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Abstract 

Th nlin ntrali un m Packag tern de elop d for the 

f trav nlin ntralised Touri m Package 

y tern i dcv lop d t fulfill th n d of th travel agency as well a tra eler . It aims 

c ntraliz t uri m ackage ffered by the I cal trav I agencies to allow potential 

uri t mpare th ff r and b a mart c n umer. It r ate a v m-v in ituati n, 

whcr it giv an pp rtunity t trav I agcn ie t incr a their al 

hi king help t 

c appr riat pr m t uri m indu tr a v II a h Ip th tra el r 

t uri m pa kag ba d n the I ati n budget, date rang de ir ·d a' ,, 'II a· the 

activiti that th y pr f r. 

It i bcli d that thi t m will zraduall 1 t c Ill an 'S: inti 11 t 

v ry trav I ag ncy in th futur and h Ip the r \:\ h f u sines -t - u sine: nnd 

u in -t - n urner c-c mm r in M la ia. 
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Chapter 1: Introduction 

1.1 Introduction 

Traveling means go from one place to another plac or making ajourn y along 

or through a country. The internet, the media of the information age, i 1 ike a va t ocean 

of compute across the world connected together by a netw rk of cables. Today the 

internet has provided to be a medium of disseminating information more ffectiv ly. 

With the rapid development of internet, it has become a major influence in touri m 

industry. More and more travel agencie realize the impact and irnportan of int met 

technology in ord r to promote touri m indu try. Many traveler tarted t ac pt th 

way to obtain information regarding the vacation from the internet. With the electr nic 

travel information y 'Lem traveler no need t go fr rn ne trav I agency t an th r in 

order to get ufficient information to compare the price and ervi 

travel agency. 

Online Centralised Touri m Package ystem is developed to fulfill the ne d f 

pr vid d by ea h 

the travel agency as well as traveler . Jt aim to entralize t uri m packag 

the local travel agencie t all w p tential t uri t t compare the ff r mart 

consumer. It creates a win-win ituati n, where it gives an pp rtunit t tr Io 

to increase their sale . 

In a nutshell, nlin ntralis d Touri m Pa kage y tern pr vid n 111 n 

to both the travel agencies and traveler . 



1.2 Problem Domain 

1.2.1 Limitations on the existing travel sites 

Currently, most of the travel site allow the user to earch in catalogue of 

tourism products to get tour packages desired. Usually the common selection criteria are 

asked by the websites to perform searche for those item that match the u er r que t. 

Two limited situations could happen: either there could be too many results or on the 

contrary, no result at al I. This will take longer time for the u er to get the touri m 

products desired. 

1.2.2 Lack of online tourism package bookin feature in the e tin 
travel sites 

Some of the existing travel ite 111 Malay ia only provid inf rmati n ab ut 

traveling in Malaysia. If the user is intere ted to book a t uri m packag , after r ading 

on the information provided in the web ite, yet they cannot d the nline b king f th 

package, thi may fru trate the user, becau e h r he n ed l pend m r tim t find 

out whi h travel agency pr vide package that they de ir d. 

1.2.3 Negli zcnce of customer services 

Mo t of the travel ag en ·ics in Maluysiu apply th informat] n s t .m in th rr 

If ' , to 'HS· th' stuff'' bur 1 ·ninth· daily op ·rnti 11s. ·1 h · d not impl .m ·nt th 

inforrnati n sy 'l '111 onlin ·.'I h 'I' •I( r 1th ·i1· t uri: m i11fommtinn s st .m I ·nd t b · 

more lb .us 011 th' int irnul 01 .ration fun ·ti nulity, an J nc ii· t the ust m r r ices 

hi h arc TU .iul to aura t n w ·usl m .rs us w ·II as r ·toin · 'i, tin 1 usrc m .rs. 

2 



1.3 Project Objective 

1.3.1 To improve the limitation on the existing travel sites 

Online Centralised Tourism Package ystem i dev loped to implem nt 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. Thi 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 i develop d t facilitate the nlinc 

tourism package booking by the trav ler by all wing the trav I agenci r gi t r d 

with the system to upload their packages in the sy tem web ite and trav ler an b k 

the packages through the website. This will help the traveler ave lot f tim and thu 

improve the travelers atisfaction toward traveling in Malay ia. 

