
Contents
Preface  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . i
Acknowledgements  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . iv

CHAPTER 1
Deregulation and Corporate Travel
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 1
Pre-deregulation  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 2
Historical Airline/Agency Markets  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 2
Air System Concerns  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 3
Anti-trust Immunity and the Exclusivities  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 4
The Agency Deregulation Ruling  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 4
Exclusivity Distinctions .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 5
The Threat of Travel Agency Booking Power  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 6
Case Ramifications for Corporate Travel Departments  .  .  .  .  .  .  .  .  .  .  .  .  . 7
Deregulation Confusion  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 7
Air Deregulation Confusion and a Switch to Travel Agencies  .  .  .  .  .  .  .  .  .  . 8
Corporate Travel Department Expansion  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 8
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 9
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 11
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 12
Group Discussion Situation: Updating the CTM at International Productions  .  . 13

CHAPTER 2
The Creation of a Corporate Travel Department
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 14
Who Initiates Corporate Travel Departments  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 14
The CEO as CTD Mentor  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 14
The CFO as CTD Mentor  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 15
Corporate Traveler(s) as CTD Mentor(s)  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 16
Booking Secretary(ies) as CTD Mentor(s) .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 17
What Happens First  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 17
From Initial Study to Departmental Status  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 18
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 19
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 20
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 21
Group Discussion Situation: The Violating VPs  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 22



CHAPTER 3 
The Multiple Functions of Corporate Travel Departments
The Range of Functions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 24
Travel Service Functions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 24
The Most Common Approach—Direct Traveler/Agency Interfacing  .  .  .  .  .  . 24
The Next Most Common Approach—Manager/Agency Interfacing  .  .  .  .  .  . 25
The Multi-agency Variation  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 25
Manager/Carrier Interfacing  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 25
Other Interface Patterns  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 26
Air Travel Service Functions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 26
Hotel Travel Service Functions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 27
Car Rental Service Functions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 27
Other Service Functions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 28
Financial Services  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 28

Advising in Regards to Expense Level Criteria  .  .  .  .  .  .  .  .  .  .  .  .  .  . 28
Handling Expense Allocations  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 29
Processing Trip Expense Reports  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 29
Travel Budget Preparation  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 29
Financial Reporting  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 29

Other Functions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 29
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 30
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 31
Role Play Exercise  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 32
Group Discussion Situation: Justifying Bretten’s Travel Management Position 33

CHAPTER 4 
The Roles of the Corporate Travel Manager
The Felt Roles of the Corporate Travel Manager  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 34
The Real Roles of the Corporate Travel Manager  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 34
Major, Optional, and Subordinate Roles  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 34
Major Roles .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 35

Managerial Role  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 35
Technician Role  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 36
Compliance Role  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 38
Financial Management  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 40
Negotiation Role  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 41
Educational Role  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 42

Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 42
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 43
Role Play Exercise  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 44
Group Discussion Situation: Justifying Salary to Fit

The Corporate Travel Position  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 45



CHAPTER 5
Travel Industry Interrelationships
What Travel Agencies Do  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 46
Travel Agency Specialization(s)  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 48
Services Provided Agencies  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 49
Airline/Corporate Travel Interrelationships  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 51
Services Airlines Provide To/For Corporate Travelers  .  .  .  .  .  .  .  .  .  .  .  .  . 52
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 52
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 54
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 55
Group Discussion Situation: Prissy’s CFO Upgrade .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 56

CHAPTER 6
Airline Industry Overview and Interrelationships
Balanced Airline Interrelationships  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 57
The Air Carrier Sales Structure  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 57
Major Corporate Travel Negotiation Factors .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 60
Agency Versus Airline Assistance  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 60
Price/Benefits Direct Negotiation  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 61
City-Pair Analyses  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 61
Off-peak Flight Negotiations  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 62
Special Ticketing Arrangements  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 62
Carrier Lump-sum Rebates  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 62
Other Corporate Travel Areas of Negotiation  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 63
Group and Meeting Travel  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 63
Breakdown of Negotiation Areas  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 63
Site Selection  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 63
Group Fares  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 64
Deposits  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 64
Trip Marketing Materials  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 64
Seat Selection  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 65
Free Tickets  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 65
Free of Charge/Shipping Assistance  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 65
VIP Lounges  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 66
Inflight Services and Benefits  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 66
Upgrades  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 66
Special Meals  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 66
Give-aways  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 66
VIP Arrival Service .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 67
Prioritize Negotiation Areas  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 67
Air Carrier Concerns  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 67
Ticket Validation  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 67
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 68
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 70
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 71
Group Discussion Situation: Gertie Gospit’s Concern Over Plungit’s Validation 72
Group Discussion Situation: Negotiating Air Arrangements for the

