
Global mobile commerce sales rose 40.3% last year to $1.357trillion
(Travel Innovation and Technology Trends 2018, March 2018, Phocuswright)   
 

Harnessing digital transformation 
in your travel management business

Simplify | Achieve | Tailor | Maximize

To learn more about how Travelport can empower your TMC to build your business around ultimate performance today and in future, 
visit travelport.com/tmc

The recipe for 
customer satisfaction…

Tailor every experience. 

Front-o�ice

Use personalized, traveler-centric service 
and technology to transform business 
travel, engaging and supporting your 
customers every step of the way.

Simplify travel choice.
Transform client service by 
o�ering unrivalled rich content 
and comparability – plus tailored 
recommendations.

Maximize insight value.
Add value and enhance loyalty 
with actionable intelligence. 
O�er fresh perspectives and 
transform your travel service.

Achieve outstanding 
performance.
Transform your service into a 
speedy, concierge style o�er that's 
as cost-e�ective as it is impressive 
to drive business growth.

After a bad experience 51% of customers 
would never use that company again, whereas… 

73% of TMCs plan to increase their 
investment in mobile itinerary management
technology for travelers (to include proprietary 
and third-party apps) in the next 12 months.10

87% of TMCs are planning 
to invest in client facing reporting 
and business intelligence systems 
in the next 12 months.10

83% of TMCs plan to increase 
their investment in chats, SMS messaging 
and voice.9

Great customer experience makes 
great customer loyalty. Is your service 
center supporting your strategy to 
increase customer loyalty?

Frictionless and integrated processes enable 
high levels of customer satisfaction. From 
search, booking, travel buying, ticketing, to 
policy management and delivery of travel 
intelligence both on- and o�-line.

Serving travelers and travel managers 
how and where they want it – hands on, 
self-service or a combination.

…positive experiences drive
customers to become more loyal 70%9

 

Back-o�ice

Intelligence
Personalization
Prediction
Recommendation

Feeds AI
Insights
Future travel needs 

Distributed data and processing
Large volumes
High speed of response
Data optimization

2.1 billion devices by 2019
Interconnection between devices

Personalized insights

Always on
Connection
Interaction

Voice
Inspiration

Mobile

Internet of things

Artificial intelligence

Big data

Hybrid cloud

By 2020customer experience 
will overtake price and product as a 
key brand di�erentiator.8

How do you di�erentiate 
with the customer experience?

8. Frost & Sullivan.  9. Travel Innovation and Technology Trends 2018, March 2018, Phocuswright  10. The Beat - TMC investment Priorities 2018, (published Sept 2018).  

Customer experience takes center stage

Customer experience Personalization Automation Readiness
Serve your travelers how 
and where they want it – 
hands on, or self-service or 
a combination of both. 
Tailor every interaction with them.

Knowing what they want before they book. 
Data analytics and the ability to learn 
progressively brings personalization to the next 
level by recognizing travel preferences and 
behavior… through AI powered technology.

Streamlining information 
Information about customers is now coming 
from a wider range of sources than ever before. 
This information is indispensable, 
but it also needs to be well 
managed to ensure it is 
helping your business 
help the customer.

Are you ready for the 
digital culture shift? 
Maximizing your value for 
mobile commerce is no longer 
a trend, it’s a must-have. 

Integrating all communication 
channels, traditional and digital. 
Your customers use a wide 
range of touch points. 
A successful travel brand 
needs to build an omnichannel 
approach to customer experience 
to deliver cohesive, integrated engagement 
– every time. 

Do you o�er a truly frictionless, 
cross channel digital experience?

Human touch and personalization 
– how much of each is the right level?

How do you organize it, and how can you 
prioritize your spend?

Data, data everywhere, but which is the 
most important

How much of your business do you host in 
the Cloud? Is this a major cost saving?

Do you have the right team, structure and 
culture in place to deliver a truly integrated 
digital strategy? 

Are you using integrated AI and Machine 
Learning technologies to help prevent and 
detect fraud?

Culture is the 

No. 1 hurdle to 
digital transformation.1

Around 50% of travel businesses 
struggle to identify Digital Technology talent.4

Travel businesses are getting well organized 

with 60% having a cross functional team, 
or central integrated function dedicated to 
meeting the digital transformation goals.4

Digital sales will reach 

$219bn by 2021with nearly half 
of these transactions occurring on mobile devices.3

$300 billion 
in increased profitability 
for the travel industry.2

72% of travel professionals see  
lack of skilled marketeers/digital 
analysts as a barrier to 
delivering a successful 
personalization strategy.4

54% of travel brands said they planned 
to increase spend on data related services.6

Approximately 4% of revenue is lost to fraud…

59% of businesses have already 
deployed Big Data in the cloud to process 
the huge amount of data.5

Almost 50% 
of millennials book travel
through smartphone or tablet… 

but 86% are 
       disappointed with 
       the experience.2

7% of bookings need to be reviewed manually.7

1. Capgemini Digital Transformation Institute Survey, Digital Culture; March-April 2017, N = 1700, 340 organizations.  2. World Economic Forum 2017.  3. eMarketeer.  4. Skift, The 2018 Digital Transformation Report.  5. Big Data Maturity survey at Scane Incorporated. 2018.  
6. Forbes.  7.  Travel Innovation and Technology Trends 2018, March 2018, Phocuswright. 

Four steps to digital excellence 

No. 1
World Class

The six ‘must haves’ for mastering the new digital culture shift…

Develop a clear digital 
strategy with goals, metrics, 

data and reasons for change 
and understand the impact 
on your people

Use internal communication 
channels that regularly 

reinforce ‘cultural shift’ 
messages that support 
your team and drive 
business growth

Identify the best people to 
drive change in your 

organization and establish a team of 
"Digital Transformation Champions"

Support a culture agile 
enough to evolve 

with this new technology.
Applying lean, design 
thinking and agile 
processes are good 
models to achieve this.

Establish a collaborative 
approach on 

technology adoption 
from the ground up.

Ensure individuals have the 
freedom to experiment and 

fail with new technology 
and share the learning. 
For example, by adopting 
"Lean Start-up Thinking" 
methodology first proposed by Eric Ries.

…not to mention your IT spend, the skills level, the right people and desire to make it happen.

Make your business approach and consultancy 
expertise invaluable for customers. Our 
advanced technology infrastructure o�ers 
simplified access, intuitive functionality and 
streamlined workflows.

Digital strategy is no longer an extra add-on to the business 
strategy but imperative for business survival and growth. 

Just how integrated and responsive is your human and 
technology chain?

With sophisticated in-trip support and in-depth 
industry knowledge, it's easy to transform the way 
you service corporate clients and earn long-term 
loyalty. Build your business around ultimate 
performance, across all customer needs and 
interactions to drive business growth.

No. 1

How to become a world class digital TMC 


