
Introduction to Tour and Travel Operations

Key concepts, processes, and best practices for managing travel?related services.

1. Overview of the Travel Industry

Segment Primary Services Typical Clients

Tour Operators

Design & sell packaged tours

(transport, accommodation,

activities).

Leisure travelers, groups, corporate

incentive trips.

Travel Agencies

Book and sell travel components

on behalf of clients (flights, hotels,

car rentals).

Individual travelers, business

travelers, niche markets.

Destination

Management

Companies (DMCs)

Provide on?the?ground services

(local guides, event coordination).

Tour operators, corporate clients,

MICE (Meetings, Incentives,

Conferences, Exhibitions).

Online Travel

Platforms

Digital booking engines, price

comparison, self?service.

Tech?savvy consumers, budget

travelers.

The industry is highly inter?dependent: operators rely on suppliers (airlines, hotels), agencies act

as intermediaries, and DMCs ensure local execution.

2. Core Functions of Tour & Travel Operations

1. Product Development

Market research ? identify trends & target segments.

Itinerary design (destinations, activities, pacing).

Pricing strategy (cost?plus, value?based, dynamic pricing).

2. Supplier Management

Negotiate contracts with airlines, hotels, transport firms, attractions.

Maintain service level agreements (SLAs) and performance metrics.
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Conduct periodic audits & site inspections.

3. Reservation & Booking

Use Global Distribution Systems (GDS) – Amadeus, Sabre, Travelport.

Manage inventory (room blocks, seat allocations).

Issue tickets, vouchers, and e?documents.

4. Customer Service & Support

Pre?travel assistance (visa, travel insurance, documentation).

24/7 on?trip support (emergency hotline, itinerary changes).

Post?trip follow?up (feedback collection, loyalty programs).

5. Financial Management

Cash flow control (deposits, payments to suppliers, refunds).

Reconciliation of commissions, taxes, and fees.

Reporting: revenue, profit margins, key performance indicators (KPIs).

6. Risk Management & Compliance

Travel insurance coverage, liability limits.

Compliance with local regulations (tourist visas, data protection, consumer rights).

Crisis planning (natural disasters, political unrest, pandemics).

3. Standard Operating Procedure (SOP) Flow

1. Market Analysis ? 2. Concept Ideation ? 3. Supplier Sourcing

   ?                     ?                     ?

4. Costing & Pricing ? 5. Itinerary Draft ? 6. Contract Negotiation

   ?                     ?                     ?

7. Product Approval ? 8. Inventory Loading ? 9. Marketing Launch

   ?                     ?                     ?

10. Booking Intake ? 11. Confirmation & Documentation ? 12. Pre?

Departure Briefing

   ?                     ?                     ?

13. On?Trip Execution ? 14. Issue Management ? 15. Post?Trip Review

Each step includes checklists, responsible roles, and turnaround?time targets.
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4. Key Technology Tools

Function Typical Tools Benefits

Reservation
GDS (Amadeus, Sabre), CRS (Central

Reservation System)

Real?time inventory,

global reach

Customer Relationship

Management (CRM)
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