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The World Travel & Tourism Council (WTTC) is the forum for global business leaders in
Travel & Tourism comprising the presidents, chairs and chief executive officers of 100 of the
world’s foremost companies. It is the only body representing the private sector in all parts of
the Travel & Tourism industry worldwide.

WTTC'S MISSION

The mission of the Council is to raise awareness of the economic and social contribution of
Travel & Tourism and to work with governments on policies that unlock the industry's
potential to create jobs and generate prosperity.

SEVEN STRATEGIC PRIORITIES

This is the policy framework for sustainable Travel & Tourism development, which WTTC
recommends to governments.

\/is10N the future for Travel & Tourism — a future for everyone
? Measure and promote the economic importance of Travel & Tourism
? Communicate a positive image of the industry as a provider of jobs and career opportunities
? Encourage free access, open markets, open skies and the removal of barriers to growth
? Match infrastructure development and customer demand
? ? Facilitate access to capital resources and technological advancement

? Promote responsibility in natural, social and cultural environments

WTTC ACTIVITIES

The activities of the Council form a three-pronged approach:

Global activities: addressing issues
that affect all sectors of the Travel &

Tourism industry worldwide. )
Regional programmes and initiatives: putting our
| mission into action, not only in leading economies but
Task forces: teams of private sector leaders addressing also in countries or regions that have huge potential for
challenges and opportunities in fields such as human / \ its development though they lack the framework or
resources, infrastructure, taxation and IT/E-Commerce. @ @ esources to achieve this.

WTTC VISION

Let us share a vision of the world where Travel & Tourism benefits everyone,
making a positive, growing and sustainable contribution to the prosperity, understanding
and well-being of people, shared by those who travel and the communities they
visit, and their natural, social and cultural environments.




WTTC IT/E-COMMERCE TASK FORCE

Travel & Tourism is one of the fastest growing
industries as well as being one of the largest. It is also
one that has adapted rapidly to the use of technology
and accounts for more business transacted on the
Internet than any other industry. Yet many of the
distribution systems were developed in the pre-
Internet era and do not lend themselves to easy
customer access.

At the World Travel & Tourism Council’s Annual
General Meeting in Vancouver in May 2001, the
Council set up an IT/E-Commerce Task Force,
comprising CEQs, CIOs and senior executives from
WTTC Member companies from different sectors of
the Travel & Tourism industry.

The key challenge that the Task Force set itself was to
explore a ‘route map’ to move travel distribution from
efficient processing of transactions to a process of
engaging in meaningful conversations with customers
that produce profitable bookings.

President & CEO
Globus & Cosmos Inc
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The Task Force adopted two interlinked approaches
towards this goal. The first is aWhite Paper addressing
the issues and challenges and showing a way forward.
This White Paper has been prepared by Accenture
and is set out in Part Two of this report. The second
approach was to review the work of other bodies in
this field and to identify those striving toward a
similar vision to that of the Task Force. This work is
set out in Part Three.

This report is by no means the end of the road. The
Task Force’s next step will be to review the ‘route
map’ and determine where our energies need to be
focused next.

| am grateful to all of the members of the Task Force
their
throughout the year. | would also particularly like to

for participation and lively discussions
thank Accenture for their time and effort in preparing

the White Paper.

Chairman
WTTC IT/E-Commerce Task Force
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PART ONE:
INTRODUCTION

1. The growth of Travel
& Tourism

Each year, the World Travel & Tourism Council
(WTTC) measures the contribution that the industry
makes to the economies and jobs of more than 160
countries of the world. According to WTTC’s 2002
Tourism Satellite Accounting research, Travel &
Tourism this year will account for nearly 200 million
jobs and will contribute 10 per cent of global GDP —
some US$3.3 trillion, which is forecast to grow by
four per cent each year to US$6.4 trillion in 2012.

2. The need for a task force

The mission of WTTC is to raise awareness of the
economic and job-creating importance and to enable
the expansion of the industry by removing barriers to
its development. The purpose of the IT/E-Commerce
Task Force is to raise awareness of issues related to IT
within the industry. Technology has a crucial role to
play in the expansion of the industry, because it is an
important enabler of Travel & Tourism.

Certain industries have successfully transitioned to a
state in which technology is a true industry enabler.
However, the relationship between technology and
Travel & Tourism is more complicated because of
barriers obstructing the full exploitation of technology.

Travel & Tourism’ development in IT was initially a
transaction/channel-centric focus using global
distribution systems (GDS). With the inevitable
development of technology and the movement of the
industry towards the Internet and consumer focused
systems, the transaction-based systems no longer serve
the industry generically.