International Beer Drinkers Association, Munich Convention  .  .  .  .  .  .  .  . 73



CHAPTER 7
Basic Financial Management and Corporate Travel Payment
Systems
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 74
The Services Model vs. the Savings Model  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 75
Department Travel Debit/Credit Systems  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 76
Cash Flow, Liquidity, and Float  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 77

Controlling Cash Flow  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 78
Float Examples .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 80

Credit Card Programs  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 81
The Three Credit Card Programs  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 81
Add-on Benefits  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 83
Multi-card Plan Options  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 83

Credit Card Benefits and Travel Department Image  .  .  .  .  .  .  .  .  .  .  .  .  .  . 83
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 84
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 86
Role Play Exercise  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 88
Group Discussion Situation: Grabitol Grabs It All  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 89
Group Discussion Situation: Best Banks’ Reduction in Costs  .  .  .  .  .  .  .  .  . 90

CHAPTER 8
Managing for Profits
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 91
Travel Budget Cost Projections  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 92

Travel Expense Policy Distribution  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 93
Tax Considerations  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 93
Travel Expense Monitoring .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 94

Basic Financial Report Types  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 94
Departmental Reports  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 94
Corporate Travel Reports  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 95
Travel Vendor Expense Reports  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 99

Travel Agency Interfacing as Related to Financial Management .  .  .  .  .  .  .  . 99
Costs  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 100
Variables  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 101
Commercial Account Commissions Report  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 101
Personnel  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 102

The Travel Agency Break-even Formula  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 104
A Definition of Terms .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 105
Converting the Break-even Formula to a Profit Formula .  .  .  .  .  .  .  .  .  . 106

The Financial Pros and Cons of Working
with Large Agencies vs. Small Agencies .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 108

Agency Preferred Vendors and the Financial
Effects on Commercial Accounts  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 111

Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 116
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 119
Role Play Exercise  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 121
Group Discussion Situation: The New President’s Travel Agency  .  .  .  .  .  .  . 122
Analytical Travel Commercial Account Analysis  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 123



CHAPTER 9
Saving Money
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 125
Travel Savings  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 126

Air Travel Savings  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 127
Conversion Ability  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 129
Alternative Routings  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 130
Hotel Savings  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 131
Car Rental Savings  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 132
Parking  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 133
Frequent Flier Programs and Ghost Cards  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 134
Saving Money on Internal Airline Computer Hardware  .  .  .  .  .  .  .  .  .  . 135
Calculating Your Value to a CRS Supplier

for Using Its Reservation System  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 135
Negotiating for Computer Hardware  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 136

Savings Documentation and Reports  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 137
Traditional Savings Reports  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 137
Annual and Year-to-year Reports  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 138
Internal Reports  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 138

Making Money and Profit Centers  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 138
Travel-agency Rebating  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 139

High Rebates and High-fared Tickets  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 140
Hard vs. Soft Rebates  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 141

Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 142
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 143
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 145
Group Discussion Situation: Caught Between the CFO

and the CEO at Petty Parts  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 146
Group Discussion Situation: Very Bery’s Hard or Soft Rebates  .  .  .  .  .  .  .  . 147

CHAPTER 10
Money-making Affiliations
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 148
Government Contracted Per Diem Requirements  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 148
Evaluating Proposal Options for Their Financial Impact  .  .  .  .  .  .  .  .  .  .  .  . 149
Fee-based Agency Affiliations  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 150
In-house and In-plant Agencies  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 152
Buying a Travel Agency  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 152
Corporate Travel Department Buying Consortiums  .  .  .  .  .  .  .  .  .  .  .  .  .  . 156
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 157
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 158
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 159
Group Discussion Situation: A “Steal” for Butcher Block Blankets  .  .  .  .  .  . 160



CHAPTER 11
The Corporate Travel Profit Center Business Plan
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 161
Profit Center Business Plan  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 162

