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Abstract

The Online Centralised Tourism Package System is developed for the
convenience of travel agencies and travelers. Online Centralised Tourism Package
System is developed to fulfill the needs of the travel agency as well as travelers. It aims
to centralize tourism packages offered by the local travel agencies, to allow potential
tourists to compare the offers and be a smart consumer. It creates a win-win situation,
where it gives an opportunity to travel agencies to increase their sales.

This proposed system facilitate the online tourism package booking , help to
promote Malaysia’s tourism industry as well as help the travelers choose appropriate
tourism packages based on the location, budget, date range desired as well as the
activities that they prefer.

It is believed that this web based system will gradually become an essential to

every travel agency in the future, and help the growth of Business-to-Business and

Business-to-Consumer e-commerce in Malaysia.
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Chapter 1: Introduction

1.1 Introduction

Traveling means go from one place to another place or making a journey along
or through a country. The internet, the media of the information age, is like a vast ocean
of compute across the world connected together by a network of cables. Today, the
internet has provided to be a medium of disseminating information more effectively.
With the rapid development of internet, it has become a major influence in tourism
industry. More and more travel agencies realize the impact and importance of internet
technology in order to promote tourism industry. Many travelers started to accept the
way to obtain information regarding the vacation from the internet. With the electronic
travel information system, travelers no need to go from one travel agency to another in
order to get sufficient information to compare the prices and services provided by each
travel agency.

Online Centralised Tourism Package System is developed to fulfill the needs of
the travel agency as well as travelers. It aims to centralize tourism packages offered by
the local travel agencies, to allow potential tourists to compare the offers and be a smart
consumer. It creates a win-win situation, where it gives an opportunity to travel agencies
to increase their sales.

In a nutshell, Online Centralised Tourism Package System provides convenience

to both the travel agencies and travelers.



1.2 Problem Domain

1.2.1 Limitations on the existing travel sites

Currently, most of the travel sites allow the user to search in catalogues of
tourism products to get tour packages desired. Usually, the common selection criteria are
asked by the websites to perform searches for those items that match the user’s request.
Two limited situations could happen: either there could be too many results or on the

contrary, no result at all. This will take longer time for the user to get the tourism

products desired.

1.2.2 Lack of online tourism package booking feature in the existing
travel sites

Some of the existing travel sites in Malaysia only provide information about
traveling in Malaysia. If the user is interested to book a tourism package, after reading
on the information provided in the website, yet they cannot do the online booking of the
package, this may frustrate the user, because he or she need to spend more time to find

out which travel agency provides packages that they desired.

1.2.3 Negligence of customer services

Most of the travel agencies in Malaysia apply the information system in their
offices, to ease the staff’s burden in the daily operations. They do not implement the
information system online. Therefore, their tourism information system tend to be
more focus on the internal operation functionality, and neglect the customer services,

which are crucial to attract new customers as well as retain existing customers.
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1.3 Project Objective

1.3.1 To improve the limitation on the existing travel sites

Online Centralised Tourism Package System is developed to implement travel
recommender feature, which will recommend the tourism packages that fulfill users’
preferences, by asking users questions on the activities they prefer, location, budget, date
range desired, which can provide better recommendations to them. This will facilitate

the decision making of user.

1.3.2 To design and develop a system that provide online tourism
package booking feature

Online Centralised Tourism Package System is developed to facilitate the online
tourism package booking by the travelers, by allowing the travel agencies registered
with the system to upload their packages in the system website, and travelers can book
the packages through the website. This will help the travelers save lots of time and thus

improve the traveler’s satisfaction toward traveling in Malaysia.

1.3.3 To design and develop a system that provide customer service in
an efficient way

Online Centralised Tourism Package System is implemented online to facilitate
the promotion of tour packages offered by travel agencies and provide satisfying
customer services, The travelers can search for tour packages which suit their needs and

do an online booking easily.



1.4 Project Scope

1.4.1 Target users for Online Centralised Tourism Package System

1.4.1.1 Travelers from Malaysia

Target users for Online Centralised Tourism Package System will include
travelers from Malaysia only.
1.4.1.2 Local travel agencies

Local travel agencies which offer vacation packages for tourists to visit

destinations in Malaysia are also target users for Online Centralised Tourism Package

System.

1.4.2 Vacation Packages Offered
The vacation packages advertised in Online Centralised Tourism Package
System website are the various vacation packages which offered by local travel agencies

to visit destinations in Malaysia.

1.4.3 Language used in the system
English will be the only language used in the proposed system, as English is an

international language, which is more widely understood by most of the user.

1.4.4 Delivery Medium
The proposed system is a web-based system, so the user can access the system

2asily, anytime, anywhere, as long as they have established internet connection.



