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Happiness is not a destination, it’s part of the
Travel Counsellors way of life*

meet the
travel brand 

with the  

happiest people s
*96% Customer Satisfaction Score



“Our Travel Counsellor really went the 
extra mile to make sure our holiday was 

truly unforgettable from start to finish” 

John & Becky
means for a travel business.

What personal
is to  redefine 

Our vision 



“This was a once in a lifetime experience and one which 
I can’t wait to share with my customers” 

Travel Counsellor, Sue

 
JOURNEYS

INSPIRING 
Our mission 

is to create

For our customers. For our people. For our communities. For ourselves.



which helps us to create unique, inspiring and 
exciting experiences for everyone we touch.

BUILDING

RELATIONSHIPS

WE FOCUS ON

LASTING
So how do we do that? 

By putting our people at the
heart of what we do. 



...plain and simple.

And why do we do it?

BECAUSE

it's personal
with us



Care is at the heart of everything we do, it’s the golden 
thread that runs through our business and connects 
us all together. Doing the right thing for our people, 

customers and clients is what makes us special. We 
take so much pride in caring for our communities 

every single day. 

Everything we create is powered by human touch. Our 
technology is state-of-the-art, but it’s our people that make 
the experiences we provide truly unique. Getting to know 
our customers and clients personally means we’ll always 

do what’s best for them, whenever they need us.

CARE 

HUMAN IMPACT

We make things happen - we don’t just take 
opportunities – we create them. Supported by a 

global team of experts we continuously challenge the 
status quo, always striving to be better, act bolder and 

think bigger to create the best experiences for our 
customers and our people.

We’re committed to making a positive impact on the 
people around us, creating fond memories and a lasting 

legacy. Everything we do is designed to make a real 
difference, and we recognise that people will always 

remember what we did by the way we made them feel.
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1999
We move into our new head office home in Bolton and 

welcome our 100th Travel Counsellor to the family

2008Our 1000th Travel Counsellor joins the company in Australia

2004
We launch our own unique financial trust in the UK to ensure

 all our customer money is 100% safe when they book with us, 
no matter what

2005We expand into Ireland and the Netherlands

1994

We were born in Bolton, UK, when founder David Speakman foresaw 
the move towards travel professionals running their own businesses 

from home

2007
Two years later in 2007 we welcome Travel Counsellors in South 

Africa and Australia

2012
Our global expansion continues as we expand into the UAE, and again 

in 2013 when we open in Belgium

2014
Our 20th year celebrations are marked by a significant financial 
investment in our future from private equity firm Equistone
Partners Europe

2015
We move Travel Counsellors HQ to bespoke offices in Manchester…but 
we’ll never forget our roots

2016
We launch myTC – a dedicated travel app allowing a paperless travel 
experience and connecting customers to their Travel Counsellor at 
the tap of a button.

2018

We received our second PE investment from Vitruvian Partners and 
are now a firmly established international travel company, with over 
2000 people who care more than anyone else.

2019
Our 25th anniversary is celebrated by winning Best National Travel 
Retailer at the British Travel Awards.

2020
We’re delighted to win a Queen’s Award for Enterprise for the third time 
in the company’s history.
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HERE IT ALL STARTED...



It's our heritage 
that made us 

the very special company 
we are today

and will HELP drive 
us to our vision 

in the future.



“What I wanted couldn’t be bought ‘off 
the shelf’, my holiday was completely 

tailored to me by Sarah. In fact, it wasn’t 
a holiday, it was an experience that will 

stay with me for a lifetime.” James WE focus on

moments
that matter...



that’s important to create those special moments.

WE HAVE UNRIVALLED 

KNOWLEDGE AND 

EXPERTISE
“Thank you for the holiday of a lifetime!”

Georgia



CUSTOMERS FIRST
AND ALWAYS

WE PUT OUR 

DO THE RIGHT THING
We focus on building trust and loyalty with our customers by getting 

to know them personally. This forms strong relationships that last 
long after the booking, helping us to create customers for life.

