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Changes All Along the Line: How the Internet Is Transforming Packaged-Travel Distribution 

The packaged-travel business continues to change dramatically as distribution migrates to the internet, according to a new
report from Cornell’s Center for Hospitality Research. The report, ’Travel Packaging: An Internet Frontier,’ by William
Carroll, Robert Kwortnik, and Norman Rose, is available at no charge from the center at 
http://www.hotelschool.cornell.edu/research/chr/pubs/reports/2007.html. The report outlines both the difficulties and the
opportunities of internet packaged-travel sales. 

Carroll, Kwortnik, and Rose point out that tour packages are still assembled and sold in the traditional fashion. That said, the
big growth potential lies in sales to individual customers and small groups, particularly those who use the web to assemble
their own custom tour packages. Carroll is a senior lecturer at the Cornell University School of Hotel Administration, where
Kwortnik is an assistant professor. Rose is founder of TravelTech Consulting, a firm that identifies emerging technologies
that can benefit the travel industry. 

’We see both promise and problems for packaged-travel vendors,’ said Carroll. ’The great promise of the internet is in
evolving web 2.0 applications, where vendors can offer travel elements based on customers’ wishes, as expressed online in
social networking activities. The problem is connectivity, because true dynamic packaging requires information systems that
permit real-time inventory exchange between travel suppliers and packagers.’ 

Kwortnik added that vendors should seek to enhance customers’ value perceptions by offering integrated, high value
packages. ’While integrated packages should help offset price transparency, we also note that any of the participants in this
process can become competitors, by offering their own packages, even as they work together to create consumer value.’ To
assist practitioners in assessing the value of travel packages, Carroll, Kwortnik, and Rose offer a detailed framework and
checklist that examines the value drivers in the processes of search and shopping, consumption, and evaluation of travel
packages. 

Meet and interact with Dr. Carroll, an active member of the executive education faculty at the School of Hotel
Administration, when he presents sessions in the General Managers Program: 
http://www.hotelschool.cornell.edu/industry/executive/gmp/ and in the Professional Development Program: 
http://www.hotelschool.cornell.edu/industry/executive/pdp/. 

Thanks to the support of the partners listed below, all Cornell Hospitality Reports and Tools are made available free of charge
from the center’s website, www.chr.cornell.edu. 

About the Center for Hospitality Research 

A unit of the Cornell School of Hotel Administration, The Center for Hospitality Research (CHR) sponsors research designed
to improve practices in the hospitality industry. Under the lead of the center’s 66 corporate affiliates, experienced scholars
work closely with business executives to discover new insights into strategic, managerial and operating practices. The center
also publishes the award-winning hospitality journal, the Cornell Hospitality Quarterly (formerly the Cornell Hotel and
Restaurant Administration Quarterly). To learn more about center and its projects, visit www.chr.cornell.edu. 

Center partners and sponsors: AIG Global Real Estate Investment, American Airlines Admirals Club, Davis & Gilbert LLP,
Deloitte & Touche USA LLP, Denihan Hospitality Group, Expedia, Inc., Four Seasons Hotels and Resorts, HVS,
JohnsonDiversey, Inc., LRP Publications, Marriott International, Inc., Marsh’s Hospitality Practice, Mobil Travel Guide,
Nestlé, PricewaterhouseCoopers, Proskauer Rose LLP, Smith Travel Research, Southern Wine and Spirits of America, Inc.,
SynXis (a Sabre Holdings Corporation), Taj Hotels Resorts and Palaces, Thayer Lodging Group, TIG Global, Travelport,
WATG, and WhiteSand Consulting. 

Center friends: 4Hoteliers.com American Tescor, LLC Caribbean Hotel and Restaurant Buyers Guide Cody Kramer Imports
Cruise Industry News DK Shifflet & Associates ehotelier.com Estrela Marketing Solutions EyeforTravel Fireman’s Fund
Insurance Company Gerencia de Hoteles & Restaurantes Global Hospitality Resources Hospitality Financial and Technology
Professionals (HFTP) hospitalityInside.com hospitalitynet.org Hotel Asia Pacific Hotel China HotelExecutive.com Hotel
Interactive Hotel Resource International CHRIE International Hotel and Restaurant Association International Hotel
Conference International Society of Hospitality Consultants (ISHC) iPerceptions KPMG Japan/Global Management
Directions Lodging Hospitality Lodging Magazine Milestone Internet Marketing MindFolio PKF Hospitality Research The
Resort Trades RealShare Hotel Investment & Finance Summit Resort+Recreation Magazine RestaurantEdge.com Shibata
Publishing Co. Synovate The Lodging Conference TravelCLICK UniFocus WageWatch, Inc. WIWIH.COM 
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