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Just the (e) Ticket

IATA’s mandate that its members conduct 40 percent of their ticketing

electronically by the end of the year and 100 percent by 2007 will require
airlines to further modify their operations.

By Gary Millward | Ascend Contributor

f the International Air Transport
OAssociation’s top five “simplifying the

business”  priorities  that  were
announced in June, moving to 100 percent
electronic ticketing by 2007 has perhaps
received the most attention. And rightfully so
— the target is tangible and measurable. The
initiative has a clear delivery date; IATA has
even placed a clock on its simplifying the busi-
ness Web site, counting down the days, min-
utes and seconds to 100 percent e-ticketing. In
addition, many travelers are already familiar
with e-ticketing and have probably used it.

However, although the initiative and the
objectives are clear, achieving 100 percent e-
ticketing presents varying challenges for air-
lines depending on their current status and
long-term business targets.

The results of IATA's own survey, con-
ducted shortly after the initiative was launched,
show how airlines are divided into two camps

— those that have adopted e-ticketing to some
degree and those that have not. For a number
of airlines, meeting the IATA requirements
would appear to be a foregone conclusion.
Some carriers have implemented e-ticketing as
far back as 10 years ago and many have already
introduced interline e-ticketing with several
partners. Other airlines that had not intended
on introducing e-ticketing will need to revise
their business plans. Even airlines that are not
members of IATA could be affected. The IATA
initiative will apply to any airline that wishes to
distribute tickets to travel agents through an
|ATA Billing and Settlement Plan.

Although the benefits of e-ticketing are
obvious, the methods to implement it are more
complex than their existing business plans allow.
Regardless of which camp they are in, nearly
every airline, even those that have a head start on
implementing e-ticketing, still have some work
remaining to fully comply with the IATA mandate.

By the Numbers

E-Ticketing Pioneers
The reality is that “early-adopter” airlines are
currently faced with as many challenges as the
"late developers,” but they are of a different
nature. Of course, early adopters have e-ticket-
ing in place for direct and travel agency sales,
and depending on an airline's markets, more than
90 percent of its ticketing transactions may be
made electronically. Yet there are barriers
remaining that have to be overcome to reach
100 percent e-ticketing, such as developing
interline e-ticketing with all partners and integrat-
ing with third-party ground handling operations.
Interline e-ticketing is receiving a lot of
attention. Early adopters may have as many as
30 interline e-ticketing agreements in place, but
according to IATA, only 64 airlines have interline
e-ticketing capability. The focus for interline
e-ticketing has been concentrated within
alliances for business reasons and within host
systems for both business and technical reasons.

Sabre Holdings has already taken steps toward building technology that will

help airlines comply with IATA’s electronic ticketing mandate. Statistics show
airlines are making progress toward a 100 percent e-ticketing environment.

m Sabre Holdings has implement-
ed 58 interline electronic ticket-
ing connections for 34 unique
carriers.

m More than 30 connections are
routed through the Interline
Electronic Ticket Hub, and 27
carriers are connected to the
hub. This includes 15 carriers
not hosted in SabreSonic™ Res.

m Nearly 40 airlines hosted in the

Res component have now
implemented electronic
ticketing.

m As of July 20, only 64 airlines
have implemented interline
electronic ticketing; 19 of these
have only one interline agree-
ment activated.

m Sabre Travel Network dis-
tributes electronic ticketing
for more than 70 airlines

in Airline Reporting Corp. and
40 IATA Billing and Settlement
Plans, operating in more than
70 countries.

agency tickets were electronic.
m The Interline Electronic
Ticketing Hub enables carriers
operating different EDIFACT
m In June 2004, (the date of versions to implement interline
IATA's simplifying the business ticketing.
announcement), more than 60 m This year, Sabre Airline
percent of tickets issued by Solutions became the first
Sabre Travel Network were system provider to implement
electronic. As of last June, IATA 722h third-party ground
more than 70 percent of travel handling. E




To achieve 100 percent e-ticketing, an airline will need to implement one
of two IATA standard methods — the interactive or control methods —
for third-party ground handling,.

An interline environment clearly highlights dif-
ferences, such as different approaches to open
segments, infant processing and revalidation,
that exist between airlines and the various host
reservations systems. Interline e-ticketing is
heavily dependant on interaction between previ-
ously stand-alone systems. Airlines have to
exchange general business requirements, or
GBRs, and agree on procedures. IATA is taking
steps to standardize GBRs and facilitate the
process, but airlines will have to be flexible if they
plan to have as many electronic ticketing agree-
ments as they have paper agreements today.
There are a number of different EDI-
FACT versions in use, and some airlines still
use the original 1996 version. To create a
bilateral interline e-ticketing agreement, both
airlines must agree on set business rules
and be on the same version of EDIFACT.
Sabre Airline Solutions has helped reduce
the effort by implementing the Interline
Electronic Ticketing Hub, a component of

SabreSonic™ Ticket, which enables airlines to
remain on different versions of EDIFACT
while implementing interline e-ticketing. The
hub achieves this by taking the EDIFACT
message from one airline and translating it
into the format used by another. This
process enables multiple airlines using dif-
ferent versions of EDIFACT to interline with-
out incurring the cost of making a version
change. In addition, airlines have access to a
diagnostic tool with a user-friendly interface
that enables individual or groups of mes-
sages to be viewed.

