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VERTICAL Travel & Entertainment 

BUSINESS 
APPLICATION 

Direct Marketing/Traffic Generation/Loyalty 

CLIENT Walt Disney Parks and Resorts 

http://www.disneyworld.com  

The Walt Disney Company is a diversified worldwide entertainment company. Through the 
Parks and Resorts segment, Walt Disney owns and operates four destination resorts in the 
United States, Japan and France. Work is underway on a fifth resort, Hong Kong Disneyland, 
scheduled to open in late 2005 or early 2006. 

PRINT PROVIDER Royal Impressions 

http://www.royalimpressions.com 

Royal Impressions provides data-driven marketing services and digital printing solutions to 
industry-leading companies and agencies that need to deliver relevant, highly targeted 
messages to customers and prospects across print, email, and the Web. 

HARDWARE 2001 until 2003, Xerox 2060  

2003 to Present, Xerox iGen3 equipped with a Creo Spire RIP 

FINISHING Trimmed and folded, inserted into a traditionally printed die-cut carrier. 

TARGET AUDIENCE Guests booking a reservation at a Walt Disney World resort via the toll-free call center. 

DISTRIBUTION 2,000 daily 

DATE August 2001, ongoing 
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DESCRIPTION The Walt Disney World Welcome Mailer is the first in a series of personalized and customized 
communications that are delivered to a guest in anticipation of their upcoming visit. The Call 
Center interacts with each guest and the specific details for every guest’s upcoming visit are 
sent daily to Royal Impressions. The custom-created, personalized Welcome Mailer is 
generated and delivered to the guest within 48 hours.  

The Welcome Mailer is designed to reinforce the guest’s decision to take a Walt Disney World 
resort vacation and provides guests with only the information that is relevant to them and their 
travel party.  

The details about each guest’s visit triggers individualized recommendations for dining options, 
special events, entertainment, recreation, ticketed events, and other options. The Welcome 
Mailer recognizes when a household is traveling as a family, party, group or individual and 
whether the guest is a new or repeat Walt Disney World resort visitor.  

The full color Welcome Mailer features 100% variable copy and images and has over 34,000 
versions that are based on more than 1,000 different content elements. It is 11”x17” and 
folded to a finished size of 8.5”x11” before being tri-folded to fit within a traditionally printed 
carrier. Based on a selective insertion process, various other documents are also included 
within the carrier; a property map, vacation checklist and a vacation package insert. These 
elements are dependent on the vacation package the guest purchased.  

The previous version of the Welcome Mailer was not custom-created or personalized. To 
measure the effectiveness of the personalized and customized Welcome Mailer, Walt Disney 
World maintained a control group who received the usual, static mailer, with other guests 
receiving the personalized mailer.  

The personalized and customized Welcome Mailer exceeded goals for the reduction in the 
overall cancellation rate and an increase in ticket sales. The new Welcome Mailer was 
successful in driving incremental revenue for specific entertainment and event 
recommendations as compared with simply presenting information to guests about everything 
there is to do at a Walt Disney World park or resort.  

Implementing this campaign required new tactics for the Call Center, building new cross-
functional teams, asking new questions and planning for a different experience for guests.  

Speaking after the PODi conference, Tom Boyles, Vice President, Customer Relationship 
Marketing and Management for Walt Disney Parks and Resorts, said, “When we launched the 
Welcome Mailer program, we knew the complexity would be challenging but that the payoff 
would be worth it. It is extremely gratifying to be recognized for our efforts with the PODi Best 
Practices award and to now share our experience with the marketplace. By delivering a 
customized Welcome Mailer that is relevant to each Guest's visit, we show the Guest that we 
'know them'. The results speak for themselves. Royal Impressions' expertise in personalized 
and customized digital printing for our CRM marketing programs is very important to our 
success." 

"Disney has been running this application for almost four years, and it's so exciting to finally 
be able to talk about it," says Christopher DeSantis, President of Royal Impressions. "Disney 
has blazed the trail for long-term, successful variable data printing applications and we're so 
proud that they are finally getting the recognition they deserve." 

 


