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1. Executive Summary

Travel and Tourism is a key sector in today's world economy. Europe, besides being an
important source of travellers, represents 40% of the sector as a destination. However,
Europe is losing out to other emerging destinations in the Middle East, South America and
Asia. Likewise, competition arising from Internet travel sites is also seizing revenue from
European travel agencies. Yet, currently, there is a gap in the services Internet travel-related
sites can offer. On-line travel services cannot yet fully replace the experienced travel agent
who acts as a travel advisor and can realize a customer’s personal or business travel needs.

Travel agencies most affected by these changes are the Independent Travel Agencies
(ITAs): small travel agencies with a reduced number of offices and employees. ITAs with
similar interests usually join together and form a Travel Agency Group (TAG) with the
purpose of representing themselves with a stronger voice when negotiating contracting
conditions with service providers.

ITAs know their customers. They have basic contact information needed for customer
identification. However ITAs could collect more customer data and use it to their benefit if
they had customer relationship management (CRM) and business intelligence (BI) tools, but
these tools are expensive, and ITAs lack the financial assets and capability to invest in these
new technologies that could help them expand their sales channels and increase their
customers’ satisfaction; moreover, these tools are of limited use if only used with the small
guantities of customer information that a single agency typically owns. Nonetheless, as ITAs
form TAGs to unify their negotiating force, they could also consolidate their data. Thus
providing a critical mass from which to produce valuable analytical reports.

TravelCRMGrid is an e-commerce travel solution that will offer Bl tools, capable of
generating business intelligence reports within the travel sector. This will help individual
travel agencies understand better the needs of their customers, improve their services, and
increase customer loyalty. TravelCRMGrid is based on a Grid platform, comprising Fura,
GRIA, OGSA-DAI, and the SLA Monitoring and Evaluation BEINGRID component. It is
capable of integrating and pooling CRM and BI applications in order to achieve massive and
secure processing of CRM and Bl data across different domains, leading to Bl reports. This
solution, based upon the analysis of federated data, will be marketed following a Software-
as-a-Service model.

The resulting Bl reports will help managers better understand their business and make more
intelligent business decisions, such as, what to buy from wholesalers or how to create
effective and focused marketing campaigns. By focusing on more profitable strategies, ITAs
will be able to offer high-value personalized travel services to their customers at reasonable
prices and effectively compete in an arena currently reserved to large companies — who can
afford CRM and Bl in-house solutions and have enough data to make their use worthwhile.

There are no direct competitors for Travel CRMGrid. Those big corporations that have their
own CRM solution would not gain any business advantage in selling it as a service to other
smaller players, mainly seen as competitors.

The commercial team of TravelCRMGrid will target TAGs whose members are in need of
developing efficient marketing and promotional activities, but lack the knowledge or
information to do so. The first target markets will be those where the TravelCRMGrid
business partners have marketing and commercial resources, starting in Europe with Spain,
Italy and Portugal and then later India, the Persian Gulf, Argentina, Brazil, Colombia, Chile
and Mexico.
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ITAs usually pay monthly fees to their TAGs for services. The costs of these services vary
between 80 and 150 € per month. The initial estimate is that in Europe a monthly quote of
100 € will be accepted by independent travel agencies for TAG services with the
enhancements offered by TravelCRMGrid. Considering the market presence and the
commercial and marketing resources of the business partners in each country,
TravelCRMGrid should break even within the first year, and achieve about 4,000 subscribed
ITAs in three years with a profit close to one million euros.
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2. Introduction

This document captures the story of how Grid technology can benefit Independent Travel
Agencies that collaborate as a Travel Agency Group. The story is separated into key
chapters of interest that stand on their own or all the sections can be read in order to obtain
the complete story. A concise overview can be found in the Executive Summary (Section 1).
An introduction to the Travel industry can be found in the Background (Section 3). A chapter
on Technical details (Section 4) describes Travel CRMGrid and how Grid computing is key to
its design, development and strength. The Business chapter (Section 5) looks into the
business and market details and the added-value that TravelCRMGrid will offer. Finally the
Conclusion (Section 6) summarises the technical and business benefits of TravelCRMGrid.

2.1 References

[1] Design Specification, Deliverable D4.21.1,
https://portal.atosorigin.es/pls/portal30/docs/FOLDER/BEINGRID_PROJECT_AREA/A
CTIVITY_4_PUBLIC_AREA/D4251DESIGNSPECIFICATION/O6UPDATED/BEINGRID
_D4.21.1_BE21_DESIGN_SPECIFICATION_V1.3_0.PDF, viewed 17" February 2009

[2] BEZ21 Exploitation Plan, Deliverable D4.21.3, Version 1.9,
https://portal.atosorigin.es/pls/portal30/docs/FOLDER/BEINGRID_PROJECT_AREA/A
CTIVITY_4 PUBLIC_AREA/DAX3EXPLOITATIONPLAN/OSUPDATE/BEINGRID_D.4.2
1.3 _BE21_EXPLOITATION_PLAN_V1.9.DOC, viewed 17" February 2009

[3] Business Intelligence definition, http://en.wikipedia.org/wiki/Business_intelligence,
viewed 17" February 2009

[4] World Travel and Tourism Council website, http://www.wttc.org/, viewed 17"
February 2009

[5] World Tourism Organization, http://www.unwto.org/, viewed 7™ April 2009

[6] Credit Suisse, Swiss Travel Market Report, ‘Dynamic Travel Agency Sector Despite
Internet Competition’, http://www.credit-suisse.com/upload/news-live/40504_1001.pdf,
viewed 17" February 2009

[7] Desticorp report, ‘Why Web Services and Grid Computing will Turn the Travel
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http://www.desticorp.com/whitepapers/web_services_tandt.doc, viewed 17" February
2009

[8] Federacion de Cajas de Ahorros Vasco-Navarras report, ‘Travel Agencies Sector in
the Autonomous Community of the Basque Country’,
http://www.fcavn.es/English/Publicaciones/Informes_sectoriales_de_la_CAPV/62.asp,
viewed 17" February 2009

