special report a

PIckiNg Up the

hen thev First hic the
high streers in the sarly
[ 9805, front and back
office sverems  were

very sepairate naaclimes.
Sales consulranes made viewdata or
glofal distribwrion svsem Bbookings s
the frant of the shop, while nanagers
leoked after che finances at the back.
They could store bookimg detals on
somie back obhoe syateans, bar they kad
1 remember o key them in once the
Teservation was mids,

“We had our back office system in
the shop, so we would enrer derails as
sonn as we made & booking,™ recalls
Travid Caborn, then an agenr and now
sales and marketing director for
Shethield-Tased
Vovagen “le meant we could print the
customer's coceipl and b saved engering
backing detatls inothe ledeer and deary,
I semember how ansaeed we were
seg o dor-neatns prigter in senon”

The g claanges started takomyg shape
in rhe carly 19904, when systems
supplicrs neeworked the frone and

avitams  suapplier

bisck wffice, cnabling bookimgs made
on viewdara and che GO e be
transterred to the back office.

"The integrared fronc and back alfice
svarent was really a bag Breakibrough,”
comiments Pl Richer, partzer o travel

consulianey  Genesvs,

technelogy
“Suddenly evervthing wirs on cae sestem
tex belpowatly the ranagernzen wed apenis
cottld creare clicnr daabases,”

The principals of fronr and back
office svareins have not chanped since

di  ABTA Mapazine Fetingey 2004

Agents still appear to be
a long way from true
technology integration
when it comes to front
and back office aystams.
Jane Archer reporis

that moment of inegration — one lor
booking and one Tor finance and
administrarion — excepr there s a Iot
more funcrionalite, reflecting the
increasing complexaty ol the travel
ADENCy CnviTonmeEng.

Back office systems now INCEETATE
through the front office wirh the
Dalphin
Dynamics” Flightscanner Enterprise,
which senrches for gnd bonks low-cosr

intermetr, for  exq n'.'pl @,

airhine Fares on the web, can be tolly
mstegrated with I}|1|.|'||.'|i:|1 For Windowrs
e any nther hpck nffics VAT

They also mzegrars with the new-
generation agency porrals such as
Vertieal Groups Mapgic Deskeep and
Telewest's Endeavour. These provids
agents with anternet and e-manl access
and give them the ability oo connec
1o viewdara over the imerner and
search for holidayvs from several
CAPETALOTS A1 onc,
werher
functions, incluchng accsss 1o a2 G or

Each portal has various
the Foretpn & Commonwenlth Office
website, all desizned oo make AFENTS
mure efficient.

Getting up to date

The amount of data collecred by
IS frone otfice applications is alao
grovving all the tinie — the GD&s have
coined the phraze Super PHE to
describe it — and it has o be storsd ar
the back cod. In addition, business
rravel agency svstems have had to be
uperaded 1o cope with lees instend of
COMBIETISS 00 Py anents.

Added o this s the latess trend for
funciionalicy char rurns rerailers into
uperacors, some no longer just purting
togecher elements of & packape such as
thyht, car hire and horel, buc acrualle
=N mvenrory am crea [iﬂg ToLrs.

Povwersofr added towrs Tunctiosality
ek drs TS Travel Tront aud lack office
AsTem inn 2002 Tt helds i|11.'|.-|1:|1|.':|' mn
I!'.i|'l]l."5-, which ¢an bhe booked as
individual coanponesks or buneled as
a package.

They can create a ose-ofl package to
meer a clicie's roquesl or use the
iI1't'|:I'|I:l.:-|:|' SCl-ugy weard b create a toar
with rcp.ul;u dl.'|:l;.'|rl1|r|.'-. rllrl:ll:l_:;_l'.-:.-tll
the scasan. The "|:-:|.|.'|-::|!.:|.' '|:-|||1l::|1||'.
assisrant’ '|I;'|]‘.w iy g bundle AT e
components, to whicl chey can add
extras such as airperr parking.

Colin Eley, Powersalt managing
di!tl’.[(:ll:', LHES The defimtion of
UPCTALars aind iLgents 1% I1L'L'|||1||:||.'_
Blureed as :i1|.|J|.'|:l|:||d-.'r|r:1 maave ints
cperating cawse marging are heteer
and becawse redays travellers don't
wane standard packages — they wane
res pick and miv”



hall, with a capaciry of 2,000,% he
explains. “With the old airport alsa
Feconsieg an eshiligion and conference
centre, Athens will have the meredients
1o appeal b aroup organsers,

“They are already telling us thers
will be rremendous demand afrer the
lympics and we are presenting thaim
with many other opportunitics tor
meetings in Rhodes, Creee, Roos [the
WIVEA Convenrion venue in 20000 and
vaher centres with good infrasorscoiee,

“MArhens will capiralisc on all the
mterest and has the gqualiey ol beds i
necds. Bur 11 has not imcreased hovel
capracity =0 much that 1t wall have
groblenss filling hovels after the Games,

e aleeady expect the Games 1o
bave a rremendous elfect on demand

foer city breaks next vear™

Taldng time

Arhens is |_|1|._'I|_-r.|u_'r'.'urll1'.|l,_‘, in the -:ir:-'
breaks marker and not even making rhe
o 20 for s CPEFATOrS, They pxpecs
|[r|::-1.'.'r|'| O resume i 2MHIE,

Biridge Cires prodect manager
Carolme Rankin says: “When we were
vt contractiog for 2004, the minnch of
Avguast was excluded as all botel rooms
i Athens have been allocared 1o the
Olvmpic Commirmers,

“There is already a growing inerest
in Arhens and it is Tikely chese will be
limived availability Borh in the sun-ugp
ro the Qlympics and immedianely
afterwards, Tam sure the Olyimpics will
give a real boost o Arhens as a vear-
eoimd city break desnmation and 1o
Greeee as a whele.”

Cresta Cities product
Michells
currcitly o

manager
Giordon adds: “There s
notable inmcrease
baoekings 1o Athens and as hoteliers
have had o surrender 0% of their
rocans te the Olympies oreanisers. we
Are mOT eXPecting (o see 30 increase in
eales unmil afeer the even,

“Expericnce ol rhe  Parcclona
Clympics indicares char the increased
coverape the destination receives will
lead o renewed public intenesr.”

Thesmson Ciries and Shore Breaks®
Arnens procducr excourive Anna Peeein
savs AT present Achens is wndergoing
a large-scale refurbishment and clean-
UR programime, soin ot our advice oo
clicnts is o wair until these have
moneslcd. We are confident that Arhens
wall become an “imovosoe’ ciiy onee the
Cranees live friished .

Travelscene brand manager Angus
Barr adde: “There has heen lors of
negative publcity, raismy doubies as
whether the city will be ready for che
Coarmes. [t s not sErprising thar clients
are kalding off from booking berween
now and Augnse,”

With mass markes nperarors ro heach
resorts regarding the Giames as at best
irrelevant, it 50T surprising the trade is
lukewarm about che Olvmpics.

But if Cireece gers ir right — a5 more
people are now conlident wall be the
st — Athens las the potential wo oval
Barceloma or dvdney a= a hip ey
within a cougle of vears of hostnge the
hig evenr.




