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Forrester Research, 6/24/2004

1. Why Leisure Travelers Book At Their Favorites Sites
I TAVEBEAEZTO ABIX, BOHEHOY A FEFFoT
AR

T TAVEBEANED A3, BAHADYV A bEFRKo T
W3

34% of Bookers have a Web site from which they regularly purchase travel
“Do you have a Web site you regularly use to buy your personal or leisure travel?”

Yes
34%
No
66%

HHDI A FEFESTWDIF I A4 VBAEILKRITH
REF &

Bookers with a favorite Web site spend more on travel and take more trips annually

Bookers without Bookers with
favorite Web site favorite Web site
Average age 45 48
Average household income (USS) $74,131 582,805
Female 50% 48%
Average number of leisure trips per year 39 43
Average annual leisure spending (USS) 52,942 53,376
Booking leisure travel online tenure (years) 29 3.5
Technology optimists 62% 76%
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Familiarity drives return visits to favorite Web site for 91% of Bookers
“Why do you regularly use that Web site to buy your personal or leisure travel?”
Bookers with favorite Web site

| have used it before and am familiar with how it works 91%
It has the best prices 60%
It immediately emails me a purchase confirmation 60%
Itis the easiest to use 53%
The site doesn’t charge a service fee to purchase travel services 45%
| can sort the travel information | find the way | want to 44%
It offers me the most travel options 42%
| have the site bookmarked 41%
| trust the company that operates that site 41%

{multiple responses accepted)

BET, BEMESHMO—F T, ZERITLRLTVDIHEER
i JE

(HARSPRRIR A 223 2002 4F 6 A 30 HIZ, ZRIOR REH 0T v DFMoZYE) =
schizophrenia &\ 9 FFOMG 2 THEGRFE ] (22D 7z,)

Bookers with a favorite Web site want luxury and low prices

Bookers without Bookers with
) _ favorite Web site  favorite Web site
| always select the lowest-priced travel options

available to me 42% 48%
Travel is an area in which l indulge myself 41% 46%
The company | buy leisure travel from doesn’t matter
as much as getting the lowest fare 42% e
| will pay more for a quality travel product or service 34% 40%

Base: North American online leisure Bookers
Source: Forrester's Consumer Technographics® January 2004 Online Travel Study

Source: Forrester Research, Inc.

117 CERL16 427 H 2 H) 3 TD s>



77 KoL, HGEE, BeoMibi &R, KEBERITHEEDO T 7 K -
DA YILT A BMELTNS, LE-5Th. 35 %iE. HHHAFITT T K -
2A Yl EoTn5D, T T A VEEABETIE 34 %D, BoDHHDY A
N &M S T D,

~—rA—X, TOHEERKEEERE DL, RHEEET L&, BRI
AT, OV =2—DRfEE, QXYVEWVWESEDIKE
(up-sell) 247725 R&ETH 5,

N 2 — Ot %, BKHIZ, Fig.-1-3 best price, email confirmation, ease of use
nEREriET, FUEmWES S, XN Tr— gy RNy =V R,

Forrester Research, 6/24/2004

2. Airlines: Start Charging Service Fees
Mzt y—FPR7 4 —BROED

HIGH FUEL COSTS AND ONGOING LOSSES JUSTIFY CHARGING SERVICE
FEES

ANY UFIZE D L KMZEE R T, 2004 £ 1 A30{E", (A3,3001%M). 2005
EREIZITAGE", (A660EM) OEKEZFHETLZETHLTND, et
X, WXL FEDOE, a— Nt ¥ —= Web V1 MBI HHZEHFERIZ, ¥ —
AT ¥y —VERTRETHDLH, MESIEZ, Fr— VBN EZEET DRI,
UTOHRERSBATCHADLILEND D,

ASTA ([T LT, 2 BHRATH D 95 %23, V-1 2655 5, DY —E X F ¥ — VA K
IZiERk LT\ 5%, Cheap Tickets, Expedia, Priceline.com % d 4> Z A Vg7 4E1E .
WLZEdX =0 55 OT vXx 77 40— L TS, KR LT 4T
AT AT =P AL TWDHZE S, BFICEMBFEE 2B L T
W5,

117 CERL16 427 H 2 H) 4 TD s>



fizestix, Eoar 27 b X =R AMMZEEBT-0 OIRTEa A i,
8N LMD EEoTWND, WebH A FiR5EIZ1 KA TFTODaAREZF>TW
HZR. ZHICIEY A FOBREBRLEH ALV LIV R—FOBEHADNEGEN TR,

o TA VAT R AT A E. TROX I RN nEET 5,

Figure 1 How The Money Flows When Selling Air Tickets Via A Web Travel Agency

4, Airlines also pay online travel agencies
a trarsaction fee that averages 56 to
cover ticketing and fulfillment.

1. Airline pays GDS E 2. The GDS pays an

segment fees that incentive fee ta each

average 514 for each agency that uses its

round-trip booked. systam, which averages
£5.25 per ticket.