[9] The Yankee Group Customer Relationship Management Strategies, ‘The Financial
Realities of CRM: A Guide to Best Practices, TCO and ROI’,
http://assets.gate58.net/crm/whitepaper/maximizer/Financial_Realities_of CRM_A_Gui
de_to_Best_Practices TCO_and_ROI1.pdf, viewed 17" February 2009

[10] GridSystems website, Fura, http://www.gridsystems.com/
[11] GRIA website, http://www.gria.org/, viewed 7" April 2009
[12] OGSA-DAI website, http://www.ogsadai.org.uk/, viewed 17" February 2009
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[13] Pentaho website, http://www.pentaho.com/, viewed 17" February 2009
[14] ORBIS, http://www.pipeline.es/productos/orbis.htm, viewed 7" April 2009
[15] Beroni, http://www.beroni.com/, viewed 7™ April 2009

[16] SAP CRM, http://www.sap.com/solutions/business-suite/crm/index.epx, viewed 7" April
2009

[17] PeopleSoft, http://www.oracle.com/applications/peoplesoft-enterprise.html, viewed 7™
April 2009

[18] SIEBEL, http://www.oracle.com/applications/crm/siebel/index.html, viewed 7" April
2009

[19] OpenTravelCRM, http://www.opentravelcrm.com/, viewed 17" February 2009
[20] CRM Salesforce, http://www.salesforce.com/uk/, viewed 7" April 2009

2.2 Glossary of Acronyms

Acronym Definition

ASP Application Service Provider
B2B Business to Business

B2C Business to Customer
BEINGRID Business Experiments in Grid
Bl Business Intelligence

CRM Customer Relationship Management
D Deliverable

GDP Gross Domestic Product

ITA Individual Travel Agency

ITAs Individual Travel Agencies
SaaS Software as a Service

SOl Service Oriented Infrastructure
SP Service Provider

TAG Travel Agencies Group
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3. Background
3.1 The Industry

The importance of the Travel and Tourism sector in today’s world economy and in Europe’s
financial stability is unquestionable. If Europe as a whole is considered as one tourist
destination and one market, it is the most visited region in the world and represents about
40% of the market sector. Yet, Europe is suffering a slower growth rate than other countries
[4] because competing destinations are emerging and developing further with cheaper
innovative products and services [5].

Independent travel agencies (ITAs) are small “neighbourhood-style” agencies that specialize
on targeting and serving the needs of one or more special niche markets: residents of an
area, which might mean similar tastes/economic profiles, or demographic traits (age, country
of origin, religion, family status, etc), or an interest or activity such as sports. A Travel Agency
Group (TAG) is a group of independent travel agencies that join together in order to develop
common contracting, marketing and promotional activities. Their corporate structure can be:

1) a chain of travel agencies, owned by the same corporation,

2) a franchised chain with central offices and defined common policies and business model
but owned by each independent entrepreneur,

3) acompany owned by a group of entrepreneurs, giving travel services to the group.

ITAs are affiliated to one and only one TAG in order to obtain access to services under
special conditions that the TAG has obtained from its providers. By contracting TAG
services, ITAs gain a commission, and if an ITA is active enough, it also obtains an
overriding commission: this is a payment from the supplier in the form of discounts once a
threshold on the volume of sales has been reached. TAGs can gain an overriding
commission from both the global contracting activity of the group and from the fees charged
to ITAs for the services.

Travel agencies (a central source of income for the travel industry) are constantly requested
to attend to more demanding and better informed customers with better services [8]. The
internet is not only a competing force but also a source of information that is creating more
savvy travellers, forcing travel agencies to renew and improve the quality of their services.
Yet, according to some sources, “the internet is still not a serious competitor [for travel
agencies] when it comes to tours and more complex products”. Indeed, it is claimed that
“professional, personal advice and the optimum matching of products to customer needs are
vital success factors for the travel agencies” [6]. The main purpose behind Travel CRMGrid is
to offer added-value travel services to travel agency groups (TAGs) and their affiliated
independent travel agencies (ITAs), so they can improve and personalize the rapport with
their customers.
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4. Technical Overview
4.1 Applicability and contribution of Grid computing

The vast majority of travel agencies are either small or medium size enterprises that lack the
financial assets to invest in the new technologies that could help them create better services
as these tools are usually very expensive proprietary solutions that do not address the
agencies’ specific needs. ITAs (Independent Travel Agencies) are aware that they could use
these tools in order to increase and improve their customers’ satisfaction levels, but these
must be adapted to their needs and offered at an affordable price before they can be
adopted in practice. Travel CRMGrid is designed with these ITAs in mind.

TravelCRMGrid was conceived to create a business intelligence (Bl) [3] tool, capable of
generating BI reports within the travel sector to help independent travel agencies understand
better the needs of their customers, improve their services, and increase customers’ loyalty.

The resulting BI reports will help managers decide, for instance, what or how to buy from
wholesalers as well as create “intelligent” marketing campaigns, announcing offers in
accordance with the expected upcoming behaviour based on, for instance, customer
responses, seasonal periods, or other cycles of the sector. The ultimate goal is to allow ITAs
to find a way to best serve their customers, anticipating their needs and having the
information at hand to efficiently find the right travel package and sell it.

Today, ITAs simply “know” their customers and have the basic contact information that is
needed for administration purposes such as invoicing. ITAs could benefit from collecting
more customer data; however, they lack the tools to analyze and value that additional
information. At the same time, ITAs do not even consider investing in tools for analyzing
customer data because the amount of information (customers) owned by ITAs is not enough
to carry out quality data-mining analysis; without enough data, patterns discovered through
data-mining analysis could be faulty or meaningless. Pooling together data from different
ITAs is not a consideration at the moment because each ITA has chosen its own storage
provider and solution (meaning that data formats are not necessarily compatible), and ITA
see their customer data as their major asset, not trusting the control to just anyone.
Furthermore, the cost of producing this “business intelligence” is too high to justify
investment in it; ITAs simply lack the financial capability.