The Ingredients of a Profit Center Business Plan  .  .  .  .  .  .  .  .  .  .  .  .  . 165
The Management Team  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 171
The Financial Plan  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 173
Profit and Loss Statement  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 173
Three-year or Five-year Plan  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 174
Policy and Procedures  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 175
Implementation Schedule  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 176
Appendix  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 178
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 178
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 182
Role Play Exercise  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 184
Group Discussion Situation: Neeta Prophet’s Profit Center  .  .  .  .  .  .  .  .  .  . 185

CHAPTER 12
International Travel Financial Management
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 187
Pattern Identification  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 187
Ticketing Currency Decisions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 188
Local Account Payments  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 188
Blocked Funds  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 189
Black Market Air Tickets  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 190
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 190
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 192
Role Play Exercises  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 193
Group Discussion Situation: International Glues’ International

Travel Financial Management  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 194

CHAPTER 13
Automation
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 195
Reservation System Automation Limitations  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 195
Standard Hardware Base and Standard or Tailored Add-ons  .  .  .  .  .  .  .  .  . 196
Overrides and Hidden Bias  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 197
Automated Reservation Features  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 200

Best-fare Systems  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 201
Multiple Screens  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 202
Queues .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 202
The Profile System  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 206
Fact Files .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 208

Reports  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 209
Interfacing  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 211
AOS Hotel and Airport Phone Charge Automation  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 214
Business Travel Department Automation  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 214



Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 215
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 219
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 220
Group Discussion Situation: Mighty Midget Widgets Meets Grieving Widows 221

CHAPTER 14
The Company Travel Study
The Multi-process Major Vendor Selection/Retention Process  .  .  .  .  .  .  .  . 223
Company Travel Study  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 224
The Executive Summary .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 225
The Introduction of the Study  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 226
Overall Parameters of the Study .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 226
Findings  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 227

Annual Cost of Travel Finding .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 228
Travel Authorization Study  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 228
Destination Analysis  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 230
Major Travel Expense Comparison Study .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 233
Air Fare Discussion  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 233
Frequent Flier Programs  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 234
Company Travel Policies and Procedures  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 235
Credit Card Financial Management  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 236
Travel Agency Working Relationship History  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 237
Contract Fares  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 238

Other Company Travel Studies  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 239
Travel Agency Services  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 240

Computerized Traveler Profile .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 240
Automation Systems  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 241
Delivery Services  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 244
Emergency Assistance Options  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 244
Meeting Planning Assistance  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 245
Travel Insurance  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 245
Corporate Hotel and Car Rental Rate Programs  .  .  .  .  .  .  .  .  .  .  .  .  . 246
Training  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 247
International Travel Services  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 248
Incentive Travel  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 249

Other Travel Agency Services  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 250
Rebates Versus Service .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 250
Air Carrier Services  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 251
The Role of the Hotel Representative  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 253
The Role of the Car Rental Representative  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 253
Negotiation Role .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 253

Conclusions and Recommendations  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 254
Appendix .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 255
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 257
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 260
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 262
Group Discussion Situation: Metropolitan Industrial Jewels  .  .  .  .  .  .  .  .  .  . 263



CHAPTER 15
The Proposal and Contracting Process
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 265
Length and Specificity of RFP  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 265
A Hierarchy of Needs .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 266
Money and Service Considerations  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 266
Cover Letter  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 267
Terms and Conditions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 267
Background .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 268
Request for Proposal Sections  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 268
Background Section  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 269
Scope of Work  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 270

The Transportation Subsection  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 270
Fare Considerations  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 272
International Travel .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 272
Lodging .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 273
Rental Vehicles  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 273
Other Bookings .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 274

Non-service Scope of Work Areas  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 274
Penalties  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 275
Itineraries .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 275
Ticket Delivery  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 276
Management Reports  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 277
Billing and Payment  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 278
Expectations  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 280

Overview of Bidder Required Information and Evaluation Procedures Section 282
Preliminary Pages  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 282
RFP Evaluation Criteria  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 282
Project Management Ability Evaluation  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 283
Evaluating Equipment Capability .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 284
Evaluating Personnel Qualifications  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 284
Business Management and Financial Qualification Evaluation  .  .  .  .  .  . 284
Accreditation and Appointment Criteria  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 285
Evaluating Financial Returns to the Company  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 285
Site Inspections  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 286
Independent Verification  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 286
Evaluating Training Plans  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 288
Proposal Enhancements  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 288
Financial Services  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 289
Evaluating Transportation Services  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 289
Charge or Fee Exemptions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 290
Evaluating On-site Computer Equipment and Personnel  .  .  .  .  .  .  .  .  . 290
Other Evaluation Considerations .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 291
Documenting the Evaluation Process  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 291

Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 293
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 295
Role Play Exercise  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 297
Group Discussion Situation: Multiple Mufflers and the RFP Rift  .  .  .  .  .  .  .  . 298



CHAPTER 16
Internal Considerations
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 299
Filing  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 299
Legal  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 300
Insurance  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 300
Accounting and Record Keeping  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 301
Public Relations and Promotion  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 302
Politics  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 302
Training  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 304
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 306
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 308
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 309
Group Discussion Situation: Voodoo Dolls; Corporate Travel Ethics  .  .  .  .  . 310

CHAPTER 17
Group and Leisure Travel
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 311
Group and Meeting Travel  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 311
Incentive Travel  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 313
Leisure Travel  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 314
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 315
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 317
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 318
Group Discussion Situation: Renewing a Ruptured Relationship  .  .  .  .  .  .  . 319

CHAPTER 18
Corporate Travel Policies
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 321
The Status of Corporate Travel Policies  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 321
Lowest Air Fare Policy  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 322
Other Cost-limiting Travel Policy Requirements  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 322
Air Travel Policies  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 322
Hotel Policies  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 323
Car Rental Policies  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 323
Other Policies  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 324
Policy Brochure Distribution  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 324
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 325
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 326
Role Play Exercise .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 327
Group Discussion Situation: The Prissy Problem  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 328



CHAPTER 19
Professionalism
Introduction  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 329
Salaries and Professionalism .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 329
External Professional Development and Models  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 331
The Associations  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 332
The Trade Press and Suppliers  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 333
Internal and External Ethics  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 334
Quality Control  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 335
Summary  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 336
Discussion Questions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 338
Role Play Exercise  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 339
Group Discussion Situation: Konservatif vs. Greedy  .  .  .  .  .  .  .  .  .  .  .  .  .  . 340

Index



CHAPTER 1

Deregulation and
Corporate Travel

Introduction
Since the revitalization of American business and industry during and after World
War II, there has been a recognition among an increasing number of companies that
travel is, or can be, a major corporate cost. Together with this recognition has come
a desire to “manage” corporate travel or, perhaps better put, a desire to “manage”
corporate travel costs.

Jack Witherspoon, past President of the National Business Travel Association,
points out the reason corporate travel management is important, saying,

“The importance of the business travel manager really surfaces when one
considers that the three highest costs incurred by any organization are
salaries, data collection, and travel and entertainment. The only one of these
three expenses that can be fully controlled through strident management is
travel and entertainment.” (Business Travel Review, July, 1988)

Indications are that more than four times the number of business travel managers
are employed in industry today than prior to deregulation. However, in the era before
deregulation there was far less to manage.

This chapter, and the five that follow it, clearly set the stage for corporate travel
management. They identify the reasons why a corporate travel department is
created, the political structure within which the corporate travel department oper-
ates, and the importance of corporate travel department mentors. These chapters
also identify the roles and functions of corporate travel managers and of the
corporate travel department. They identify the standard roles which tend to be found
in every corporate travel department (although there are a very few exceptions)
along with optional roles which are sometimes found in a number of corporate travel
departments and, in some cases, are found in only a few departments. In addition to
the roles, the functions of managing travel services, offering financial services,
budgeting travel, and organizing travel expense and other reports are discussed. This
section of the book also addresses the interrelationships between the corporate travel
department and travel vendors. The travel agency and airline interrelationships are
explored in detail as well as hotel and ground transportation interrelationships.

However, before the current status of corporate travel can be understood and
appreciated, it is helpful to see why corporate travel management has expanded so
rapidly. In order to do this, one needs some historical perspective.
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Discussion Questions

1. What organization regulated airlines and, by extension, travel agencies prior to
deregulation?

2. What were the beneficial aspects of the air travel system in the United States prior
to deregulation?

3. What is meant by the term interlining?

4. Why did the National Business Travel Association, tour operators, and government
executives want airline deregulation?

5. What had to happen to an agreement between the Air Traffic Conference and travel
agencies for travel agencies to automatically receive anti-trust immunity?