3. The travel agency rebates 43 of its
GOS incentive back to the airline

Source: Forrester Research, Inc

1. MrzEsti, Miekbr-v 1M, ~17 5 . EBH 145, 07 9%/ 74-% GDS IZ
thoTnab,

2. GDS 1X. HAVATAZRFIA L TE 2 &2, v T4 VigfrtticAvtysg7° 74-5.25
FLEFL D,

3. I, MIZESAtE. A T A UHRITAEIC, Web EE R E2EE~DT 7/ &
AD R IZ . GDSAVtyT47  DNMND 3, ZMiZES(ICRESIETCWDS, *
DFER . Wrzeetto GDS 23 EA 5 7 vk 74=1Z. 145, 005 11 5, IS A
‘é‘éo

4. fiZEstix. aywvarE bR Wb vic, IV E R —F B HI1T, T
AR NEVI N A & 1 I
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AIRLINES ALREADY CHARGE OTHER FEES

HEEE LN ~~R2bR0OT, BEAAZIAA—T56802 FELE LT,

AESAFRE I — A F v =V R BN LB TWVD, Xy Y= xT F
A4 =2, LCCIZLL Fdhn < @ passengers service fees % #14E L“Cb\f)

Reservation changes. 74 & &2 COfIZEa+08, FISEEICFEEIZH L TV

LCC @ jetBlue (X, THEFEIZ25 Y OFHEEZHE L TWDH, NWIL 100",
UlbzE->TWo,

Paper tickets. #XDATZE S D ITIZ1X. AirTran Airways & Alaska Airlines % &
WT, & TOMZESFIT, %%i?ﬁﬂ%’:uﬁ L TW5%,  American Airlines [%,
ET FORITHHRDIC LD L TMOMEFORITZEZRSNIZE AT
50 F vy —YLTWV5,

Heavy, large, or excess luggage. Alaska Airlines [X, 50 78 > FLL RO EH X O faf
IR LT, 505~ 755, —EDT 4 A varze@AlhZaldsor,
B%\2@ui®%iy7FAy7V_OwTi1@ékD50w%\%ﬁ
#RLTW5,  United T, 2L EOZFEFHWITIE, 1HH72D 80 Mz
MLTWVD,

SERVICE FEES COULD ADD $100 MILLION OR MORE TO A NETWORK
AIRLINES’ BOTTOM

itz bk, BIFE Web A4 FZMEF TR L TWD, A MTHBICHAD
LTCWAHRITHICE TR N7 "R 7 4 v hEZR-oTWVD, WA —T
e TITA T ThHhoTH, MIESMIT, ETOFRA Y NAET BN (TN
X, a—nrt 2 — Web A ) T, BEHEZOIROBICKEE DN E
N DN, BEIZITZEI 2o TR,

lzE AT LT O FIEEBEF T & TH D,
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O MmEStix, B EEMERC T vF VI 70— BRI Z R
EThHD

I— U F—THIZ8 FL, Bt Web¥ A4 FTRIZS FLro7y
XU T T4 — BT RETHD,

Figure 2 Booking Fees Create A Win-Win Scenario For Airlines And Web Agencies

Airlines can generate millions by charging booking fees and cut distribution costs nearly 18%

Booking fee revenues.
Airline call center Airline Web site
Total number of discownt tickets issued each day 35,000 4,500
Booking fee = 58 (365 days) = 55 (365 days)
Annual booking fee revenues 510,200,000 S8,212,500

BAERTIC, DLA#IZEIE, BEETICH —ERF ¥ — T 28 A LA, fikid il
LT, A~ TICHBERERE TN, HAEEEORT-ERH T,
TNNBAETIE, BEMRELILELL WS, FrIA4VBANRYZDETO
HED, A VY —OFAEBWAHESTII T, Y—ERAF ¥y —T0E AT, THIC
ZTANONDRENE > TN D,

e stl, a— k¥ —7/HIZ8 R, B Web¥ A K THIZS Kot
—ERFx—Y (TyF T 7 4—) EENTLIRETHD, —HIZY -
D 3500 Da—LErZ—TKE., 4500 DHH Web PRI ZA T HHMEHIT.
2 E FVITIEWVEBIMRAZSG S FICR D,
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@ MEStIX, I VRTHICZXBLoTNS, 65D 7 F
7 arvZ74—DXE FTUITA4UKITHEPLE > TW3D GDS
AT 47 3O LEFILETHERETHDS, MWMLT,
MEFYTVMNAEZIIXLI 17T DX ME, A3 HIF (A
17.6 %) $§5X&Th 5,

~Third-party distribution costs -,
Current model MNew model
Transaction fee paid to Web agency =56 50
Average total GDS segiment cost -514 =514
GDS incentive fee rebate fram agency  + 53 + 0
Total 517 514
Savings in new model 17 B%
M iy
Variable field

