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Over 40 members attend the IT seminar.

E-Transformation for the Travel Industry, a campaign launched
early this year to promote IT adoption within the industry

and rebuild the TIC website, is approaching an end. Individual
consultancy service has been provided for some 40 members
free of charge and the new website is now under test run. To
share with members findings of the campaign, the TIC held a
seminar on 13 December 2004 at The Excelsior Hong Kong, at
which Mr Erwin Huang from the Hong Kong Information Tech-
nology Federation (HKITF), the co-organiser of the campaign,
was invited to speak.

Findings of IT consultancy

With regard to office automation, security,
fi le exchange formats and Chinese fonts are the
most commonly encountered problems. Whereas
anti-virus programs and firewalls can solve most
security problems, making use of the same version
of software or some cross-platform formats such
as PDF or XML may ensure compatibility in different
environments. As to the problem concerning Chinese
characters specific to Hong Kong, the best so-

lution is to download the Hong Kong Supplementary Char-
acter Set developed by the Government.

A growing trend in using new technologies was dis-
covered during the individual consultancy sessions: 24% and
42% of the participants are using PDAs and digital cameras
respectively for business-related work. Over half of the agents
research solutions on the Internet for their customers and 83%
of them expressed an interest in using Internet phones to save
IDD cost.

It was also found that travel agents are facing a growing pres-
sure of disintermediation, a process in which products are sold di-
rectly to customers, thus making the middleman redundant. To sur-
vive in this information age, Mr Huang asserted, travel agents must
adopt a customer-oriented approach, i.e. Customer Relationship
Management (CRM), in order to understand, retain, or even ex-
pand their client base composed of more knowledgeable and IT-
savvy travellers.
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Get ready for e-transformation
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Mr Huang pointed out that CRM is not necessarily a com-
puter system. Rather, it is a way of thinking. Service providers
should consider everything from the angle of customers, un-
derstand their needs and interests, predict what they need,
and offer products at the right time and at the right price. Email
broadcast tools and mailing list managers are of great help to keep
existing customers informed of the company's latest products. Travel
agents must also keep updating the customer list, find what is
best for their clients and sell products that match their preferences.
In a word, travel agents should treat each customer as a unique
individual in order to build a continued relationship and in-
crease revenue.

Now that members' basic IT needs are identified, the HKITF
will try to address them in greater detail in a report to be com-
piled by it and distributed to TIC members. For free IT support
service, members may use the “IT Easy Link for Businesses”
(www.iteasylink.org.hk/business) service.

New TIC website

The new website is to be launched in January 2005
with the following new functions:
� Improved home page design: important updates are dis-

played here with hyperlinks to the relevant sections.
� Updates Reminder: subscribers will receive emails on website

updates. Unsubscription can be done online.
� Simplified Chinese and Text versions are added to cater

for the needs of different web surfers.

� Online forms: complaint forms for travellers can be filled
in and submitted on the web.

� FAQs: updated questions and answers concerning mem-
bers and travellers are categorised for easy reference.

� Website Search: quick search for website contents.

Finally, the TIC should like to thank the Office of the Gov-
ernment Chief Information Officer for its sponsorship and the
HKITF for its support in this project. 