We use our platform to support our people in personalising the 
customer journey at every interaction too.



excited, special     
 and valued

TO FEEL
we want OUR CUSTOMERS

inspired,

We use our special ‘Golden Habits’ 
to help us do this, developing a deep 

understanding of our customers so that 
we can tailor travel to suit their needs and 
ensure outstanding service is consistently 

delivered at every interaction



When a crisis hits 
we're here 

Life can be unpredictable, so it’s good to know that if a crisis happens the 
Travel Counsellors global community pulls together to help, support and 

care for one another and our customers. 

We put customer safety and wellbeing at the top of our priorities. This 
has never been more important than during the COVID-19 pandemic, as 

borders closed and travel became restricted across the globe. 

We came together as a team and worked relentlessly to care for our 
customers through one of the toughest times the world has faced. As a 
result, we took the number one spot on MoneySavingExpert’s consumer 

survey, revealing how well travel companies looked after customers 
during COVID-19.

“Our TC’s help and support was amazing during our recent trip to New Zealand 
when COVID hit. Lydia’s almost daily support during our lockdown period in 

Christchurch, organising our flight home, and her assistance since our return all 
reflected your motto of ‘with us, its personal’. Thank you.”

John and Maria 



IT'S OUR STORIES THAT 
MAKE US SPECIAL. 



“We can’t thank Travel Counsellor Liz  enough for her help. Liz has 
organised some incredible trips for us, but her assistance and support 

getting us home from Argentina as borders closed across the globe due 
to coronavirus was incredible. While other travellers were worried, we 

were able to enjoy our last day as Liz and the TC team secured some of 
the last seats home. We simply won’t travel without Liz – she rocks!”

“My Travel Counsellor Michelle gave me the 
confidence to travel solo to South America. She 
was ready and available all throughout my trav-

els, sorting boarding passes, travel arrangements, 
settled all my worries, answered all my ridiculous 
questions and was genuinely interested to hear 
about my travels when I returned. Can’t thank 

Michelle enough for boosting my confidence to 
travel alone - Thank you!”

“After a trek to Everest Basecamp, little did we know that our adven-
tures would continue as we found ourselves stranded in bad weather 
at Lukla - one of the most dangerous airports in the world. One call to 
Travel Counsellor Rob, who with his 24hour support team sent wave 
after wave of helicopters to rescue us. Rob didn’t stop until 48 hours 

after making our ‘distress call’ we were back safely in London, thanks to 
an “Everest-style” effort from Travel Counsellors to get us home.”  

OUR customers



OUR clients

“A business travel client contacted me as she needed to get back to Sweden due to a family 
emergency. She normally flies into Copenhagen and crosses the border, which is the quickest 

route home. The borders to Denmark, however, were closed due to COVID-19 travel restrictions, 
so we flew her with Finnair via Helsinki into Stockholm. It was then a 4 -hour train journey to the 

closest rail station to her family, and due to her late arrival into Stockholm I arranged a car to 
take her into the city centre to spend a night at a hotel next to the train station, ready to catch a 

train the following morning to get her home and back with her family safely.”
Travel Counsellor Carl

“I have used Travel Counsellors for my corporate 
travel arrangements for over 16 years, and I 

have always found them to be a first class travel 
company. I have been guided every step of  
the way through some complicated travel  

situations on several occasions, and my personal  
Travel Counsellor Helen is worth her weight in gold.” 



“The support I’ve received from Travel Counsellors 
when going through the process of adopting 

our child has been second-to-none. I will forever 
be grateful for the flexibility to work around 
the process and attend the many meetings 

required, as well as the ongoing support from my 
colleagues in starting a family and an exciting 

new chapter in our lives.” 
Simon - Commercial Support

OUR PEOPLE

“Being based in South Africa, UK-based Travel Counsellor David 
helped me to plan a Scottish road trip for my client. Since Dave lives 
in Edinburgh, I was able to get first-hand knowledge about where my 
client should go, the places he should see and the things he should 

definitely do – Dave was so helpful, and even offered to meet my 
client for a pint when they arrived! Thank you Dave! ” 

Travel Counsellor Lize



“Today I have finally got the keys to our dream family home, in the location 
that I have always wanted to live. I could never have made this happen if I had 
stayed on the high street, and I can’t tell you how grateful I am for the decision 
I made to become a Travel Counsellor. I love what I do and I love the fact I can 

walk my little girl to school every day too.” 