1.3.3 To design anti develop a system that provide cu tomer ervic m 
an efficient way 

nline entraf sed Tourism P·1 kage yst ·111 is impl .mcnt · J nlin · t fn ilitat 

th pr motion or lour pu ·kug ·s offer ·cl by truv ·I ugcn i ·s und pr i c satisf ing 

do an onlinc booking mslly. 

3 



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 Centrali ed Touri m Package y t m will include 

travelers from Malaysia only. 

1.4.1.2 Local travel agencies 

Local travel agencie which offer vacation package for touri t to vi it 

destination in Malaysia are also target u er for nlin entrali ed T uri m Pa kage 

y tern. 

1.4.2 Vacation Packages Offered 

The vacation packages adverti ed 111 nline entrali ed T uri rn Pa kag 

System web ite are the various vacation packages which offered by local tra I agen i 

to visit destinations in Malay ia. 

1.4.3 Language used in the system 

English will be the only language used in th' pr p 'Cd ' ·t rn a ~ngli h i n 

internati nul language, whi h is more wid "IY und rsto d by m , t f th u ·r. 

1.4.4 Delivery Medium 

'I he pr ipos xl sysl 111 i • u w b-bus 'U sy. tern, so th user an a the s 'item 

casil on tirn , anywb r , us long us th 'Y h iv \ tnblish •I int rn t .onne ti 1. 

4 



Chapter 2: Literature Review 

2.1 E-Commerce and Tourism 

Electronic commerce (EC) can be defined as technology m diated exchanges 

between parties (individuals or organization ) as well as the electronically based intra or 

interorganizational activities that facilitate uch exchang . Th re i an undeniable fact 

that tourism information systems have become one of the mo t important application 

areas for electronic commerce today. Jn year 1998 33.8 million touri t u e Web-ba d 

tourism information systems to plan a trip compared to only 3.1 million t uri t d o in 

year I 996. There is a prediction that, 30% of the entire t uri m bu in 

impl mented through Internet within the next I 0 year ( arzott t al 2004). 

More and more touri ts search and b k de ired t uri m pr duct nlin and, 

will e 

therefore there i a need for flexible pecialized, acce ibl , interactive pr duct and 

communication between tourists and tourism organization . Inn vative rn th d 

be used by tourism organizations to enhance their competitive advantage b ith r 

maintaining their price leader hip in the mark t r by differentiating th ir pr du t and 

services ( arce et al 2004; Ma et al, 200 ). 

ommerce supports variou functional activities in l uri rn rgani 

I) E- ommerce provides new medium t mark l I r du t and 

opportunitie for new bu ines pr viding inf rrnati n and ther kn I dg -b d 

intangible products. 

2) Through lire .t, i111'or111utio11 ri ·h uncJ int .ru tions with usiom ·rs, the t urisrn 

produ ls and services can be promot .d mm .Ifcctlvcty. ustorn .r uti!l action can 

5 



be enhanced because they can just spend le time to ar h information and make 

enquiries online, as well as compare tourism product and s rvice . 

3) Electronic Data Interchange (EDI) for reduce I ad time administrative and 

communication costs in purchasing. For example, pa enger lists can be transferred 

using EDT. 

4) High quality tourism products and services can be designed more easily to ati fy 

current and potential customers' needs by utilizing EC for market research. 

5) Some tourism products can be further externalized using application , uch a 

Enterprise Re ource Planning (ERP) and databa e technologie . 

6) Compared to conventional distribution channel, e tabli he a direct nline 

di tribution channel, which reduc time, adrnini trative and mmuni ati n st . 

7) Human Resource Management can be facilitated u ing online training and p r nnel 

selection especially for tourism companie which have high turnov r and p r nn I 

mobility (Garces et al, 2004). 