A solution based on Grid technology can address these challenges. Grid computing is
specifically concerned with allowing strategic partners to share distributed computing, data
and storage resources. For ITAs, a Grid solution can integrate heterogeneous Bl solutions,
data sources, and computing resources, to pool together data from different storage
providers from ITAs that belong to the same TAG, apply an anonymization filter before the
data is processed, and produce conclusive Bl reports. Bl reports can be made available
according to an affordable Software as a Service (SaaS) model, that agencies will be able to
financially support. TravelCRMGrid will bring a solution to the issues of having enough
quality data to carry out extended data-mining, while protecting personal data, and remaining
affordable to individual ITAs.

4.2 TravelCRMGrid

TravelCRMGrid will deploy, on top of a Grid infrastructure, an e-commerce travel solution
service capable of integrating and pooling customer data from ITAs that belong to the same
TAG in order to perform massive and secure processing of the data (CRM data) and to
generate business intelligence for them. Travel CRMGrid will, therefore, integrate CRM and
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Bl applications in order to generate Bl reports. This CRM + Bl solution based on federated
data will be marketed following a Software-as-a-Service model, through a Portal, to the
agencies that subscribe to the service.

Analyzed and segmented by demographics, Business Intelligent (Bl) reports will include
information on searches, results returned, actual bookings, and customer profiles. These
reports will be sent back automatically and periodically to TAG and ITA managers who will
analyze the findings before making business decisions. Some more specific Bl reports could
be delivered on demand.

TravelCRMGrid will help individual travel agencies face competition by offering high-value
personalized travel services for their customers at competitive prices. Thanks to the
implications of a Grid solution provided as SaaS, small and medium travel agencies will be
able to profit from:

the competitive advantage of distributed processing, offered at an affordable price,
not having to invest in licenses, equipment, or technical know-how,
thus, allowing them to focus on their core business.

The resulting reports will give these agencies the opportunity to learn more about their
customers, optimize their processes and strategies, and offer high-value personalized travel
services, which, in turn, will cut costs and increase revenue.

The consumers of this new service, the ITAs, will obtain a CRM application product
enhanced with Bl capabilities, which they lack at the moment. If they adopt Travel CRMGrid,
these small travel agencies will be able to offer high-value personalized travel services to
their customers at reasonable prices, and thus, really compete in an arena now dominated
by large companies; the few for whom it does make sense to own an in-house solution.

It is foreseen that these reports will include segmented analysis of clients’ profile per quarter
and year, segmented analysis of turnover per quarter and year, and the solution will make it
possible to generate and send segmented and customized newsletters to ITAS’ clients.

Bl reports could help managers decide, for instance, what or how to buy from wholesalers as
well as make efficient and targeted marketing campaigns, announcing proposals that will fit
to a customer’s expected behaviour based on customer responses, seasonal periods, or
other cycles of the sector. Other proactive actions that these reports may trigger are: the
design of new products/services; the selection of new channels; or, the adoption of new
packaging schemes. The strategy of every player in the value chain may be affected as a
result of these reports. The ultimate goal is to find the way to best serve the customer, and in
this context, to have at hand, or efficiently find, the right travel package and sell it, even
anticipating travellers’ requests.

Travel CRMGrid involves gathering the data from different travel agencies in order to pool a
sufficiently large amount of information to allow the generation of sensible BI. This enables
the creation of a business based on providing CRM+BI services to these agencies.
Travel CRMGrid is based on a Grid platform, comprising: Fura, GRIA,O0GSA-DAI, and the
SLA Monitoring and Evaluation BEInGRID component. It is capable of integrating and
pooling CRM and BI applications in order to achieve massive and secure processing of CRM
and Bl data across different domains, and making the results accessible to multiple end
users with a common back-end [1]. Fura is a “core grid infrastructure that virtualizes
applications, optimizes service delivery, and simplifies the management of a virtual
computing environment; it can seamlessly interoperate with other crucial elements of the
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core infrastructure, including systems management, application servers, data-caching, and
distributed databases” [10]. GRIA is a “service-oriented infrastructure (SOI) designed to
support B2B collaborations through service provision across organisational boundaries in a
secure, interoperable and flexible manner” [11]. OGSA-DAI is a “middleware solution that
allows resources, such as relational or XML databases to be accessed via the Grid” [12]. The
Business Intelligence is provided by the open source Pentaho software suite [13].

4.3 Architecture

An overview of the actors and components involved in Travel CRMGrid is shown in Figure 1.
The components Travel CRMGrid provide are shown boxed by a red line. These include an
adaptation of the existing Versys Portal, access to Storage Providers, and the Business
Intelligence tool — reports for the Travel Agency Group (TAG) and Independent Travel
Agencies (ITAs). The remainder of the diagram shows existing interactions.

Valadis Service Provider
: Versys Hotel
Valadis / Wholesaler Chains
- Portal i |nc°ming
Hotel Agencies
Valadis kil
CRM Wholesalers
Incoming
Agencies Sources
of information
Customers

' = ,,,,_,_,,,_.,_,_

Standard | .
report for

Figure 1: TravelCRMGrid solution overview.

A diagram of the CRM+BI solution enabled by Travel CRMGrid is shown in Figure 2. The
Service components of GRIA are installed at the Bl Service Provider and each Storage
Provider. The GRIA service at a Storage Provider includes OGSA-DAI: this is a Storage
Service. GRIA clients are used by the Fura Agents, to access the Storage Services, and at
the Portal to provide access to the Storage Services and the Bl Service. The Bl Service uses
Fura to access computing resources.
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Figure 2: CRM+BI solution processed by Travel CRMGrid.

A web based Portal provides access for the ITAs and TAG users. An ITA user logs in to the
portal using a username and password. They can then upload their CRM data (step 1). Each
ITA can choose its own Storage Provider. (The Storage Provider is chosen outside of the
Travel CRMGrid parameters). Depending on the username, it is known to which ITA the user
belongs and the Storage Provider that ITA contracted beforehand. Travel CRMGrid can then
use the information to connect to whatever Storage Provider the ITA is using to obtain or
save the ITA data. The Portal saves the ITA CRM data to the appropriate Storage Service
(step 2).