6. For what reasons is the 1958 Federal Aviation Act important?

7. What role did a law judge play in effecting a ruling which would have the effect of
law in the air travel industry?

8. What role did Presidents play in determining the award of new or abandoned air
routes for service by air carriers?

9. What role did Judge Yoder play in travel agency deregulation?

10. What is the distinction between agency exclusivity and marketing exclusivity?

11. What happened in January, 1983 that opened the way for a corporate travel
department to receive commissions for the tickets that it generates for itself?

12. What was the Air Travelers’ Protection Act designed to do?

13. How did the changing of commission levels relate to the possibility of airlines paying
commissions directly to corporate travel departments?

14. Is there a ruling that has set standards or criteria for non-travel agency vendors
(corporate travel departments) as they relate to their direct appointment?

15. What kind of confusion occurred during the first week of deregulation?

16. What happened after World War II to change agencies from being steamship
agencies to travel agencies?

17. Prior to deregulation in what ways did airlines discourage travel agencies from
selling air travel to corporate travelers?

18. Prior to deregulation, in what ways did air carriers encourage corporate travelers to
make reservations directly with the airlines rather than with travel agencies?

19. By August, 1981 how many new air carriers were certified to fly between states in
the United States?

20. At the end of December, 1980 how many air carriers were authorized to fly between
states in the United States?

21. Why did travelers move from booking air travel directly with carriers to obtaining
their airline tickets through travel agencies during the first three months of 1981?

22. What factors resulting from deregulation resulted in an expansion of corporate
travel departments?

Deregulation and Corporate Travel CHAPTER 1
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Role Play Exercise
Two students may participate in this role play either out-of-class, as a
fun way to review the chapter, or as an in-class exercise. One plays the
role of the new corporate travel manager and the other plays the role of
the experienced corporate travel manager. Please read the script and
then pick up the conversation in your own words.

New Corporate Travel Manager: You have been a corporate
travel manager for a good many years, haven’t you?

Experienced Corporate Travel Manager: Yes, I was first in the
marketing division of a major air carrier and then I worked
for a travel agency. About four years before deregulation,
I became a corporate travel manager and I have been in
corporate travel management ever since. There have been
a number of changes and it is often gratifying to be able
to look at the historical perspective.

New Corporate Travel Manager: There are a good number of
things I do not understand. Why does the industry work
the way it does? Why do airlines pay commissions to travel
agencies and not to corporate travel departments? I
suppose these things have some kind of historical basis.
What kinds of things happened in the past that have any
bearing on the way we operate today?

Experienced Corporate Travel Manager: It may take a few
minutes to explain, the historical perspective is important.
Let me try to explain . . . 

CONTINUE ON YOUR OWN

CHAPTER 1 Deregulation and Corporate Travel

12 Education Systems©1998



Group Discussion Situation:
Updating the CTM at

International Productions

International Productions is an international meeting industry supplier which supplies
audiovisual equipment and other supplies for meetings in major cities throughout the world.
The company has bases on four continents and major city distribution offices in twenty cities
throughout the world. Its headquarters is in New York City with major overseas division
offices located in London and Hong Kong. Jim Grayson started the corporate travel
department for International Productions in the 1960s. This was Jim’s first executive position
with International Productions reporting directly to the President of the company. Jim was
able to save International Productions twenty percent on its travel during the first year he
was the corporate travel manager. He continued saving the organization a considerable
amount of money on its travel as he served in the position of corporate travel manager
throughout the years. Due to his excellent work, Jim was offered a liaison position in the
London division office where he was responsible for purchasing audiovisual equipment in
England and shipping it to offices throughout the world.

For family reasons, however, Jim needed to return to the United States and be based in
New York again. His request for a transfer resulted in Jim’s being reappointed to the position
of corporate travel manager. He will be reporting to the President again, as he did before.
The former corporate travel manager is being transferred to a position outside the country.

Because Jim has been in London for a good number of years, the current corporate travel
manager wishes to have Jim receive a complete briefing on the major changes in corporate
travel management since deregulation. Since the current corporate travel manager will be
leaving two days before Jim’s arrival, the corporate travel staff has been asked to brief Jim.

You are meeting today to finalize a written briefing for Jim. You are expected to reach
agreement and to write a two-page summary briefing of the major changes since deregulation
and how you see these changes affecting the operation of International Productions.

In your group session, select one person to chair the group. All will have an equal vote
on decisions. In the group session, you are expected to reach agreements on the structure
and basic content of the briefing paper and to prepare the two-page paper to be presented
to the entire class by the chair of your committee.

Deregulation and Corporate Travel CHAPTER 1
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