Due to this shift towards the Internet the GDS
systems are reaching the end of their natural cycle and
the industry now has to rethink its relationship with
technology to guide investment towards common
systems that are focused on the consumer and more
information-based.
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3. The goal of the Task Force

The Task Force’s ultimate goal is to plot a ‘route map’
towards convergence and integration of distribution
systems in Travel & Tourism, and towards consumer
orientated systems.

The Task Force decided in its first year to pursue two
projects as steps towards this goal. The first was to
prepare a White Paper that describes the current
position of the industry with regards to technology and
to examine the major barriers and issues that are facing
the industry as it attempts to make the shift from
transaction-centric systems to more information-
based/consumer-centric systems.

The White Paper, prepared by Accenture, explores the
opportunity for the Travel & Tourism industry to
make more effective use of emerging technologies,
and identifies barriers that are preventing more rapid
growth of the industry. The main barriers explored in
the White Paper are:

e Transaction-centric systems

¢ Simple product representation

¢ Lack of advanced technology

» Non-standard communication channels

* An industry consisting of many independent
small-to-medium sized enterprises (SMEs).

The second project was to explore the associations
and bodies that have been researching the relationship
between technology and Travel & Tourism. The aim
was to identify those bodies that have similar visions
and goals to those of the Task Force and that are
making useful progress, with a view to lending weight
and helping to draw attention to their activities in the
future. Dr Dimitrios Buhalis was chosen to undertake
this research. Dimitrios has set up the Centre for
eTourism Research and the world’s first eTourism
course and is senior lecturer at the School of
Management Studies for the Service Sector at the
University of Surrey in England.

It was decided that the Task Force be made up of a
working group of six members who led the various
tasks, and an advisory group that would offer advice and
support to the tasks through regular conference calls.
The working group consisted of Paolo Mantegazza,
Bernard Frelat, Patrick O’Shea, Nick Price, Julian
Sparkes and Graham Wason (a full list of members of
the Task Force is set out in Appendix 1.)



4. Internal and external
stakeholders

It is the responsibility of both internal and external
stakeholders to transform the Travel & Tourism
Industry to reach this future state where technology
is a true enabler. Internal stakeholders include
suppliers and intermediaries who make up the
industry’s distribution network. Independently and
jointly, internal stakeholders have responsibility for
executing a broad transformation programme to
build a new infrastructure that enhances the traveller’s
experience, better services his/her needs and
profitably grows the industry.

This transformation programme is comprised of seven
major initiatives that suppliers and intermediaries
must jointly and independently execute:

* Intermediary Infrastructure Transformation

» Supplier Integration and Service Transformation
« Online SystemsTransformation

» Offline Systems Transformation

« Experience Delivery Transformation

* Revenue Management Transformation

e Distribution Management Transformation.

The external stakeholders include a large number of
peripheral entities ranging from associations and
research organizations to consultancies and Information
Technology and Communication (ITC) companies.
These external stakeholders must take on a range of
responsibilities from raising awareness of the key issues
to providing the technical products and services that
will make up the transformed customer-centric
technology infrastructure. WTTC understands the
important role these stakeholders play and is taking
proactive steps to ensure they have an opportunity to
participate.

These external stakeholders take on the responsibility
for:

 Facilitating standards

* Representing constituencies

« Fostering fair competition

 Distributing knowledge and insight

e Creating the technology “building blocks”
* Incorporating cross-industry expertise

« Developing thought leadership.
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5. This report

This report presents work undertaken on the two
projects initiated by the Task Force. The Accenture
White Paper is set out in full in Part Two, and is
supported by a PowerPoint presentation in Appendix
I1. The White Paper provides the ‘route map’ for the
evolution from transaction orientated systems to
consumer-focussed distribution.

The research into ‘Critical Stakeholders for the
Future of eTourism’, prepared by Dr. Dimitrios
Buhalis, provides additional information on external
stakeholders exploring IT and Travel & Tourism and
provides short, medium and long term
recommendations for the industry to adopt. The
research is set out in full in Part Three of this report.

6. Next steps

The WTTC IT/E-Commerce Task Force will meet
again to plan the next steps. This might involve
dissemination of this report and construction of a
new vision/model of consumer needs and
behaviour. Such a model might then be used to
encourage software developers to construct systems
aimed at making Travel & Tourism more efficient and
customer-centric. Such a model would also give a
financial analysis of the need for investment and
research into IT/E-Commerce for the industry.



