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A MIXED bag of opinions on trading conditions 
for 2011 and beyond summed up the views of 
half a dozen industry punters as they met over 
lunch and tried to make sense of the disparate 
issues challenging the industry both now and 
in the future. These ranged from the merits of 
negotiated rates and British Airways' new 
payment fee structure, to managing MI for 
unbundled services and hotel rates during the 
2012 London Olympics.

The London Bridge Hotel, in the shadow of 
the soaring Shard development and London 
Bridge station, was the location of this meeting 
of minds. The one overwhelming issue that 
united all around the table was how the buyer-
supplier relationships were of paramount 
importance in these ever-changing times. 

This view echoed the common thread from 
our own conference, TBTC2010, when the 
word partnerships – rather than business 
relationships – was the buzzword. 

Similarly, the theme of partnerships was the 
nub of the speech from ITM's UK chair Jamie 
Hindhaugh, buyer at the BBC, when addressing 
the GTMC conference in November. He called 
for buyers and suppliers to “work together 
more than ever as an industry” in order to 
survive the peaks and troughs. He suggested 
more cross industry staffing and wants to see 
more buyers moving into the TMC sector (see 
full story on page 38). 

Increased costs are the most worrying trend 
for this year and beyond. “That’s the challenge,” 
said CWT's Andrew Waller. “The pressures are 
that demand is going up and costs are going 
up, yet your bosses are beating you up to keep 
a lid on the budget so how do you square it?” 
he asked. BCD's Tony McGetrick believed a 
lack of capacity will also have a major impact 
on rates this year and next.

On the hotel front, rises of between five and 
15 per cent were cited although realistically, 

these will be more around the five to seven 
per cent mark, believes Claire Rowley of The 
Buying Team. “The priority is to build up a 
relationship with suppliers,” she stressed.  
“Clients who have strong relationships and a 
well managed travel programme should expect 
to see minimal rises.” 

CWT's Waller concurred. “British Airways 
were vocal that they would reward loyalty,” he 
said, while Jo Layton from apartment specialist 
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The Year Ahead

SIGNS OF THE

TiMeS
Six industry pundits came together in December to gaze into the proverbial crystal ball and discuss 
what the next 12 months may bring to the business travel industry. Gillian Upton has the details

• business class fares to rise by 2 to 4.5%
• economy class fares to rise by 2.5 to 6%
• london hotel prices to rise by 7%
• new York hotel prices to rise by 13%
•  airline mergers to impact on negotiations. advice to 

negotiate with individual airlines rather than a Jv
• Focus on spot buying

Source: Advito, the consultancy arm of BCD
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All the signs are that business use of rail 
travel is continuing to grow, despite harsh 
economic times and much touted hikes in 
walk-up fares that in some cases were much 
higher than inflation. But the business 
community has to accept that the cost of rail 
travel will keep on rising, making some 
businesses start to think twice.

 Britain’s railways are currently funded 
roughly half by passengers, and half by 
taxpayers. The government wants passengers 
to pay about 75 per cent so fares will continue 
to increase, and higher fees are also inevitable 
as the commission paid to TMCs is cut. 

The Association of Train Operating 
Companies cut the commission rate from five 
per cent to four or three per cent last year, the 
higher rate applying to TMCs which provide a 
financial guarantee against their collapse. 

From April this year the rate goes down to 
three per cent with all TMCs having to provide 
this guarantee, and the result will be higher 
transaction fees or, if commission is rebated, 
less of a kick-back to the corporate. 

 But as most business users are now aware, 
major savings can be made by online booking 
in advance – irrespective of hikes in walk-up 
fares. As the table on page 25 shows, the 

Evolvi booking platform can claim savings of 
up to 80 per cent on peak time business trains 
booked two weeks in advance. Savings tend to 
be much less when booking a few days ahead 
as most businesses do.

