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Case Study

      I returned from Calais to Dover on the 
18:50 sailing as per the changed itinerary.  
I was grateful to receive your text message 
to my mobile, which allowed me to plan for 
one additional hour of vacation in France. 
Thank you P&O Ferries! 

P&O Ferries customer 
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Keeping drivers updated en 
route to their destination 

Due to a change in the EU Passenger Rights legislation,  
P&O required a simple solution to allow them to update  
passengers of any changes that may be made to their  
departure time. Whilst this information is communicated  
via tannoy onboard, it is often too noisy for passengers  
to hear clearly.  

In June 2015, over 7000 vehicles were left in line waiting to 
board ferry services. The P&O team resulted to printing flyers 
and walking along the queue to hand them out to drivers.  
Finding a better way to keep drivers up to date became critical 
to the service. Having already tried email but with limited  
success, it made sense to look in to using text messaging,  
given the tight lead times.

Established in the UK in the late 1960s, P&O Ferries is a  
market leading ferry company, carrying around nine million 
passengers, two million cars and two million trucks a year.  
The company boasts the largest fleet of ships in Europe, with  
20 sailing vessels, and operates over 450 departures a week 
across the English Channel, Irish Sea and North Sea.

Overview

Challenge

The solution
SMS messaging very quickly became a bigger part of P&O  
Ferries’ communications strategy. Text messages are now sent 
out by a dedicated Customer Communications Team, who take 
full responsibility to send out a number of different types of 
messages. The team send out live traffic updates, mobile web 
pages containing hints and travel tips, as well as attachments 
with offers and surveys to receive on-board feedback. 
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Thanks to SMS, P&O Ferries have been able to increase instant 
communication with passengers, which has resulted in reduced 
compensation claims following any service disruption.  
Text messaging has helped P&O Ferries increase customer  
satisfaction; giving customers up-to-the-minute information  
on their crossing. It’s also been invaluable to them when  
communicating changes to scheduled sailing times; meaning 
that customers are aware of the delays before they arrive at the 
port so can avoid the resulting wait times. 
 
They have doubled their use of SMS year-on-year, sending 
around 1.5m text messages, with a core focus on their Net  
Promoter Score to influence service level. 

The results

Timely communication

The team have also seen a positive influence across social 
media – via Twitter. The connection to Textlocal APIs allows 
P&O to automatically publish tweets through the texts sent via 
Messenger, with this feed updating on their website. 

This additional push through Twitter has seen a huge increase 
of followers, from zero to almost 20,000 in two years.
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     Messenger is so easy to use and simple to understand.  
Textlocal have given us round-the-clock support which has 
helped us to get the best from our SMS activity. Using SMS 
seemed the best way to meet the changes laid out in the  
legislation, as we knew email wouldn’t be fast enough to  
meet the legislative changes .

Jenny Lorimer, Customer Experience Manager, P&O Ferries
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