Travel Counsellor, Sarah



We're in the business 

of changing lives
It sounds like powerful stuff and that’s because it is. We empower people 

with a passion for delivering exceptional service to build flourishing 
businesses and careers as part of a company that truly cares.

We want everyone to achieve their full potential, providing a platform of 
support to enable our business owners and colleagues to work remotely 

from home or shared offices, supported by the tools, training and technology 
to create the very best experiences for them and their customers. In return 

they are given the flexibility to run their businesses independently, build 
successful careers and be there for the moments that matter.

“I have the support around me to build a 
successful business, whilst being there for 
Lucy and watching her grow up. It really is 

the best of both worlds.” 
Travel Counsellor, Sinead

“By taking control of my future and using the 
support and bespoke technology available 

to me I was able to double my income in just 
one year. I’d never in a million years dreamed 

that would be possible!” 
Travel Counsellor, Gilly

97%
 agree that they love being 

a Travel Counsellor



OUR TECHNOLOGY
We are a disruptive, digitally enabled business. It’s safe to 
say we never stand still. We develop technology with the 

‘human touch’ to help us care even more and create  
seamless and smooth experiences for all.

We sell ourselves on the authentic, bespoke and 
tailor-make service we provide, creating ‘one-off’ 

itineraries that can’t be shopped around. 

We do this by using our own in-house booking 
platform, Phenix.



genuinely

personal 
way

We use technology to connect to our customers in a 

Offering a seamless booking and travel experience via our 
dedicated mobile app and secure website, myTC provides 
leisure and corporate customers with instant access to 
quotes, itineraries, secure payments options and instant 

flight alerts, as well as offering constant contact with their 
personal Travel Counsellor.

 



We’re a business built on relationships, and that includes with one another. 
We use technology to stay connected to our network of business owners and 
colleagues across the globe, including our dedicated ‘TCTV’ channel, featuring 

daily broadcasts to the Travel Counsellors community.

We share our knowledge, local insights and stories through our digital 
platforms, and facilitate connections across our community to enable our 
business owners to support and coach one another in their many areas of 

expertise, as we continue to grow whilst always keeping it personal.

A CONNECTED
GLOBAL 

COMMUNITY



“It’s all of the personal touches that 
make a difference. Our Travel Counsellor 

even sent a little friend for Georgia to 

bring on the journey” 
The Thompson Family

We must be doing something right 
We have a world leading customer satisfaction rate of

And a five star rating on Trustpilot
Plus an enviable trophy cabinet of awards and accolades…

96%



Queen's Award 
Three times winner of the 

Queen’s Award for Enterprise 

Telegraph's
 Britain's 1000 

Brightest Businesses

British Travel Awards 
Best National 
Travel Retailer

Best Homeworking 
Agency

(Travel Weekly & TTG)
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Sunday Times
Top Track 250

Amazon Growing 
Business Of The Year

Larger Company

Lloyd’s National 
Business Award 

For Customer Focus 

London Stock Exchange’s 1000 
Businesses To Inspire Britain

here's just some of our aw
ards



We believe in a 

FUTURE
WITHOUT 

FOR EVERYONE
LIMITS

Our Culture
It’s safe to say people are our passion. We are an inclusive, diverse and 

caring community, and are focused on finding, attracting, developing and 
keeping the very best talent, nurturing a high-performance culture that 

drives results and gets the best out of everyone. We strive for continuous 
improvement and are always looking at how we can be better.

This is demonstrated through our values and should be
reflective in everything we do. But what does that mean?



WE lead by example
And we’re not just talking about those ‘at the top’. That’s not how we operate. 
We aren’t interested in reporting lines, titles, structures, spans of control and 

empire building – that’s not who we are. 

We each have a responsibility to live and breathe the values that make us spe-
cial. We are all ‘role models’ in the business. We empower and inspire people to 
strive for a future without limits, operating with the focus, pace and execution to 

make that happen. That’s the sign of a true leader.