Chapter 2: Literature Review

2.1 E-Commerce and Tourism

Electronic commerce (EC) can be defined as technology mediated exchanges
between parties (individuals or organizations), as well as the electronically based intra or
interorganizational activities that facilitate such exchanges. There is an undeniable fact
that tourism information systems have become one of the most important application
areas for electronic commerce today. In year 1998, 33.8 million tourists use Web-based
tourism information systems to plan a trip compared to only 3.1 million tourists do so in
year 1996. There is a prediction that, 30% of the entire tourism business will be
implemented through Internet within the next 10 years (Garzotto et al, 2004).

More and more tourists search and book desired tourism products online and,
therefore, there is a need for flexible, specialized, accessible, interactive products and
communication between tourists and tourism organizations. Innovative methods should
be used by tourism organizations to enhance their competitive advantage by either
maintaining their price leadership in the market or by differentiating their products and
services (Garces et al, 2004; Ma et al, 2003).

E-Commerce supports various functional activities in tourism organizations:

I) E-Commerce provides new medium to market products and services globally, and
opportunities for new business providing information and other knowledge-based
intangible products.

2) Through direct, information rich and interactions with customers, the tourism

products and services can be promoted more effectively. Customer satisfaction can



be enhanced because they can just spend less time to search information and make
enquiries online, as well as compare tourism products and services.

3) Electronic Data Interchange (EDI) for EC reduces lead time, administrative and
communication costs in purchasing. For example, passenger lists can be transferred
using EDI.

4) High quality tourism products and services can be designed more easily to satisfy
current and potential customers’ needs by utilizing EC for market research.

5) Some tourism products can be further externalized using EC applications, such as
Enterprise Resource Planning (ERP) and database technologies.

6) Compared to conventional distribution channel, EC establishes a direct online
distribution channel, which reduces time, administrative and communication costs.

7) Human Resource Management can be facilitated using online training and personnel
selection especially for tourism companies which have high turnover and personnel
mobility (Garces et al, 2004).

Due to the rapid web development, the needs of consumers change. They are
increasingly less loyal, prefer to take vacations of shorter duration more frequently, and
take less time between choosing and consuming a tourism product. Thus, Internet travel
sites are providing new market functionality and technology, emphasizing on
personalized intelligent tools for travelers (Werthner & Ricci, 2004 ).

The major milestones in Internet commerce development in the tourism industry
include:

1) There is more than a simple web page which has e-mail contacts, it also establishes
links to useful and up-to-date tourism information and web forms for customer

interactions,
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2) There is interaction between consumers and website via (a) value-added features such
as electronic cards or sharing of travel experiences in Web-based guest books, and
(b) online customer support through internal site search engines and searchable
databases.

3) Online bookings for tourism products and services gradually gain acceptance of
tourism organizations and tourists.

4) Consumers can do transactions online via secure Internet channels when Internet
commerce is fully adopted (Doolin et al, 2002).

In a nutshell, travel and tourism have shown how e-commerce may change the

structure of an industry, and in the process create new business opportunities.

2.2 Case-Based Reasoning and Travel Recommendation

Recommender systems can be defined as applications which are used by e-
commerce sites to provide product suggestion and information to consumers in assisting
them make decisions (Ricci, 2002).

According to the way recommendations are made, recommender systems can be
classified into 3 categories: content-based, collaborative- based, and knowledge-based.
In content-based recommendations, items similar to what user preferred previously will
be recommended to the user, such as what are implemented by travelocity.com. In
collaborative recommendations, items that preferred by the people with similar taste and
preferences previously will be recommended to the user, such as what are implemented
by Amazon.com. Knowledge-based recommendations use knowledge about users and

the products to build up a recommendation. These systems often combine both content-



based and collaborative methods and may be “conversational™. Conversational systems
imitate a real dialogue between the “inquirer” and the “advisor” to solve user needs.
Knowledge-based recommendations may be based on Case-Based Reasoning.
(Adomavicius & Tuzhilin, 2005; Ricci & Werthner; Ricci, 2002 ).

In case-based reasoning (CBR), in order to solve a current problem, previous,
already solved similar cases are retrieved from case base. The retrieved cases are reused
to try to solve the current problem. The proposed solution is revised and adapted if
necessary. Finally, the final solutions as part of a new case are retained (Harrison, 1997).
For example, if a CBR system is used to suggest flights to the user, some personal data
and preferences (airline company, type of seat, destination, etc) may be asked by the
system. Then the most similar case (or cases) that best match the user input are retrieved
from a case of flights solutions. The user may be asked some questions to select one case
in the list and an offer from that case is built finally (Ricci & Werthner).

