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“What Do 
Travel Agents 

Say They Need 
Most Now?”

Amadeus Travel Agent Survey Results

March 2009
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We asked. They told us. We’re listening.

Amadeus invited travel agents to participate in a 
survey to tell us what they need most right now for 
their business and their customers.

The survey was fielded February 27 - March 9, 2009.

Nearly 700 travel agents from across the travel 
industry responded.

Survey says …
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What do travel agents need the most now—
for their business and their customers?

7.8%

9.2%

12.9%

15.3%

15.6%

19.3%

20.0%

0% 5% 10% 15% 20% 25%

Custom-built solutions

A technology partner who listens

Reduce costs

Access to easy-to-use solutions

Compete online

Access to best fares

Make more money
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What do travel agents need most to make 
more money?

17.4%

24.8%

28.8%

28.9%

0% 5% 10% 15% 20% 25% 30% 35%

Stronger admin, automation, reporting
and processing tools

Offer more in terms of "total travel
experience"

Book more high-quality, high-
commission content

Access to globally-comprehensive
travel content
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What do travel agents need most for 
accessing and booking the best fares?

21.8%

24.4%

26.2%

27.6%

0% 5% 10% 15% 20% 25% 30%

Access to best available fares from
consolidators

Quality control and faring tools that
find the best fare, eliminate errors

Access to the right fare at the right
time with automated tools

Shop and book all lowest fares, no
matter their origin
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What do travel agents need most to compete 
online?

16.1%

22.3%

30.1%

31.6%

0% 5% 10% 15% 20% 25% 30% 35%

Provide corporate customers with
online self-booking tool

Develop my own site and applications,
integrate my own content and tools

Custom booking tool that allows
control of online sales

Turnkey, low-cost booking tool
enabling online sales expansion
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What do travel agents need most when it 
comes to access to easy-to-use solutions?

17.4%

24.4%

27.4%

30.7%

0% 5% 10% 15% 20% 25% 30% 35%

A simple way to quickly exchange and
refund airline tickets

A simple hosted solution so I can
focus on selling

A simple way to sell travel so that the
business is fun again

A simple way to sell high-quality, high-
commission leisure travel
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What do travel agents need most to reduce 
costs?

13.4%

27.8%

28.0%

30.8%

0% 5% 10% 15% 20% 25% 30% 35%

Reduce my corporate travel costs

Run cost-efficient business, reduce
overhead costs

Streamline business and tackle labor-
intensive admin tasks

Manage business more effectively,
maximize efficiency of each sale
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What do travel agents need most from a 
technology partner?

18.4%

23.8%

28.4%

29.4%

0% 5% 10% 15% 20% 25% 30% 35%

Analyze my business needs and
processes consultatively

Customized technology that fits my
unique business objectives

Stability, reliability and willingness to
invest in both its own and my future

Deliver solutions that meet today's
and tomorrow's needs
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What do travel agents need most when it 
comes to custom-built solutions?

19.4%

23.6%

25.4%

31.6%

0% 5% 10% 15% 20% 25% 30% 35%

Scalable, innovative applications and
options for consulting services

Intuitive, future-proof solutions that
simplify my business

Solutions built my way to enhance
business performance and value

Improve the travel experience for my
clients
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What do travel agents need most when it 
comes to a host agency?

23.0%

25.0%

25.3%

26.7%

0% 5% 10% 15% 20% 25% 30%

Financially stable parter with clear
direction for the future

Streamline operations, lower costs
and fees; maintain unique identity 

Eliminate admin work and spend more
time selling

Allow me to do my job without the
headaches of agency ownership
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More from travel agents on what else they need most
“The best short cuts possible to get the lowest air fares, hotels and cars”
“Qualified sales leads at low cost”
“More outlets that let me sell discounted tickets”
“The ability to keep up on travel trends”
“The ability to compare and sell all types of travel in one location”
“The need for non-complex GDS system that does not involve complicated codes”
“A client management tool to be able to help in marketing, collect travel information over the past two years 
for easy access, etc.”
“Better help desk options”
“I need affordable, easy-to-use technology”
“Being able to find a quality way of eliminating ARC”
“I need to obtain the lowest fares so that we can compete with Expedia and Travelocity”
“Commissions paid in a timely fashion”
“More clients ready, willing and able to book leisure travel”
“I need technology partners who understand the travel business and can help out in a timely fashion with 
problems as they arise”
“I need to be able to let my customers know that I can provide a secure fun adventure no matter where or 
when they book travel through me”
“A comprehensive booking tool that allows price comparison across suppliers”
“The economy to turn back around”
“The ability to compete with large online agencies”
“I need to be able to get more traffic and purchases on my Web site”
“Easy online help”
“Making more commission is necessary”
“More customizable content”
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So what does it all really mean?
Travel agents must find new and innovative ways to 
increase their earning power.

Travel agents must stay competitive to bring their clients 
the best deals and best travel experience available.

It is no longer good enough to simply focus on cutting 
costs.

Travel agents must have access to user-friendly tools and 
technology so they can be efficient and productive.

Travel agents want to be able to focus on doing what they 
do best.
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Survey demographics
Respondents who described themselves as a:

Home-based agent (31.9%), travel agent (25.9%), travel agency 
owner (24.9%), travel agent manager (9.5%), independent 
consultant (7.8%)

Respondents who said their focus is:
Primarily leisure/destination (68.2%), primarily cruise travel 
(11.9%), primarily business/corporate (10.6%), other (9.2%)

Respondents who said they work in:
The US (91.1%), Canada (3.6%) or other (5.3%)
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sAt Amadeus, 
we’re listening.

In the US, call 1.888.AMADEUS 
or visit www.us.amadeus.com

In Canada, call 1.888.611.5554 
or visit www.ca.amadeus.com

http://www.us.amadeus.com/
http://www.ca.amadeus.com/
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