Due to the rapid web development th need of on umer hang . h are 

increasingly les loyal prefer t take vacation f h rt r durati n rn r fr qu ntl c nd 

take less time between choo ing and con urning a touri 111 pr du t. Thu , Int rn 'I tr 

ite are providing n w market functi nality and tc hn gy, mpha i ing n 

p r onalizcd intelligent tools for travelers (W »thncr & Ric i 2 

The major mil eston ·s in Int met cornmer · d ·v ·101 m ·nl in th· t uri m indu t 

111 Iude: 

I) Thcr is more thun a simpl • w ·I 1u1 • whi ·h hus -muil 111~1 ls, it ul · estu Ii hes 

links us ·ful and up-to-date tourisn in!' rrnation and ib rm f r ·ust mer 

int eruct ions. 



2) There is interaction between consumer and web ite via (a alu -added fl atur uch 

as electronic cards or sharing of travel experience in W b-ba d gu st books and 

(b) online customer support through internal ite arch ngin and archable 

databases. 

3) Online bookings for tourism products and service gradually gain acceptance of 

tourism organizations and tourist . 

4) Consumers can do transaction online via ecure Internet channels wh n Internet 

commerce is fully adopted (Doolin et al, 2002). 

In a nutshell, travel and touri m have hown how -cornmerce may hange the 

tructure of an indu try, and in the proce create new bu ine pportunitie . 

2.2 Case-Based Reasoning and Travel Recommendation 

Recommender systems can be defined a applicati n which arc u d b 

commerce sites to provide product suggestion and information to consumer in a i ting 

them make decision (Ricci, 2002). 

According to the way rec mrnendation ar made recornm nd r t m n b 

clas ified into 3 categories: content-ba ed collaborative- ba cd and kn 

In content-ba ed recornrn ndations, items irnilar t what u r pr f rr 

be recommended to the user, u h a what arc imp I ernent d b tra 

will 

m. In 

llaborativc re ommendutions, ilcn · thut pr .Icrr •d by th· I • 1 I'' ith sirnilr r tast and 

usly will be r · .omm nd ·d to th· us ·r, su .h ns hot urc irnpl .ment id 

b Amuzon. .om. nc wl 'Ug »bas ·d re .omm ·ndulions use Inn h.:dg · ubout users and 

th' produ ts to build u1 n r' comm mdntion. 'I h ·s . st 'Ill.' ft ·n oml i11 ·I th cc ntent- 
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based and collaborative method and may b " onver ational". n r ational stems 

imitate a real dialogue between the "inquirer' and the 'advi or to solve user needs. 

Knowledge-based recommendations may be based on ase-Ba ed R a oning. 

(Adomavicius & Tuzhilin, 2005· Ricci & Werthnei .. Ricci, 2002 ). 

In case-based reasoning (CBR), in order to solve a current problem pr vrous, 

already solved similar cases are retrieved from ca e base. he r trieved ca e are r u ed 

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 (Harri on 1997). 

For example, if a CBR sy tem i used to sugge t flights to the u er om per nal data 

and preferences (airline company, type of eat, de tination, etc) may b a ked by the 

y tern. Then the most imilar ca e ( r case ) that b t mat h the u r input ar r tri d 

from a case of flights solutions. The user may be asked some que tion to 

in the list and an offer from that case i built finally (Ricci & W rthn r). 

In the recommendation system two limit ituation c uld happen: eith r th er 

could be too many result returned or on the contrary, no re ult at all. T 

problem, case-ba ed rea oning can b int grated with interactive qu r refin rn mt. ith 

interactive qu ry refinement, a more flexible dialogu rnanag m nt i p rrnitt d. 

Failures which cau d by over- r under pecified u r 

uggc ting onstruint rcla ·at ion or tightening res] .ctiv .ly (Ri i 20 2 . 