In the recommendation system, two limit situations could happen: either there
could be too many results returned, or on the contrary, no result at all. To overcome this
problem, case-based reasoning can be integrated with interactive query refinement. With
interactive query refinement, a more flexible dialogue management is permitted.
Failures which caused by over- or underspecified user requirements is tackled by
suggesting constraint relaxation or tightening respectively (Ricei, 2002).

However, the existing recommender systems still require improvements, and
capabilities of recommender systems can be extended to represent user behaviour and
description about the recommended items with better methods, to  model

recommendation with more advanced methods, to form various contextual information



into the recommendation process, to utilize muticriteria ratings, and to develop less

intrusive and more flexible recommendation methods (Adomavicius & Tuzhilin, 2005).

2.3 Trip Planning Behaviour

Tourism is the world’s largest and fastest growing industry. According to the
World Travel and Tourism Council, tourism accounts for approximately 10% of the
world’s gross domestic product. There is an estimation that tourism will be a $10.0
trillion industry by the year 2010 (Luz Pagan et al, 2000).

We need to understand what motivates the tourists and what influences their
decision making regarding travel, so that we can serve tourists effectively. The reasons
people travel varies, including business purposes, recreation and to visit friends and
relatives. Tourists involve in decision making on destinations, attractions, lodging and
modes of transportation before going for a trip (Luz Pagan et al, 2000).

Careful trip planning accounts for the success of any major trip. Trip planning
involves selecting a destination, route, mode of transportation and time by travelers. Trip
planning includes various activities, for instance information gathering, selecting a
destination and etc. Each individual traveler usually experiences different trip planning
process. Despite individual travelers’ characteristics, a basic framework for the trip
planning process has been established as shown in Figure 1.1. At each step, several
choice dimensions are involved, including purposes of trip, destination, accompanying
travelers, date and time, modes of transportation to destination, places to go or activities,

accommodations, modes of transportation within destination, schedule of day trips and

route (Luz Pagan et al, 2000).
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2.4 Reviews on Existing Systems

2.4.1 Travelocity (www.travelocity.com)

This site provides places of interest from all over the world. By clicking a region
on the map, travelers can choose the destination from Asia, Africa, Europe, South
Pacific, Carribbean, Canada, Antartica, Eastern US, Western US, Mexico or Latin

America and find vacation that they preferred. Below is the main page of Travelocity.

2 Trovel: Alrfares, hotels, ¥oca1iom, Crutves, 6o 1entals and more @l | ravelodily.com - Microsolt Infernet Laplarer pravided by |
Tt e Peone Tok teb -

QO+ W2 0y e e W Jns
B et
*
*¥ travelocity

I jugrts  Moteis  Corabia  Vecations  Crumes  |ast Minie Dowis

Vawa e Gt P Beha okt et Tiovetnty fareas Abend Timvetnidy The Timvemcty Oumrton

S P ; LS s Last Hunrah

£ route 0 Jlgnlidal €3 kel 13 800 i L

e @ 4 aborDay
etaways

U Comps sy seperts K
R

rom $199

Tt iy A v

N ey A Y

' P

e T T R
et

o o - > | —— * b din il bt
b iy

AR (1044 ek (1T) Bet (00) )
v 0w 0w

O L0t Wouste Ducle Summer In
* Thmmt Thvs Ymonarst bach aane Foom 1 the Oty Sale
jate America ot et © S A LASLIVTIY S O e i Ot Tabo 1 0§ 75 O
Les * 100 YA SO Pty 4
* * Carkvnts ol Dnste [ Pt 1o Lrom 440 & Y
O © B0 R 1 L M Ak A O Y
R L] e
4| borm @ bowast

Figure 2.1 : Main Page of Travelocity

Positive Reviews of the System

1) This site provides fast searching in some modules such as flights, lodging, cars,
vacations. cruises and deals. This saves a lot of time and makes the searching process
more efficient.

2) It provides tools that allow travelers to customize the trip that best suits them,

insuring a trip with great value.
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3) It provides satisfied customer services to the user where users can send an email
through a feedback form provided by the system. Travelocity responds fast to the

users’ request.

Negative Reviews of the System

1) The Graphical User Interface (GUI) of this site looks crowded. Many items such as
the searching process, information retrieved and advertisements are crammed into a
single page. The information should be separated into a few pages so that users can

see the information more clearly.

2) The searching criteria is not clear. For instance, to search for a hotel, users are
required to enter an address which is used to find a hotel near to the place. This
seems easy for the local tourists, but the foreign tourists who are not familiar with
that country will face difficulty to do so. Instead, the system should let users to

choose from a list of cities through combo box.

2.4.2 Expedia (www.expedia.com)
This site more emphasizes on assisting travelers to plan their trip at the
reasonable price. Travelers may choose to travel the countries all over the world. Below

is the main page of Expedia.com.






