B ceasm ¢ COVID-19, yto
He MOBAVANO Ha peanu3auuio MocTaB/ieHHbIX MaaHoB. C cobnoseHeM CPOKOB B cUCTeme
aBTOMAaTM3NPOBaHbI CiejytoLme br3Hec-NpoLecchbl:

+ Ob6paboTka BXOAALLNX 3BOHKOB (KOHTaKT-LLEHTP)

+  Ob6cnyxunBaHune knneHToB (cnyxba TUI24)

+ Ob6paboTka HPOLLEHHbIX KOP3UH

+ Obpabotka obpaweHunin yepez WhatsApp

+ ObpaboTtka 6poHMpPOBaHMA Ha canTe

* [lpopgaxa Typa

« [lpogaxka AONONHUTENBHbIX YCAYT

« OnoBeLLeHMs KNNEHTa O NPEACTOALLEM Type

+  KoHTponb NpoLeccoB nposaxu 1 o06cayxnBaHums.

Pesynbtatamu ncnonbsosaHma HoBont CRM-cuctembl ABAAKOTCA:

1. Mpogaxxu wmn ob6cnyxkmBaHne. BHegpeHve HoBon CRM-cuctembl no3BoanIo
KOHCONMANPOBAaTb UCTOUHUKN «INA0B», ONpeAenTb U HacTpoutb SLA Ha pas/inyHble
3Tanbl Npogax. baarogapa aToMy yaanocb COKpaTUTb CPOKM OTKAMKA Ha ng/obpalleHne,
N KaK CNefCTBUE, MOBbICUTb KOHBEPCUIO U IOANBHOCTb KNIMEHTOB.

Bnarogapa efMHOMY pelleHWIo COKPaTUAOCh KOANYECTBO MHTePPencoB, HeOHXOANMbIX
MeHeaXepaM Ana paboTbl. YA06HbIN MHTepdernc Microsoft Dynamics 365 nossonset
nofyyatb HeobxoAuMble JaHHble LEHTPann3oBaHHOro, 6e3 nepekstoveHns Mexay
cMcTeMamu.

Cokpatnance Tpyao3aTpatbl Ha JOMOJAHUTENbHOE WHQOPMUPOBaHME (TPUTTEpPHble
paccbikn), a Takxke cOop AaHHbIX 06 YAOBNETBOPEHHOCTU U COXPAHEHUU/OTPaXKeHUM
pe3ynbratoB B CRM-cucteme.



2. I'Iepcouanuaaquﬂ OGCI’IY)KMBaHVIﬂ n 10AJIbHOCTb

ObecneyeHa HacTpoWKa «CKBO3HbIX» WHTErpaLMin B 4acTM MapKeTUHIOBbIX akumi. Mpw
noayyeHun uvHbOpMaUMM O [JEUCTBUAX KJIMEHTa W3 KakKoro-mbo  WMCTOYHMKA
aBTOMAaTMUeCKN CO3jaeTca 3ajaHne Ha JelCTBMe 4yepe3 APYro UCTOYHMK MO 3apaHee
3annaHNPOBaHHOMY CLIEHAPWIHO.

Ha cerogHswHWi AeHb BeaeTcs paboTa Mo aBTOMaTM3aLUW MEePCOHaNM3NPOBaHHbIX
NPeA/sIOKEHNA Ha OCHOBE MPU3HAKOB, COOPaHHbIX O KJAWEHTE W ONpeAeneHun Wux
NAEHTUYHOCTW.

B uenom, mo nposefeHHbIM 3aMepaM 3a CYeT MepCcoHanM3auMm KANEHTCKOro OmbITa,
COKpALLIEHMIO CPOKOB 0B6CNY>XMBaHWSA, MPO3PaYHOCTM JaHHbIX YAyYLUMAacb NOAAbHOCTb U
YA,0BNETBOPEHHOCTb KAneHToB (MHAeKkcbl NPS u CSI).

3. AHanuTuKa U OTUeTHOCTb. B cucTeme peanuzoBaHbl rMbKME MHCTPYMEHTbI HaCTPOMKM
OTYETOB M AawbopAOB — COTPYAHMK, MOMUMO NPeAHACTPOEHHbIX MHCTPYMEHTOB, MOXET
CaMOCTOATENbHO HAaCcTPOUTb OTpaxkeHue nrobon nHdopmaumm n3 CRM-cuctembl nam xe
WNHTErpUpPOBaHHbIX C Hell cucteM, B yAobHoM ana cebs Buae. Hoad mpo3payHOCTb
MO3BONISIET FOBOPUTb Ha «OAHOM A3bIKe», NCMOb3YA OANH UCTOUYHWUK JAHHBbIX.

ObecneyeHo CHMXKeHME Tpyao3aTpaT Ha cbop v aHann3 uHGopMaLmMK, BKAOYAA JaHHble,
KOTOpble paHee He yAaBanoCb NOAY4YnTb (HanpuMep, KOHBEPCUS B pa3pese HanpasBieHul,
MeHeAXepOoB, WUCTOYHWKOB; KauyecTBO CepBWCa, MpejsaraemMoro naptHepamu, U ap.).
CeroAHs MHOXECTBO OTYETOB JENAEeTCs COTPYAHMKAMUN CaMOCTOATE/IbHO 3@ HECKOJIbKO
MUHYT.

ApxuTeKkTypa peann3oBaHHOrO pelleHua npeacTaBaseT CObOM CNOXHYH MHOrOypOBHEBYHO
CUCTEMY, COCTOSALLYHO U3 HECKOIbKMX Pa3HbIX MO Ha3HAYeHUIO CUCTEM, MPUIOXKEHNIN N CEPBUCOB.
B npouecce pa3paboTku cucTteMbl MCMOAb30BaANCh MHCTPYMeHTbl Microsoft Power Platform —
Power Automate, uTo NO3BOAMAO COKPaATUTL CPOKM MHTerpaumm, 1 Common Data Service gna
aHanm3a paboTbl Noab3oBaTenen n owmnbok cepsmcoB. Cneunannctel GMCS onepaTnBHO pelanm
BO3HMKaMOLLMe B NpoLecce peanm3aunm npoekta GyHKLMOHAAbHbIE M TEXHOOTMYECKME 3a4aun.

Ha cerogHAWwWHWN aeHb nayT paboTbl no pa3sutnio CRM-cuctembl ¢ Lenbto ee opaboTtkn ans
MaclTabupoBaHua Ha dpaHuan3nHrosyto cetb TUI Poccnsa n ncnonb3oBaHma Ha APYrnx pbiHKaX,
BXOAALLMX B chepy MHTepeCcOoB KOMMNaHUW.

Ha ocHoBe ycnewHoro onbita B3anmogencteusa TUl Poccusa pekomeHayer GMCS B kadecTBe
HajeXHoro uuM$poBOro napTHepa MO aBTomaTM3aumnm 6u3HeC-MpoLLeccoB  ymnpaBaeHUs
B3aMMOOTHOLLEHVAMM C KANEeHTaMu, Npoax n obcayxunsanma (CRM) B TypmcTnyeckon otpacau.

C yBa)keHuem,

PykoBoautenb HanpasneHuna T
NeywnH AHgpen

TUI Poccus



