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TALLINK GROUP 2018

• 14 vessels; 4 hotels

• 950 MEUR revenues

• 9.8 M passengers

• 385 thous. cargo units

• 7 400 employees

• Stock listed company
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FERRY OPERATOR BY GROSS TONS
Rank Company Gross tons

1 Stena Line 935 898
2 Grimaldi Lines 732 232

3 Moby Lines 550 580
4 Tallink 525 724
5 Grand Navi Veloci 425 220

FERRY OPERATOR BY BEDS
Rank Company Beds

1 Tallink 24 328

2 Moby Lines 19 066
3 Stena Line 17 225

4 Grand Navi Veloci 16 629

5 Grimaldi Lines 16 133

FERRY OPERATOR BY REVENUES
(EUR million, 2017)
Rank Company Revenue

1 DFDS Group 1 925
2 Stena Line 1 322

3 Tallink 967
4 Finnlines 536
5 Viking Line 523

Data: Ro/pax / ferries above 1 000 GT
Source: ShipPax MARKET:18; Company reports

GLOBAL RETAIL & SERVICES RANKINGS
THE WORLD'S TOP DUTY FREE & TRAVEL RETAIL SHOPS

Ranking by actual and estimated retail sales in 2017

Rank Location Country Channel

Sales > US$ 1 700 million

1 SEOUL - Incheon Int'l Airport South Korea Airport Shops

2 DUBAI - Dubai International Airport UAE Airport Shops

3 SINGAPORE - Changi Airport Singapore Airport Shops

Sales > US$ 1 000 million

4 LONDON - Heathrow Airport UK Airport Shops

5 BANGKOK - Suvarnabhumi Airport Thailand Airport Shops

6 SHANGHAI - Pudong Airport China Airport Shops

Sales > US$ 900 million

7 HONG KONG - International Airport Hong Kong Airport Shops

Sales > US$ 800 million

8 BEIJING - Capital Airport China Airport Shops

9 PARIS - Charles de Gaulle Airport France Airport Shops

Sales > US$ 700 million

10 TOKYO - Narita Airport Japan Airport Shops

Sales > US$ 600 million

11 FRANKFURT - Frankfurt-Main Airport Germany Airport Shops

12 TALLINK - All Routes Estonia Ferries

13 TAIPEI - Taoyuan International Airport Taiwan Airport Shops

Sales > US$ 500 million

14 ISTANBUL - Atatürk Airport Turkey Airport Shops

15 AMSTERDAM - Schiphol Airport Netherlands Airport Shops

Source: Generation Research 2018

Megastar Traveller Superstore 
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WIDE RANGE OF DINING CONCEPTS ON OUR SHIPS

BUFFET 
RESTAURANTS

À LA CARTE 
RESTAURANTS 

FINE DINING
RESTAURANTS

QUICK SERVICE
RESTAURANTS

OWN BRANDS AND INTERNATIONAL PREMIUM BRANDS
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OMNICHANNEL BUSINESS MODEL

CRUISES &
PASSENGER TRANSPORTATION SHUTTLE SERVICE HOTELS & TRAVEL PACKAGES TALLINK e-Shop

ONBOARD RETAIL ONBOARD DINING ON-SHORE RETAIL

ONBOARD ENTERTAINMENT CARGO TRANSPORTATION WELLNESS

TAXY SERVICES

RETAIL & SERVICES



PASSENGER MARKET 
SHARE IS 48%
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> 14% PASSENGERS COME OUTSIDE 
OF HOME MARKETS

ONLINE CHANNELS IN 17 LANGUAGES
China

Denmark

Estonia

Finland

France

Germany

Italy

Japan

Latvia

Lithuania

Netherlands

Norway

Poland

Spain

Sweden

Russia

International
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MARKETING & SALES CHINESE FOCUS
• Cooperation: travel agencies, online tour operators, 

Asian SoMe platforms; airlines, Nordic/Baltic 
tourism boards; … 

• Kuoni, Utour, Mafengo, Qyer, Alitrip, Ctrip, Finnair, Air China, …

• Tallink own sales & marketing channels

• Marketing web`s and online bookings in Asian languages

• SoMe channels and cross- marketing

(incl WeChat, Weibo, Youku)

• Asian payments methods

• …
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ONBOARD SHIPS CHINESE FOCUS

Chinese
customer CX
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OMNICHANNEL TOUCHPOINTS
MANNED

Onboard sales points

Contact centre

Terminal desks

Onboard ship desks

• …

DIGITAL

Personal screens (big and small, …)

Self service kiosks (tickets, food, beverages)

Web Chatbot

Digital screens on ships / hotels (public areas, 
cabins)

• …

NEW ON RADAR

Voice chatbots

Onboard e-showrooms

VR (AR)

Humanoid robotics (Pepper)

Robotic bar tenderers

…
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ONLINE CHANNELS. B2C SEGMENT

Mobile

Desktop; 
42%

Mobile 

Desktop

Contact Centr
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We are GLOBALLY among the TRAVEL
TRANSPORTATION industry LEADERS in

digital user experience

STRATEGIC AMBITION IN DIGITAL CX
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CONTEXTUAL
MOBILE APP
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GLOBAL APP RATING BENCHMARK
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CROSS- & UPSELL
AUTOMATION

ONLINE ENVIRONMENTS

EMAILS

PUSH MESSAGES

SMS

MOBILE APP

CUSTOMER 360 VIEW

PERSONALISATION 
(ML & AI)

NEW …



AWARENESS CONSIDERATION INTENT PURCHASE BEFORE TRIP ONBOARD AFTER TRIP

VALUE OF THE 
PRODUCT

WIDE AUDIENCE

SPECIFIC PRODUCT 
CATEGORY

SPECIFIC AUDIENCE

CONCRETE 
PRODUCT AND DATE

VERY SPECIFIC 
AUDIENCE

DECISION
MAKERS

ALL TRAVELLERS ALL TRAVELLERS ALL TRAVELLERS

MAPPED DIGITAL JOURNEY CHANNELS
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www.formisimo.com 2018

Onboarding at first…
… then up&cross-sell



Up&cross-sell onboard
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HASSLE FREE PAYMENTS DEVELOPMENT

• Advancing the customers needs (mobile wallets, Asian payments, 
wearables, biometry, …)

• Convenience (one click payments, automated refunding, …)

• Customer 360 view and CRM integrations (incl. onboard retail)

• Tallink own loyalty/payments services development (Club One card, „ship 
money“, Tallink Credit Card, ...)

• Support for new services (eg onboard e-showrooms, …)

• Investigate into new market regulation opportunities (PSD2)



THANK YOU!
LAURI LÄHEB

GROUP BUSINESS DEVELOPMENT & OPERATIONS