A TAG user also logs on using a username password. They access the Bl Service using the
Portal. Three kinds of actions are supported:

force data consolidation (step 3),
request a Bl report (step 7)
monitor which ITAs are sharing their data with the Bl service

The data consolidation is done periodically, but a ‘force data consolidation’ action is provided
to make sure that all available data is used. When the ‘force data consolidation’ action is
requested, the GRIA service linked to the Bl Service launches a data consolidation job using
the Fura Server (step 4). Each available Fura Agent collects the CRM data from a certain
Storage Service (step 5). The data is finally consolidated in the Bl service (step 6). The Bl
Service is provided using the Pentaho Bl software suite.

When a TAG user requests a Bl report, the Bl Service uses the data available in Pentaho.
The user provides certain parameters of interest, for example they could request a report on
customer age within a certain region that the TAG covers. The Bl Service uses the Pentaho
software to generate the report.

The TAG user can monitor whether the different ITAs are sharing their data. To do this a job
is launched through the portal. The job picks up information provided by the SLA Monitoring
and Evaluation component. The use of the SLA Monitoring and Evaluation component is
described in more detail in Section 4.5.
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4.4 User Interface

The user interface for both ITA and TAG users is a web based Portal. Some examples of the
user interface when performing the steps described in the previous section is shown here.
Client CRM data entered by an ITA user is shown in Figure 3.

Figure 3: Form for entering ITA client data.

A TAG user logs into the Portal and can generate Bl reports. The user can select the output
format and provide input parameters to focus the report on the data the user is interested in,
see Figure 4.

Figure 4: TAG user requesting a report.

In this case the report was requested as a PDF. This is returned to the TAG user once the
report has been generated by the TravelCRMGrid Bl service. An example of the report
content is shown in Figure 5.
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Figure 5: Example report generated by Travel CRMGrid.

4.5 SLA Monitoring and Evaluation for GRIA

The SLA Monitoring and Evaluation component is used to audit the sharing of data by ITAs.
The following diagram, Figure 6, shows the integration of the component within
Travel CRMGrid.

Figure 6: SLA Monitoring and Evaluation integration.

The SLA Monitoring and Evaluation component works in the following way:

When the GRIA service at the Storage Provider is started, the subscriber component
sets what component(s) must be notified when an SLA violation is found. For
Travel CRMGrid a limit in the number of queries to the ITAs customer data base in a
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certain period of time is monitored. The component monitored is the consumer in the
Bl service.

Each time a data consolidation is made, the queries are registered. If an SLA
violation occurs, the SLA M&E component throws a notification to the consumer
component. This is represented by green arrows in the diagram. The consumer
component receives the notification and registers the information internally.

When the TAG wants to check whether the different ITAs are sharing their data a job
is launched through the portal. That job gathers the information from the internal
register of the consumer component and sends it to the portal. This is represented in
the diagram by the orange arrows.

So, for example, say that the automatic data-consolidation process will happen once a day
(at night). A threshold value to watch for can be configured in the SLA component. For this
example the threshold is defined as twenty queries in a month, (though obviously this would
not fit a demo scenario, it could be realistic for the production environment). If at least twenty
queries are made in a month then the ITA has successfully shared its data with the BI
service. Thus the ITA has the right to receive the associated benefits (whatever they are).

When the threshold condition is fulfilled (when the "twenty" value is reached), an event is
launched. Different consumer services can capture the event and do different actions, for
instance write to a log file or be shown on demand in the Portal, see Figure 7.

Figure 7: TAG user can monitor whether ITAs are sharing data.
An example of the log is shown:

At 07/04/2009 08:38:52 a constraint for Royal Travel was violated. Limt: 2.0. Value: 4.0
At 07/04/2009 09:08:55 a constraint for King Travel was violated. Limt: 2.0. Value: 5.0

This shows the minimum query threshold has been set to two and that both ITAs have
exceeded this, indicating that they have successfully shared enough data.

46 Grid Middleware

The processing of the BI reports will be done through the use of Grid technology. Grid
middleware is specifically designed for scenarios requiring seamless management data
management, processing, security and delivery amongst distributed partners. The Grid
platform will be based on Fura, GRIA and OGSA-DAI.
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46.1 Fura

Fura is a self-contained Grid middleware that allows the Grid enablement and distribution of
applications on heterogeneous computational resources, and its architecture is based on
plug-ins that allow Grid services to be extended or replaced, and new ones developed,
reusing existing components.

4.6.2 GRIA

GRIA is a service-oriented infrastructure (SOI) designed to support B2B collaborations
through service provision across organisational boundaries in a secure, interoperable and
flexible manner. GRIA uses Web Service protocols based on key interoperability
specifications. GRIA is available free and open source. The following components of GRIA
are used:

Basic Application Services (for report generation)
Service Provider Management (SLAS)
OGSA-DAI service
GRIA client

4.6.3 OGSA-DAI

TravelCRMGrid uses the OGSA-DAI component for GRIA. OGSA-DAI is a free and open
source middleware product that allows data resources, such as relational or XML databases,
to be accessed via web services. An OGSA-DAI web service allows data to be queried,
updated, transformed and delivered. OGSA-DAI web services can be used to provide web
services that offer data integration services to clients. OGSA-DAI web services can be
deployed within a Grid environment. OGSA-DAI thereby provides a means for users to Grid-
enable their data resources.
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5. Business Aspects

TravelCRMGrid is expected to create a trust federation among small travel agencies that will
allow them to share customer data in order to generate business intelligence to support their
decision making process. The outcome will be evaluated as positive if the adoption rate of
the ITAs that belong to the first end-user TAG is high (i.e. more than 50%) after the first year.
Some other expected benefits are more effective and less expensive marketing campaigns,
which in turn will result in increased customer satisfaction, and thus customer loyalty and
revenue.

5.1 Partners

On the technical side are GridSystems and IT-Innovation. Both are Grid middleware
providers and integrators that each bring a different expertise within the Grid technology field.
GridSystems’ forte is process optimization for distributed computing and data transformation,
and easy virtualization and dynamic management of software and resources. IT Innovation’s
speciality is in supporting the infrastructure for B2B collaborations through service
provisioning across organisation boundaries. These two partners will be responsible for
creating the optimized and Grid-enabled version of CRM+BI processing.