Ground handling raises more issues
for airlines with e-ticketing abilities that use
different ground handling companies to sup-
port their airport operations. In a paper tick-
eting environment, a ground handler
requires access to the operating carrier’s
reservations system to ensure the passen-
ger has a booking, but the passenger’s right
to board is determined by the flight coupon

Full-Service Electronic Ticketing

that is lifted during passenger check in.
Electronic ticketing, therefore, requires
access to the flight coupon details at the
time of check in. For an airline with a depar-
ture control system that is integrated with
its reservations and ticketing system, this is
not a challenge because all data resides
within the system and is easily accessible.
Today, many airlines rely on one or
more third-party ground handling companies
to represent them at a number of airports.
To achieve 100 percent e-ticketing, an airline
will need to implement one of two IATA
standard methods — the interactive or con-
trol methods — for third-party ground han-
dling. By using these methods, an airline
can be sure that the flight coupon is valid for
travel. As an interim approach, some ground
handlers have implemented the electronic
ticket list, or ETL, method whereby using
the SSR TKNE (electronic ticket number
notification), passengers with electronic
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Sabre Airline Solutions has successfully integrated e-ticketing applications (blue) with an airline’s existing reservations system (green)

and then interfaced with external parties (yellow) including interline partners, global distribution systems and ground handlers,
enabling an airline to implement electronic ticketing and still remain on its existing reservations system.
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tickets can be identified and checked in.
There is a risk attached to using this method
because the TKNE is only sent at the time of
issuance, and it is not updated if the ticket
is later changed. Therefore, the potential
exists for a passenger to travel when the
coupon has previously been exchanged or
refunded. Sabre Airline Solutions was the
first system provider to implement the IATA
standard for third-party ground handling.
(See related article on page 77.)

Following the implementation of airline
e-ticketing as well as global distribution system
e-ticketing, interline e-ticketing and any ground
handling connectivity that is required, the early
adopter can address any final outstanding
issues. Some of these issues are currently
being addressed by IATA committees and
include infant e-ticketing, fully open tickets, staff
travel, involuntary rerouting procedures and the
replacement of miscellaneous charges orders
and multi-purpose documents with an electronic
MCO. IATA is also addressing government issues
such as airport access, and immigration and sys-
tem providers continue to invest in solutions
that aid the move to an electronic environment.

The New Airlines in Town

More than 120 airlines have implemented elec-
tronic ticketing during the past 10 years, and
the recent adopters may expect to face an eas-
ier transition than the e-ticketing pioneers. This
is true because most aspects of the industry
standards have been tried and tested, but

unfortunately, any airline looking at e-ticketing
for the first time is likely to be daunted by the
prospect. Information overload and how it
relates to its own business processes are the
biggest challenges. The fact remains, howev-
er, if an airline wants to retain travel agency
distribution and interline agreements with
other airlines, it has to implement e-ticketing.
In addition, if an airline decides its future is in
direct distribution, it also faces the fact that
operating a Web site without e-ticketing is
both inefficient and expensive. To understand
where they are going in the electronic world,
airlines first need to consider where they are
and where they want to be.

In addition to travel agency distribution,
interline agreements and Web sites, airlines
should define their ground handling arrange-
ments and determine whether or not they're
equipped to adopt the IATA standards. They
should also determine which changes need to
be made within the company in areas such as
revenue accounting and call center processes.

The true beneficiary of the last 10 years
of e-ticketing is an airline that is hosted by a
system provider with multiple existing elec-
tronic ticketing carriers. For example, an airline
utilizing SabreSonic™ Res, a component within
the SabreSonic™ Passenger Solutions, can
approach the activation of e-ticketing as a stan-
dard product implementation. After the airline
has implemented airline e-ticketing, it will
quickly be able to activate GDS e-ticketing.
Distribution of electronic tickets — to Airline
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The Interline Electronic Ticketing Hub offers a way for airlines to efficiently communicate

and share information with all other airlines in the system rather than building one-to-one

links with each partner airline.
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Reporting Corp. and IATA Billing and
Settlement Plan travel agents — is achieved by
connectivity from the host system to the GDS.
Any system provider with an e-ticketing prod-
uct will need the capability to connect to all
GDSs. Failure to do so will result in the airline's
ability to only sell directly to the consumer
after the IATA deadline because paper tickets
will no longer be available to travel agents.

If an airline utilizes an in-house reserva-
tions system or has never implemented e-tick-
eting, the learning curve can be so long that it
may decide that now is the time to explore
new reservations systems. It may choose to
search for an e-ticketing application, such as
Full-Service Electronic Ticketing, a feature of
the Ticket component, that can be integrated
with its existing host system.

By integrating e-ticketing processes
with its current reservations systems, the air-
line achieves the benefits of e-ticketing and a
system with the capability for travel agency e-
ticketing, interline e-ticketing and third-party
ground handling.

Although the path to 100 percent e-tick-
eting presents a number of challenges, the
fulfillment environment that will be created
will have benefits even beyond the widely
publicized cost savings espoused by |ATA.
The e-ticketing experience for a passenger
will become so smooth it will be taken for
granted. Kiosk usage will increase, and pas-
sengers will print boarding passes before
they leave for the airport. Customer service
processes can be streamlined so passengers
with involuntary changes will have their tick-
ets reissued from a central point, enabling
them to check in for their new flights using a
kiosk. If passengers make voluntary changes,
they again can have their tickets reissued
before reaching the airport.

Today, the lowest common denominator
is the paper ticket; when the paper goes away,
the physical limits of the ticket go away with it,
and data fields can be repeated or extended
without the issue of “space on the ticket.” The
key to realizing the full benefits is not to
replace the paper limitations with other restric-
tions; ticketing applications and revenue
accounting will need to be adapted, and carri-
ers on older versions of EDIFACT will need to
consider upgrading.

The move to 100 percent electronic tick-
eting will produce considerable benefits to the
industry; the key to achieving those benefits is
to maintain progress in all areas and address
each limiting factor within the technical plat-
form that has been chosen. E

Gary Millward is a principal in fulfillment
marketing for Sabre Airline Solutions.
He can be contacted at
gary.millward@sabre.com.