1 lowcv .r, the ' isling r comm .nder ystcms , till r equir • impr .rncnts, and 

ta kl b 

apabilitic · r r · 01111Tl .nd ·r syst .ms .an be .xt nd .d to r pres ·111 user eha ur and 

de cription about th' re .ornm ·nd ·d it ·111s with b ·tt ·r m ·th ds, mod l 

re 0111111 .ndntion with 111or' advanced n1 nho Is, to form various nt xtu I in rmation 
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into the recommendation proces , to utilize rnuticriteria rating , and to d lop less 

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

2.3 Trip Planning Behaviour 

Tourism is the world's largest and fastest growing indu try. 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 under tand what motivates the touri ts and what influenc their 

decision making regarding travel, so that we can serve touri t effectively. The rea 11 

people travel varie , including bu ine purpo e recrcati n and t vi it fri nd and 

relatives. Tourists involve in decision making on d tination attracti 11 , lodging and 

modes of transportation before going for a trip (Luz Pagan et al 2000). 

Careful trip planning accounts for the uccess of any major trip. Trip planning 

involves selecting a de ti nation route, m de f tran portation and time by tra 

planning include various activitie fi r in tanc inf rrnati n gath ring, tin a 

destination and etc. ~ach individual traveler u ually exp ri n e diff r nt trip Janning 

proce . De pite individual travel rs' characteri tic , a ba i fram rk r th trip 

planning pro e ha been c tabli shed as shown in Figur I. I. At a h p, 

n · arc involv d, in luding purpos s or trip, d uinnti n n r1'l( an 1ing 

trav I rs, date and tirn ·, mod ·s f trn11s1 ortution to d .stination. I la· ·s to 1 

ac ommcdations, mod '8 or Iran pollution within I·. tinution, s h .dul < Ju trip and 

rout , uz Pugun ·t al, 2000 . 



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 A ia, Africa Europe South 

Pacific, Carribbean, Canada, Antartica, Eastern US W t rn US Mexico or Latin 

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

••m•m1t.!N@!iil !WI! Elili!Jljih"'ifilli!iiliiMtyim 11·11!!i!liijf!Mild!.!!JiliiU,i!:li ltl!!I 

Figure 2.1 : Main Page of Travelocity 

Positive Review of the y tern 

I) This ire provide fast carching in orne rn dul • such a night I dging 

vacations, rui sand deal . This sav · a I t f tirn . and makes th· · inr hing pr 

rnor effici -'11L 

2) It provides tools that allow travelers t 'u iomizc th tri] that be t uit th rn, 

in suring a trip with ir ut vulue, 

10 



3) ft provides satisfied customer ervices to the us r where u r n nd an mail 

through a feedback form provided by the syst rn. Trav locity r spond fast to the 

users' request. 

Negative Reviews of the System 

I) The Graphical User Interface (GUI) of this ite looks crowded. Many it m such a 

the searching process, information retrieved and advertisements are crammed into a 

single page. The information should be separated into a few pages so that u er can 

see the information more clearly. 

2) The arching criteria is not clear. For in tance to earch for a hotel, u r are 

required to enter an addre which i u ed to find a h t I near t the pla e. hi 

seems easy for the local tourists, but the foreign touri t who are not familiar ith 

that country will face difficulty to do so. In tead, th y tem h uld I t u er 

choose from a list of cities through combo box. 

2.4.2 Expedia (www. xpedia.com) 

This site rn re rnpha ize on a i ting travel r t plan th ir trip at th 

rea enable price. Traveler may ch se t travel the ountrie all v r th w rid. 

is the main page f ;;-xpcdio.com. 

II 
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Figure 2.2: Main Page f ~xpedia.com 

Po itive Review of the System 

I) There is a good color matching of the icon and the ba kgr und ofthi it 

2) This ite provides travelers' tools including all the important inf rrnati n that uld 

be useful to traveler , such as currency converter, driving dirccti n and airport 

information. 

3) Travelers are free to pick and choo e hotel airlin and ar t m u ith th 

right cornbinati n for them. 

4) All the information provided fi reach crui es, night and a mm dati n ar 

detailed. The e arc very h lpful in as i ting their ustom mak th b st d 

before doing any b eking. 

1) This sit' do 1 not allow its cu 'tom .rs 10. ·I• ·t th ·ir I ·stinoti n, but inst .nd ha c to 

kcv in tho lcstinution th msclv s in which thcrc is nc rcreren ·1 'hi licit r 
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