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Travel sector turns tech-savvy

Airlines, airpo

rts or railways—the role of technology in travel sector is becoming indispensable.

The new trends in this domain are business analytics and mobility, sense IT-BPO vendors

T MIGHT be hard to recall the last

time you actually went to an airport

and bought your flight ticket, cour-
tesye-ticketingand online booking. Itis
intriguing to witness how a fascinating
industry like travel is increasingly
becomingdependentontechnologyand
BPO support. No wonder, niche IT and
BPO companies are taking the ‘travel,
transport and logistics’ (T'TL) vertical
seriously in their expansion plans. The
new trendsin travelsectoroutsourcing,
which service providerslike NIIT Tech-
nologies, WNS Global Services, Inter-
Globe Technologies (IGT) are seeing
include mobility solutions and busi-
ness analytics. Customers are asking
for much more in deals than what they
asked two years back. They want to
understand consumer behaviour and
want business outcomes rather than
just cliché technology solutions.

The$36billionglobal TTL industry is
growingat an averagerate of 15% year-
on-year. Arvind Thakur, CEO of NIIT
Technologies says, “The opportunity
inthetravel verticalis clearly in mobile
technology. The other area is business
analytics—this helps in  studying
customer base, routes, consumer pref-
erences and trends. As a result, we
create customised packages and offers
for airlines etc. This trend is now
gainingmomentum.”

The vertical contributes 35% rev-
enuetothecompanyandhasbeengrow-
ing at a rate of 25% year-on-year. The
TTL vertical comprises airlines, air-
ports, surface transport and travel dis-
tribution. Airlineslike British Airways
‘contribute the highest to the vertical at
38%. NIIT Technologies has Singa-
pore’s Changi Airportasitsclient.

Throwing light on how mobile tech-
nology will lead the travel vertical,
Vipul Doshi, CEO at InterGlobe 'Deq_h

nologies says, “The maximum internet
transactionshappen inthetravelsector.
Travel e-commerce is on top of the busi-
ness, Mobile apps are there for travel
bookings and check-ins. Recently, mo-
bile hasbeen integrated with social me-

dia and there is an lnsplraﬂonalnhmd iy

coming from new age media.
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There is definitely a change in the
demand of customers over the past two
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years. Explains Keshav Murugesh,
CEO, WNS Global Services, “For a trav-
el company or a travel portal, our em-
ployeesare helpingcustomersin taking
the decision. For instance, when we
tend customer calls for travel compa-

inotheureuuwell_“n you look at

* travel itself, traditionally we serviced .

airlines, but travel is a much broader
word now. We are also servicing hotel
chnins,cmhellmho]ldayp]ayersand

travel portals. We are growing across
travel. When you say travel, it isnot just
airlinealone.”

Even Thakur agrees that in the last
decade, customers wanted companies
to just build technology. But now they
ask IT vendors to improve their busi-
ness. Somost of the people hired today
are domain consultants and Java pro-
grammers by IT companies to serve the
travel vertical.

An aspect which cannot be left
ignored is the present uncertainty in
the economy. Commenting on the slow-
down effects on travel, Doshi from IGT
notes that though the economic slow-
downleadstochange in thedynamics of
thetravel outsourcingindustry, IGThas
not faced any shrinkage. In such
scenarios, clientsmove work fromother
centres from a cost perspective. Hence,
cost cutting in such situations has a
positive impact on the business. It is
true that BPO is more operational
focused and IT discretionary projects
are impacted more during slowdown.
IGT was not impacted even in the 2008
slowdown. Theremightbe pressureson
pricing but IGT gets a premium for its
domain expertise.

“Our business also goes up in the
wake of mishaps like volcanic erup-
__tions, hurricanes etc. Back office work
* increases by: 1d times in such
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“is not 1medhﬁe. Thus in the 1

financial year, the industry might not
growasmuchasthisyear, when passen-
ger trafficmightalsofall down.”