Valadis is a Technology and Service Provider whose core business is offering ASP e-
commerce travel services. All tools developed are integrated in Valadis’ technological
platform and will be made available through the Internet and under the philosophy of low-cost
business models. Valadis Manager, for instance, focuses on the contracting and sales
process of travel providers and gives them tools that allow for the managing of multiple
providers, comparing contracting conditions (rates, credit conditions, release, product
availability, etc.) and facilitates choosing the most adequate provider for each transaction.
Valadis acts as a business consultant in TravelCRMGrid and as a provider of the technical
platform.

Versys is a worldwide e-commerce provider of travel services — hotels, groups, circuits,
excursions and MICE (meeting, incentive, conventions and exhibitions) etc — among travel
agencies. Their business is to give their clients tools for an improved and personalized
relationship with their customers. Valadis and Versys act together as service providers to
commercialize the travel services among Versys’ clients, and as travel consultants.

Avantours is a TAG and the BE end-user; it is a cooperation of 80 ITAs that negotiates with
wholesalers and works toward offering the best services for its affiliated Travel Agencies.

The short-term goal of the experiment is to create a business-intelligence solution that,
through the infrastructure and services of the first three partners (GridSystems, IT Innovation,
and Valadis), the fourth partner (Versys) will market, selling it as a service. The first
customer, Avantours, will then offer Travel CRMGrid to its associated members (travel
agencies). Later on, Versys will also offer this service to other travel agency groups and
directly to travel agencies through its on-line portal.

5.2 Target Market

The first market that will be approached is the Spanish market. The partners mentioned
above are well-known established companies. The final product will be offered through a
Saa$S business model. This approach is expected to be acceptable by the end user because
their business is already functioning this way. They already pay for services from the third-
parties that they use to sell their products. ITAs of the first end-user obtain services from their
TAG Avantours; Avantours obtains from Versys packages at discount prices and data
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storage from Valadis; Versys leases Valadis technology to manage their accounts.

At first, ITAs that belong to TAGs will be targeted. During the experimental phase, the actual
target market is those small travel agencies that belong to TAGSs, starting, in particular, with
those that belong to the Avantours group (a group of 80 travel agencies). No major barriers
are expected when entering this market. The tools that will be integrated and deployed into
the Grid platform are owned and/or used by the partners in the consortium. And since the
business idea comes from the needs observed by Valadis, which in this sense is acting as a
business consultant, the adoption of the new technology is expected to be quick and without
major difficulties.

One issue might be a certain unwillingness from travellers to give up some personal
information. . Thankfully, individuals today are used to providing personal information in
many of their daily transactions, so the likelihood that this will occur is very slight. In any
case, a persuading and compensatory plan might be put in place to convince the traveller
that sharing some personal information with the system is safe and worth it. This
compensatory plan will have to be revised on a regular basis if the data collected is deemed
to be insufficient to produce quality BI.

After a first successful deployment with Avantours, the use case, demonstration and
experiences will be presented at fairs and other events for the travel sector. The first target
market will be enlarged to include other travel group corporations such as Edenia and Grupo
Star. This will permit a validation backed-up by 400 more travel agencies.

Further market analysis can be found in the BE21 Exploitation Plan, Section 4, ‘The
Marketing Plan’ [2].

5.3 Competition

There are three types of possible competitors, although none of these are considered direct
competition:

Back-office local providers for travel agencies that are more focused on
administrative solutions; these are very simple CRM tools that offer no business
intelligence functionality. Examples of this are Orbis [14] (by Pipeline Software) or
Beroni [15] (by Beroni Informética, S.L).

Some other international CRM tools that target the travel sector are very complex,
with burdensome usability, higher prices, and focused on B2C scenarios, as well as
large travel agency chains, not on independent travel agencies, and definitely not
travel agency groups

International complex all-round solutions, such as SAP CRM [16], PeopleSoft,
SIEBEL [18]... are very expensive (5000-15000€ per user) [9], are too convoluted for
travel agencies owners and do not specialize in the sector’'s needs.

These are indirect competitors, but their business practices will be monitored to keep
TravelCRMGrid motivated and to continuously improve its services. Plus, were they ever to
become direct competitors, knowing their strengths and weaknesses will help to compete
with them more effectively.

Today, only big corporations make intensive use of existing CRM tools by deploying them in
a corporate data centre and using them internally, enabled by access to budgets that go far
beyond those available to small travel agencies. These big corporations have no interest in
selling their CRM software solution as a service.
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At the same time, there is little interest for ITAs to invest in a CRM tool when they can only
use it with data that belongs to a single agency, since they don’t own enough data to deliver
valuable BI. Currently travel agencies do not share any data between themselves; nor is
there an off the shelf product that would facilitate this by allowing the integration of
heterogeneous data from several ITAs (nor do ITAs have the technical skills to deploy and
configure Grid software, like OGSA-DAI, for themselves).

Focusing on the travel sector, there is a CRM project called OpenTravelCRM [19] that, in its
beta version, announces itself as “a free, web based customer contact management and
marketing system for travel professionals.” OpenTravelCRM could be a future competitor to
TravelCRMGrid for individual ITAs, but it does not serve the needs of TAGs. The fact that
such a project exists only confirms that there is a market for a specialised CRM tool for ITAs.

This product is similar to the more widely known CRM Salesforce [20]. This is a generic CRM
product, not specifically targeted at the travel sector, but is sold as SaaS. Yet neither of these
two products brings the capability of integrating and analyzing input coming from several
sources and databases in order to provide Bl functionality. And because there is no data
integration, they do not implement techniques for optimized processing and distributed
querying. The business model for these products is another consideration: whether it is
based on low-cost, SaaS, models (without license fees and minimal or no deployment effort)
which is what ITAs need. When taking into account all the factors that are valued in the
target market (low cost and travel focus), a figure like the one below is obtained, where it can
be seen how Travel CRMGrid compares to other existing products.