APPENDIX I:

MEMBERS OF THE IT/E-COMMERCE TASK FORCE

CHAIRMAN
Paolo Mantegazza
President & CEO
Globus & Cosmos Inc

WTTC MEMBERS
Paul Blackney

President & CEO
Worldspan

Bill Brindle
Director of Ecommerce
Hogg Robinson plc

Dr Dimitrios Buhalis
Director, Centre for eTourism Research
University of Surrey

Tan Sin Chong
MD, E-commerce Division
Reliance Pacific Berhad

Dinesh Dhamija
Founder & CEO
ebookers plc

Bernard Frelat
President & CEO
Rail Europe Group, Inc

Tony Gavin
IT Manager
Gullivers Travel Associates

Tony McKinnon

President/CEQO, North American National
Marketing

Amadeus Global Travel Distribution

David Morton
Regional Marketing Manager, UK & Ireland
Sabre Holdings Corporation
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Patrick O’Shea
Chief Market Development Officer
FAR&WIDE Travel Corporation

Mike Parks

Senior Vice President & General Manager for
Worldwide Travel Distribution

Worldspan

Nick Price
Director of Technology
Mandarin Oriental Hotel Group

James Robinson 111
General Partner
RRE \Ventures

Bruce Rosenberg
Senior Vice President, eBusiness & Distribution
Hilton Hotels Corporation

Rui Silvestre
Operational General Manager
Group Espirito Santo

Julian Sparkes
Global Travel Services Managing Partner
Accenture

Patrice A.Vinet
Partner
Accenture

Graham Wason
Vice President, Strategy & Development
World Travel & Tourism Council

WTTC COORDINATOR

Rebecca Bloom
Project Manager



CHAIRMAN:

SIR IAN PROSSER
Chairman

Six Continents PLC

VICE CHAIRMEN:
DoNALD CARTY

Chairman, President & CEO
American Airlines

JEAN-MARC EsPALIOUX
Chairman of Management
Board & CEO

Accor S.A.

ANDRE JORDAN
Chairman
Lusotur S.A.

JONATHAN S. LINEN
Vice Chairman
American Express Company

VINCENT A. WOLFINGTON
Chairman
Carey International, Inc.

EXECUTIVE COMMITTEE:
PETER ARMSTRONG

President & CEO

Rocky Mountaineer Railtours

PHILIPPE BOURGUIGNON
Chairman & CEO
Club Méditerranée

STEPHEN BOLLENBACH
President & CEO
Hilton Hotels Corporation

SEBASTIAN ESCARRER
Vice Chairman
Sol Melia

EDouARD ETTEDGUI
Managing Director
Mandarin Oriental Hotel Group

MAURICE FLANAGAN CBE
Group Managing Director
Emirates

MICHAEL FRENZEL
Chairman
Preussag A.G.

Davib House

Group President, Global Network
and Establishment Services
American Express Company

RICHARD R. KELLEY
Chairman
QOutrigger Enterprises, Inc

GEOFFREY J.W. KENT
Chairman & CEO
Abercrombie & Kent

J.W. MARRIOTT, JR.
Chairman & CEO
Marriott International, Inc

DavID MICHELS
Group Chief Executive
Hilton International

P.R.S. OBEROI
Chief Executive
The Oberoi Group

HENRY SILVERMAN
Chairman & CEO
Cendant Corporation

JONATHAN TISCH
Chairman & CEO
Loews Hotels

BRETT TOLLMAN
Vice Chairman
The Travel Corporation

GLOBAL MEMBERS:
AKBAR AL BAKER

CEO

Qatar Airways

GIOVANNI ANGELINI
CEO & Managing Director
Shangri-La Hotels & Resorts

DavID AZEMA
Chairman & CEO
Eurostar Group Ltd

DaviD BABAI
Chairman
Gullivers Travel Associates

PHIL BAKES
Chairman & CEO
FAR&WIDE Travel Corporation

TED BALESTRERI
Chairman & CEO
Cannery Row Company

GORDON BETHUNE
Chairman of the Board & CEO
Continental Airlines

PAuL BLACKNEY
President & CEO
Worldspan

MARILYN CARLSON NELSON
Chairman & CEO
Carlson Companies, Inc

ALUN CATHCART
Deputy Chairman
Avis Europe Plc

U. GARY CHARLWOOD
Founder, Chairman & CEO
Uniglobe Travel
(International) Inc.

CHEONG CHOONG KONG
Deputy Chairman & CEO
Singapore Airlines

JENNIE CHUA
President & COO
Raffles International
Hotels & Resorts

DINESH DHAMIA
Chairman & CEO
ebookers.com plc

Rob EDDINGTON
Chief Executive
British Airways plc

BERNARD D. FRELAT
President & CEO
Rail Europe Group, Inc.

WiLLIAM H. FRIESELL
Chairman & CEO
Diners Club International

DATO’ GAN ENG KWONG
Group Chairman
Reliance Pacific Berhad

LAURENCE GELLER
Chairman & CEO
Strategic Hotel Capital

MAuRICE H. GREENBERG
Chairman & CEO
American International
Group, Inc.