#1



WE focus on outcomes
We are focused on outcomes, not inputs. We give people room to

experiment and grow, whilst supporting them in developing their skills and 
knowledge to be even better.

We guide rather than instruct, and aren’t bogged down in process or politics. 
This allows for creativity, innovation and personal growth. We learn from fail-
ure and quickly move on. People are empowered to take their own journeys, 

as long as they are focused and clear on where they are going, we will all end 
up in the right place.

#2



WE SING IN TUNE!
Ever heard the phrase ‘singing form the same hymn sheet’? Well for us this is 
central to our success. Each and every person should understand our vision, 
strategy and goals as a business and the role they play in achieving these. 

We should act as passionate brand ambassadors for the company, all united 
in a clear sense of purpose and values. Everyone has a role to play in this 

(even if you don’t have the best singing voice!)

#3



WE TRUST 
But what does that actually mean? Well, for us it means we live in an 

open and honest environment, where people feel confident in contributing 
feedback and ideas. After all, this is our greatest source of learning. That’s 

why we encourage continuous 360 feedback and consistently ‘check in’ 
with our people and customers to see how we are doing.

It also means people are trusted to work in a way that suits the needs of the 
business and them as individuals, and encourage flexible working across 

the whole business.

#4



WE grow
We believe passionately that attracting and developing the best talent 
is critical to delivering our vision. We fuel ambition and take personal 

development seriously. 

We empower those with a thirst to learn and grow, tailoring 
development paths as individual as our people, whether that’s our 
internal talent programmes, working as part of a cross functional 
project team or spending time in our global offices we’re always 

looking forward, individually and together. 

#5



WE SUPPORT
Although there are over 2000 of us worldwide we will always be a strong 

team united by our passion for doing the right thing by our customers, our 
communities and by each other. 

We create and nurture a supportive environment. “That’s not my job” are 
words seldom spoken.  When someone needs help we are there for them both 

personally and professionally. This is why we have support in place such as 
a personal counselling service and mentoring across the company. We are 

stronger together and always have each other’s backs.

#6



WE CELEBRATE
We celebrate one another’s successes and recognise those that 
showcase the values that make us special and drive results. We 

reward for a job well done and want everyone to benefit in the 
company’s success. 

This is just as important as all the ‘business stuff’. We have built a 
really special culture which we are very proud of, so why not celebrate?!

#7



say that the company lives and 
breathes strong values

95%

and our people agree...

92%

believe they make a valuable contribution  
to the success of Travel Counsellors

We're proud to be listed in...
The Sunday Times 100 Best Companies to Work For 2020,  
and the 75 Best Companies to Work For in the North West.



our Communities
We are committed to caring for and giving back to our communities, both 

in which we live and in which we send our customers to every day. 
That’s why we work with and support sustainable travel charity ‘ The Travel 

Foundation’ and have created a responsible tourism programme as our 
‘promise to protect’ the communities in which we operate and visit. 



We don’t believe in box ticking 
exercises. We give back because 

it’s the right thing to do.

We are passionate about charitable giving and work together to help 
those in need. We support our people in giving back to the causes 
that are close to their hearts. It’s also why we introduced ‘Make a 

Difference’ days, giving three days annual paid leave to employees 
who wish to take part in charity fundraising and activities.

We want to make the world accessible for all. We help to make that 
vision a reality by putting accessible travel on everyone’s radar and 

working with our partners to do just that. 

our Communities



We like to think of 

ourselves as more than 
just a business

When we welcome someone to the TC Community we want them to know and 
feel they are joining something special and exciting. 

More so it’s not just them joining, as we extend our culture and support 
to their families too. We host events throughout the year that include our 

partners, spouses and children. We also welcome our supplier partners to the 
TC Community, with lots of opportunities for everyone to come together and 

learn, share and grow.



We’ve created a business model for the future based on customer intimacy, underpinned 
by the technology to help our people care even more. Travel Counsellors is as relevant and 
disruptive now as we were when we founded. We’ve built something truly unique and there 

are no limits to what we can achieve together.

CEO Steve Byrne

PEOPLE
ARE AT THE HEART

OF EVERYTHING WE DO
BECAUSE WITH US
IT'S PERSONAL