BEDET N T, MzEatlE, MhEETHD GDS &4 T A ATt
L. Bl5EkYd-n, AT17TXHhoTns, (Zv¥y b — FFEEE
wBr<)

HLWETLTIE, Migsttiz, by rvaryr7o—650FE 0T
A URITHP O E > TWAEGDSA v 2T 473 0@ A2 L 175 0“i:
SHL” Z 145 1CHBELT, A", (A17.6%) E—T7FT56xTh D,

—H Y72V 5500 BLDOMZESRE A T A URATAE CIRIE T DM ZE ST, 2
L0, FHARELT NV (AIBEHR) OF 4 AR Ea—tar a3 bOH
SN D IR D,

GDS ODHEBZMIC LY . MiESHIT GDS D—f@DE 7 A N7 4 —fHTFFIC X
H. TAARMIEa—va s aXAMOHIEN, BICHFHGETEL2FICRDHIEA
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® FvoiA4vrKiTHIZI.MESELPDDOD NI VIV a T 4 —D
BRYZ . BRICHT AV —FERF—JBBEL, IV ED
v —VUVEHBRTOIONEE L,

‘Web travel agencies stand to increase their revenue even without airline-palid
transaction fees

~— Web travel agency -,
Current model Mew model
Service fee agency charges traveler 55 59
Transaction fee paid by aidine to agency 56 S0
GOS incentive rebate 55.25 5525
Legs: GD5 fee rebated by agency to aifine  + 53| * 50
Web agency revenue/ticket 513.25 514,25
Average daily numbser of air
tickets issued by the Web agency 40,000
Annual increase in revenue 514,600,000
. A
Variable field

Source: Forrestar Research, Inc.

F T A URATAET . BUEMZERIRIE S U | +13.25 RADO~Y—Y U E2/F TN 5,
BENODY—EAF ¥y — 5 F,
FLZE &4t b o v Jvaviz- 6 5,
GDSA vy T 47 525",
GDSA &7 4 7L -3 %

A3 13.25°%,

ZLT, A T4 URITHIZ, ENPLHENL WD —EAF ¥ —U %+ 4
CEEFLT, MIZESEN OO N T I a T 4 —Dh y b EBHET DR
XThd, +H FUEEFLT, 9 ERIY—ERFYyr—VF, 7714
FRATHEICHE R R IE L, ST A PRz ARICEL LS, ZTAND
NHLR_XLOETH S,

THIZ.GDSA T 4 TOMESETRIEICE D+ 3 2MA., LETO~
—VrED 41 AWy, 1425 2ERTLO2XETHDH, 1 HHD 4 5K
DOMZESEEIRGET DAL T A4 URITHIE, ZHiC LD ERM 146 5H5 (16 &
M) OISR D FITR D,

@ PLEicXky, st Adr o4V KITHENEFIZE o T, Win-
Win Y — 2D F VIR TDHIEFEICRD,
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LOW-COST CARRIERS HAVE NO CHOICE BUT TO EMBRACE THIS AS
WELL

LCCIiZ. L CEEM BT 23 L TR, IR NE R, h=EE2 BT T,
BEGZEREMEL T, Ay —DOY =27 —F2EIHELFEHE L TWV5H,

LrL, 22 THERTWELH—ERF ¥ — U LEE TRy, Zhidfalie
L, EEICH@RMZ b “Fr—Y7 Thd, WH-oT, y—E2F ¥ —¥
DEANT, BEEEEFEEIREEOLOTHIES A D, b, BUFMKHT
Bige bR UERIC, WEENDEEIZ Iy FLERICARELNDF ¥ — T
» b,

BEIC, EEICIT, #HMHER (up to 3.10 %), ZE#kd PFC (k& i 7% F1) 1 Kk
up to 18 ). BN D 9-11 t%2U74=74= (up to 10 ¥, ) 23BN T THE 2 O EUL S
nTuns,

ZORKEFHALT, 206 AIZEH¥X%BAt L7 LCC, Independence Air I, 7&
FTARINCH LTS RAVOFERZRENSEINL TW D,

nytimes.com, 7/01/2004

3. Airline Seeks Funds From Bank
2F ATy FZE, FFP 7u 7 S ANEE > B L
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& Citigroup 7O OFVE I O R W AT > T 5, FFIZ I P. Morgan (2%} L, JiIE
MYl o>TWD, OB :

@ J.P.Morgan [&, HEHE L 72REDORKFICTE A AR L TV D FETHLA R,
18 25 1213 Lucent, Xerox, £ 0 fx il TIiX.80 f& K/L? exit loan % #fH A 72 Adelphia
Communications @ 77— A T4 & Bt T\ 5,

@ J.P.Morgan |, AH., Bank One & D& HfZ 5% T L TC\W5hH,  Bank One I%,

United D FFP 7 0 7 AL EEL TWVWDE 7 LY v b —FEREITL TV HER
1T FATICE o Tlidk, I— FHFEEIPNBIZKESEBRLTWS, UA M
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