Figure 8: Travel CRMGrid positioning against competitors

With the exception of Travel GRMGrid, none of these solutions adequately satisfies the needs
of TAGs. Travel agencies’ owners and directors do not have enough time and knowledge to
use CRM with positive results, nor do they trust methods for sharing client information. In
order to succeed TAG managers, whom ITAs trust and are usually knowledgeable, should
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lead the promotion of Travel CRMGrid within their network.

At the moment, there are no real providers with BI/CRM solutions that fit the business model
and the needs of TAGs: in other words, there is no Grid-enabled version of a CRM+BI tool
that can be offered at an affordable price to small, ITAs and TAGs.

Further analysis of the competition can be found in the BE21 Exploitation Plan, Section 6,
‘Financial Aspects and Costs’ [2].

5.4 Price and Costs

The small profit margins of travel agencies mean that they can only accept low-cost models;
a TravelCRMGrid service could be charged monthly or quarterly. Travel agencies usually pay
monthly fees to their TAGs for services. The costs of these services vary between 80 and
150 € per month. Usually, there are no direct up-front charges involved as these services, as
with TravelCRMGrid, are SaaS orientated.

Ouir first estimate is that in Europe a monthly figure of 100 € will be accepted by independent
travel agencies. In Portugal prices should be 80 €. While in emergent markets, it has been
assessed that a quote of 50 € will be accepted, excluding the Persian Gulf, where the aim is
for a service fee of 200 € a month because travel agencies are bigger with more employees
that would use this service.

Compensatory plans based on loyalty could be taken into consideration. An agreement
would have to be signed between TravelCRMGrid and a TAG. An effective and active
collaboration of ITAs could benefit the TAG and all of its members, and such an attitude
should be rewarded; the specifics are still under study.

According to the figures above, the following table details the annual potential demand for
TravelCRMGrid within the targeted market:

Travel CRMGrid potential demand

annual potential demand | annual potential | % of total annual

VEGIS
per travel agency demand turnover

million €

European Union

Spain 1,200 4.8 0.1%
Italy 1,200 9.4 0.1%
Portugal 960 0.5 0.1%
Subtotal 14.7

Asia

India 600 3.0 0.1%
UEA 2,400 0.7 0.0%
Saudi Arabia 2,400 0.5 0.0%
Kuwait 2,400 0.4 0.1%
Subtotal 4.6

Latin America

Argentine 600 1.8 0.1%
Brazil 600 3.6 0.1%
Colombia 600 0.7 0.1%
Chile 600 0.9 0.1%
Mexico 600 2.1 0.1%
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Subtotal 9.1
Total 28.4

Table 1: Potential demand for Travel CRMGrid

Considering the market presence of the TravelCRMGrid business partners in each country
and the commercial and marketing resources available in each country listed, the following
market share can be achieved in upcoming years:

. 2010 2011 2012
WEGIS e market market market
customers customers customers customers
share share share
Spain 4,000 400 10% 600 15% 800 20%
Italy 7,840 392 5% 784 10% 1,176 15%
Portugal 500 0 0% 50 10% 75 15%
India 5,000 0 0% 250 5% 500 10%
UEA 300 0 0% 15 5% 30 10%
if;g; 200 ol o% 10| 5% 20| 10%
Kuwait 150 0 0% 8 5% 15 10%
Argentine 3,000 0 0% 150 5% 300 10%
Brazil 6,000 0 0% 300 5% 600 10%
Colombia 1,200 0 0% 0 0% 60 5%
Chile 1,500 0 0% 0 0% 75 5%
Mexico 3,500 0 0% 175 5% 350 10%
Total 33,190 792 2,342 4,001

Table 2: Target market three year forecast

TravelCRMGrid will be licensed to Valadis. Travel CRMGrid includes the Valadis license for
their proprietary CRM solution plus the open source integration of Grid components and will
be offered through the Valadis Portal. Valadis and Versys will commercially exploit
TravelCRMGrid. The processing of the Bl reports will be done through the use of Grid
technology, developed by IT Innovation and GridSystems. The subscription fees will be
charged by Valadis to the ITAs; GridSystems and IT Innovation will receive a percentage of
the profit for basic support of the developed solution; additional professional services
(including training, support or bespoke development) will be negotiated separately on a case-
by-case basis.

5.5 Considerations

The main factor affecting the success of TravelCRMGrid is the inherent dependency this
solution has on the end-user’s approval, trust, and willingness to share its own data. If ITAs
are not willing to contribute their customers’ data to the solution, no useful Bl process can be
achieved. That is the reason why the TAGs are targeted first.

If TravelCRMGrid is sponsored by a TAG, there is a higher probability that its members will
subscribe and submit their own data to the platform. Plus, ITAs will be guaranteed that the
personal information of their customers will remain theirs and private. Only an anonymized
version of their clients’ information will be used for data mining and statistical profiling.

The role played by a commercial force in promoting the solution, giving a strong and effective
marketing message on the benefits of the solution, is crucial to make sure that end-user
reluctance is minimal. Versys’s commercial force has been proven to be successful world-
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wide. They can be relied on to get the right message across to the TAG managers who, in
turn, will convince ITAs not only to subscribe but to share their data.

There has been misuse of data collected by CRM tools in the past that has caused some
negative publicity and money losses in some cases. It will be ensured that privacy and civil
rights are protected when performing data-mining; likewise, filtering techniques and check
points can be put in place to ensure that in no instance will identifiable information be
included in the BI reports sent out.

Likewise, improper customer profiling could be unlawful if inappropriate categories are used.
If not properly assessed, an ill-considered data mining policy can have an adverse impact on
an individual and on enterprises. The strategy is to have Valadis’ legal assessment team
involved in this process.

Unwillingness from travellers to give up any personal information is also a risk. Thankfully,
individuals today are used to providing personal information in many of their daily
transactions, so the probability of this risk occurring is very slight. In any case, putting in
place a persuading and compensatory plan in order to convince the traveller to share some
personal information is under consideration. This plan could be revised on a regular basis if
the data collected is deemed to be insufficient.