PHILIP HAAN

Executive VP International,
Sales & Information Services
Northwest Airlines

ANTHONY HARRIS
Chief Executive
Hilton International

RICHARD HELFER
Chairman & CEO
Raffles International
Hotels & Resorts

JAMES HENSLEY
President
Allied Europe

STEPHEN HOLMES
Vice Chairman
Chairman & CEQO,
Hospitality Division
Cendant Corporation

RAIMUND HoscH
President & CEO
Messe Berlin GmbH

DIETER HUCKESTEIN
President, Hotel Operations,
Owned & Managed

Hilton Hotels Corporation

XABIER DE IRALA
Chairman & CEO
Iberia

CLIVE JACOBS
Chairman & CEO
Holiday Autos Group

José MARTINS DE JESUS
COO
Sonae Turismo Gestao Servicos

NuNoO TRIGOSO JORDAO
President & CEO
Sonae Turismo Gestao Servicos

SoL KERZNER
Chairman & CEO
Sun International Hotels Ltd

NiGeL KNOwWLES
Managing Partner
DLA

CRAIG KOCH
President & CEO
The Hertz Corporation

KRISHNA KUMAR
Managing Director
The Taj Group of Hotels

HANS LERCH
President & CEO
Kuoni Travel Holding Ltd

FaBIO MANTEGAZZA
Chairman
AVRO Plc

PAOLO MANTEGAZZA
President & CEO
Globus & Cosmos Inc

MANUEL MARTIN
Partner
CyberDodo Productions Ltd

1sSAO MATSUHASHI
Chairman of the Board
JTB Corp.

PauL McMaNus
President & CEO
The Leading Hotels of the World

MARK MILLER
President & CEO
Galileo International

ALAN MuULALLY
President & CEO
Boeing Commercial Airplanes

JOHN M NOEL
President & CEO
Noel Group

Tom NuTLEY
Managing Director
Reed Travel Exhibitions

ALAN PARKER
Managing Director
Whitbread Hotel Company

DIONISIO PESTANA
Chairman
Group Pestana

STEFAN PICHLER
Chairman & CEO
Thomas Cook AG

DAvID RADCLIFFE
Chief Executive
Hogg Robinson plc

Jay RAasuLo
Chairman & CEO
EuroDisney S.C.A.

CARL RUDERMAN
Chairman
Universal Media

TERESA SANTOS
Managing Director
Group Espirito Santo

ROBERT SELANDER
President & CEO
MasterCard International

PER SETTERBERG
CEO
Global Refund Holdings A.B.

STl

ERIC SPECK

Executive Vice President
Group President, Travel,
Marketing and Distribution
Sabre Holdings Corporation

BARRY STERNLICHT
Chairman & CEO
Starwood Hotels & Resorts
Worldwide, Inc

LALIT SURI
Chairman & Managing Director
Bharat Hotels Ltd

IAN SWAIN
Chairman & CEO
Swain Travel Services Inc

KATHLEEN TAYLOR

President

Worldwide Business Operations
Four Seasons Hotels and Resorts

José ANTONIO TAZON
President & CEO
Amadeus Global Travel Distribution

JEFFREY TOFFLER
Chairman
Coventry Partners

MusTAFA TURKMEN

CEO & Managing Director
Enternasyonal Tourism
Investments, Inc.

Yapi Kredi Bank of Turkey

PATRICE VINET
Partner
Accenture

TREVOR DE VRIES
Deputy Managing Director
Mondial Assistance S.A.

JURGEN WEBER
Chairman
Lufthansa German Airlines

HANI A. Z. YAMANI
Executive Chairman
Air Harbour Technologies

HONORARY MEMBERS:

LORD MARSHALL OF KNIGHTSBRIDGE
Chairman

British Airways plc

SIR FRANK MOORE, AO
Chairman
Taylor Byrne Tourism Group

FRANK OLSON
Chairman of the Board
The Hertz Corporation

GERARD PELISSON
Co-Chairman, Supervisory Board
Accor S.A.

TOMMASO ZANZOTTO
President
TZ Associates Ltd.

CHAIRMAN EMERITUS:
James D. RosINsON 111
General Partner

RRE Ventures

IMMEDIATE PAST CHAIRMEN:
Harvey GoLus

Retired Chairman & CEO
American Express Co.

WTTC Chairman (1996 — 2001)

RoOBERT H. BURNS

Chairman

Robert H Burns Holdings Limited
WTTC Chairman (1994 — 1996)

PRESIDENT:
JEAN-CLAUDE BAUMGARTEN
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