Page 24 of 28



Travel CRMGrid

6. Conclusion

TravelCRMGrid will help individual travel agencies face competition by offering high-value
personalized travel services for their customers at competitive prices. Thanks to the financial
benefits of a Grid solution tailored to the needs of strategic business partnerships, small and
medium travel agencies will be able to profit from the competitive advantage of distributed
processing, offered at an affordable price through a SaaS business model. In addition, the
SaaS model hides the technical complexities from the end-users and allows them to focus on
their core business.

Through the deployment of Customer Relationship Management plus Business Intelligence
(CRM+BI) functionality to ITAs through their TAG, travel agents will be able to:

Understand better their primary assets (their customers), in order to serve them better
and increase loyalty

Create behavioural patterns and cluster customers accordingly

Create a unique and shared view of each customer across all travel agencies that
subscribe to the CRM+BI service

Predict responses based on past performance and behaviours
Design marketing campaigns that focus on specific customers’ needs

Reduce the costs of marketing campaigns by just focusing on the targets most likely
to respond favourably

Decide which new products and services are needed and must be developed
Understand better what channels and what packaging schemes are most demanded.

Bl reports could help managers decide, for instance, what or how to buy from wholesalers as
well as make efficient and targeted marketing campaigns, announcing proposals that will fit
the expected customer’s behaviour based on customer responses, seasonal periods, or
other cycles of the sector. Other proactive actions that these reports may trigger are, to name
a few, the design of new products/services, the selection of new channels, or the adoption of
new packaging schemes. The strategy of every player in the value chain may be affected as
a result of these reports. The ultimate goal is to find the way to best serve the customer, and
in this context, to have at hand and efficiently find the right travel package and sell it, even
anticipating travellers’ requests.

Considering the market presence and the commercial and marketing resources of the
business partners Travel CRMGrid should break even within the first year, and achieve about
4000 subscribed ITAs within 3 years with a profit close to one million euros.

Page 25 of 28



Travel CRMGrid

Annex A. License Detalls

Copyright © The University of Edinburgh, 2009
Portions Copyright © Grid Systems, S.A., 2009
Portions Copyright © Valadis System, S.L., 2009
Portions Copyright © Versys Travel, S.L., 2009
Portions Copyright © University of Southampton, 2009

This is a public deliverable that is provided to the community under the license Attribution-NoDerivs 2.5 defined by creative
commons http://www.creativecommons.org

This license allows you to
to copy, distribute, display, and perform the work
to make commercial use of the work

Under the following conditions:

@ Attribution. You must attribute the work by indicating that this work originated from the IST-BEinGRID
project and has been partially funded by the European Commission under contract number IST -
034702

No Derivative Works. You may not alter, transform, or build upon this work without explicit permission
of the consortium

For any reuse or distribution, you must make clear to others the license terms of this work.
Any of these conditions can be waived if you get permission from the copyright holder.

This is a human-readable summary of the Legal Code below:
License

THE WORK (AS DEFINED BELOW) IS PROVIDED UNDER THE TERMS OF THIS CREATIVE COMMONS PUBLIC LICENSE ("CCPL" OR
"LICENSE"). THE WORK IS PROTECTED BY COPYRIGHT AND/OR OTHER APPLICABLE LAW. ANY USE OF THE WORK OTHER THAN AS
AUTHORIZED UNDER THIS LICENSE OR COPYRIGHT LAW IS PROHIBITED. BY EXERCISING ANY RIGHTS TO THE WORK PROVIDED
HERE, YOU ACCEPT AND AGREE TO BE BOUND BY THE TERMS OF THIS LICENSE. THE LICENSOR GRANTS YOU THE RIGHTS
CONTAINED HERE IN CONSIDERATION OF YOUR ACCEPTANCE OF SUCH TERMS AND CONDITIONS.

1. Definitions

a. "Collective Work" means a work, such as a periodical issue, anthology or encyclopedia, in which the Work in its entirety in
unmodified form, along with a number of other contributions, constituting separate and independent works in themselves, are
assembled into a collective whole. A work that constitutes a Collective Work will not be considered a Derivative Work (as defined
below) for the purposes of this License.

b.  "Derivative Work" means a work based upon the Work or upon the Work and other pre-existing works, such as a translation, musical

arrangement, dramatization, fictionalization, motion picture version, sound recording, art reproduction, abridgment, condensation, or

any other form in which the Work may be recast, transformed, or adapted, except that a work that constitutes a Collective Work will not
be considered a Derivative Work for the purpose of this License. For the avoidance of doubt, where the Work is a musical composition
or sound recording, the synchronization of the Work in timed-relation with a moving image ("synching") will be considered a Derivative

Work for the purpose of this License.

"Licensor" means all organisations holder of a copyright as set forth in the header of this License

"Original Author" means the individual or entity who created the Work.

"Work" means the copyrightable work of authorship offered under the terms of this License.

"You" means an individual or entity exercising rights under this License who has not previously violated the terms of this License with

respect to the Work, or who has received express permission from the Licensor to exercise rights under this License despite a

previous violation.

~ooo

2. Fair Use Rights. Nothing in this license is intended to reduce, limit, or restrict any rights arising from fair use, first sale or other limitations on
the exclusive rights of the copyright owner under copyright law or other applicable laws.

3. License Grant. Subject to the terms and conditions of this License, Licensor hereby grants You a worldwide, royalty-free, non-exclusive,
perpetual (for the duration of the applicable copyright) license to exercise the rights in the Work as stated below:

a. toreproduce the Work, to incorporate the Work into one or more Collective Works, and to reproduce the Work as incorporated in the
Collective Works;
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b.  to distribute copies or phonorecords of, display publicly, perform publicly, and perform publicly by means of a digital audio transmission
the Work including as incorporated in Collective Works.

c. For the avoidance of doubt, where the work is a musical composition:

i Performance Royalties Under Blanket Licenses. Licensor waives the exclusive right to collect, whether individually or
via a performance rights society (e.g. ASCAP, BMI, SESAC), royalties for the public performance or public digital
performance (e.g. webcast) of the Work.

ii. Mechanical Rights and Statutory Royalties. Licensor waives the exclusive right to collect, whether individually or via a
music rights society or designated agent (e.g. Harry Fox Agency), royalties for any phonorecord You create from the Work
("cover version") and distribute, subject to the compulsory license created by 17 USC Section 115 of the US Copyright Act
(or the equivalent in other jurisdictions).

d. Webcasting Rights and Statutory Royalties. For the avoidance of doubt, where the Work is a sound recording, Licensor waives the
exclusive right to collect, whether individually or via a performance-rights society (e.g. SoundExchange), royalties for the public digital
performance (e.g. webcast) of the Work, subject to the compulsory license created by 17 USC Section 114 of the US Copyright Act (or
the equivalent in other jurisdictions).

The above rights may be exercised in all media and formats whether now known or hereafter devised. The above rights include the right to make
such modifications as are technically necessary to exercise the rights in other media and formats, but otherwise you have no rights to make
Derivative Works. All rights not expressly granted by Licensor are hereby reserved.

4. Restrictions. The license granted in Section 3 above is expressly made subject to and limited by the following restrictions:

a.  You may distribute, publicly display, publicly perform, or publicly digitally perform the Work only under the terms of this License, and
You must include a copy of, or the Uniform Resource Identifier for, this License with every copy or phonorecord of the Work You
distribute, publicly display, publicly perform, or publicly digitally perform. You may not offer or impose any terms on the Work that alter
or restrict the terms of this License or the recipients exercise of the rights granted hereunder. You may not sublicense the Work. You
must keep intact all notices that refer to this License and to the disclaimer of warranties. You may not distribute, publicly display,
publicly perform, or publicly digitally perform the Work with any technological measures that control access or use of the Work in a
manner inconsistent with the terms of this License Agreement. The above applies to the Work as incorporated in a Collective Work,
but this does not require the Collective Work apart from the Work itself to be made subject to the terms of this License. If You create a
Collective Work, upon notice from any Licensor You must, to the extent practicable, remove from the Collective Work any credit as
required by clause 4(b), as requested.

b. If you distribute, publicly display, publicly perform, or publicly digitally perform the Work or Collective Works, You must keep intact all
copyright notices for the Work and provide, reasonable to the medium or means You are utilizing: (i) the name of the Original Author
(or pseudonym, if applicable) if supplied, and/or (i) if the Original Author and/or Licensor designate another party or parties (e.g. a
sponsor institute, publishing entity, journal) for attribution in Licensor s copyright notice, terms of service or by other reasonable means,
the name of such party or parties; the title of the Work if supplied; and to the extent reasonably practicable, the Uniform Resource
Identifier, if any, that Licensor specifies to be associated with the Work, unless such URI does not refer to the copyright notice or
licensing information for the Work. Such credit may be implemented in any reasonable manner; provided, however, that in the case of
a Collective Work, at a minimum such credit will appear where any other comparable authorship credit appears and in a manner at
least as prominent as such other comparable authorship credit.

5. Representations, Warranties and Disclaimer. UNLESS OTHERWISE MUTUALLY AGREED TO BY THE PARTIES IN WRITING, LICENSOR
OFFERS THE WORK AS-IS AND MAKES NO REPRESENTATIONS OR WARRANTIES OF ANY KIND CONCERNING THE MATERIALS,
EXPRESS, IMPLIED, STATUTORY OR OTHERWISE, INCLUDING, WITHOUT LIMITATION, WARRANTIES OF TITLE, MERCHANTIBILITY,
FITNESS FOR A PARTICULAR PURPOSE, NONINFRINGEMENT, OR THE ABSENCE OF LATENT OR OTHER DEFECTS, ACCURACY, OR
THE PRESENCE OF ABSENCE OF ERRORS, WHETHER OR NOT DISCOVERABLE. SOME JURISDICTIONS DO NOT ALLOW THE
EXCLUSION OF IMPLIED WARRANTIES, SO SUCH EXCLUSION MAY NOT APPLY TO YOU.

6. Limitation on Liability. EXCEPT TO THE EXTENT REQUIRED BY APPLICABLE LAW, IN NO EVENT WILL LICENSOR BE LIABLE TO YOU
ON ANY LEGAL THEORY FOR ANY SPECIAL, INCIDENTAL, CONSEQUENTIAL, PUNITIVE OR EXEMPLARY DAMAGES ARISING OUT OF
THIS LICENSE OR THE USE OF THE WORK, EVEN IF LICENSOR HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.

7. Termination

a.  This License and the rights granted hereunder will terminate automatically upon any breach by You of the terms of this License.
Individuals or entities who have received Collective Works from You under this License, however, will not have their licenses
terminated provided such individuals or entities remain in full compliance with those licenses. Sections 1, 2, 5, 6, 7, and 8 will survive
any termination of this License.

b. Subject to the above terms and conditions, the license granted here is perpetual (for the duration of the applicable copyright in the
Work). Notwithstanding the above, Licensor reserves the right to release the Work under different license terms or to stop distributing
the Work at any time; provided, however that any such election will not serve to withdraw this License (or any other license that has
been, or is required to be, granted under the terms of this License), and this License will continue in full force and effect unless
terminated as stated above.

8. Miscellaneous

a. Eachtime You distribute or publicly digitally perform the Work, the Licensor offers to the recipient a license to the Work on the same
terms and conditions as the license granted to You under this License.

b. If any provision of this License is invalid or unenforceable under applicable law, it shall not affect the validity or enforceability of the
remainder of the terms of this License, and without further action by the parties to this agreement, such provision shall be reformed to
the minimum extent necessary to make such provision valid and enforceable.

c. No term or provision of this License shall be deemed waived and no breach consented to unless such waiver or consent shall be in
writing and signed by the party to be charged with such waiver or consent.
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This License constitutes the entire agreement between the parties with respect to the Work licensed here. There are no
understandings, agreements or representations with respect to the Work not specified here. Licensor shall not be bound by any

additional provisions that may appear in any communication from You. This License may not be modified without the mutual written
agreement of the Licensor and You.
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