 Evolvi handles over half of all TMC rail sales 
and 27 per cent of all rail bookings made 
online. The MI it provides is very rich and 
includes strict policy compliance tests, and it 
can flag up transactions where a higher fare is 
booked rather than the lowest available. In 
2010 it drove up revenue by eight per cent to 
£262million, whereas total rail sales through 
TMCs increased by 4.3 per cent to £522million.

the migration from air travel to rail for domestic journeys 
continues to steam ahead for the corporate market, 
but will rising fares slow progress? Dave Richardson 
examines the changing face of corporate rail travel

All aboard!

Feature: Rail Travel
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Feature: Business Class Cabins

72  I  THE BUSINESS TRAVEL MAGAZINE

As premium traffic starts coming back, Mike Swindell looks at the latest 
developments in business class both in the air and on the ground 

BACK IN
FRONT
While business class traffic slumped during the 
recession, many airlines were mid-way through – 
or already committed to – upgrades to their 
premium product across their fleets. 

At the time it might have been a bitter pill to 
swallow, but many carriers have since emerged 
into a post-recession environment better 
equipped to woo the ranks of slowly returning 
business class passengers. 

Cathay Pacific is among the latest airlines to 
launch a new business class product, with the 
first of the new cabins cocooning its premium 
fare passengers aboard an Airbus A330-300 
heading off from Hong Kong to Sydney in March.

The new seats are coming as standard on all 
Cathay’s new long haul A330-300 and B777-
300ER deliveries and are being retrofitted on the 
carrier's existing aircraft. But the task of keeping 

up with the airline Jones is not to be taken lightly, 
with the entire roll-out not expected to be 
finished until February 2013.

Still, the effort is seen by airline chiefs as worth 
every minute and dollar as premium travel clicks 
back into gear and begins to surge ahead again.
After all, the basic requirement for business 
travellers heading off on a long-haul trip these 
days is a seat that doubles as a lie-flat bed and 
allows them to get a decent night’s sleep so they 
are sharp and fresh for the fray ahead.

And the old reclining seat no longer cuts the 
mustard with veteran travellers who have seen 
what is possible in the more cutting edge cabins.

In a fanfare that included Chinese VIPs such as 
the chief secretary for administration of the Hong 
Kong Special Administrative Region as guest of 
honour, Cathay Pacific unveiled its new business 

class product, described as a space in which to 
sleep, dine, work, read, watch TV or simply relax.

What sounds like quite a nice little bed-sitter 
apartment in the air does not seem at all absurd 
these days, and while not the absolute norm, is 
becoming fairly widespread, especially on routes 
to the Middle East and Asia.

Although claims of biggest and best are 
inevitably measured aboard aircraft in increments 
of inches, Cathay claims its new business class 
product is up with the leaders with what is 
described as a wing-back chair that converts with 
a touch-button controller into a fully-flat bed.

A novel innovation called the Bed Extension 
deploys automatically, increasing the bed width, 
while retractable armrests can be lowered to 
further expand sleeping space, boosting seat 
width on the A330 from 20.2 inches to 27.6, and 
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MEETING IN...

Wow Factor
 Glamis Castle
Address: Glamis, Forfar, DD8 1RJ

Tel: 01382 868603

Email: events@dundeesciencecentre.org.uk

Web: www.glamis-castle.co.uk

The 12-mile journey from Dundee to Glamis Castle 

includes an impressive mile-long avenue approach to 

the French-style fortress, famously the setting for 

Shakespeare’s Macbeth. The castle, gardens and 

grounds are open to the public by day but make for an 

excellent setting for corporate hospitality, outdoor 

events and gala dinners by night. VIP tours include a 

reception in the 16th century kitchen with whiskey and 

shortbread. The dining room caters for up to 90 guests 

with an impressive menu featuring classic Scottish 

cuisine such as haggis ball in an oatmeal crust.

Quirky Venue
 Sensation
Address: Greenmarket, Dundee, Tayside, DD1 4QB

Tel: 01307 840393

Email: corporate@dundeesciencecentre.org.uk 

Web: www.sensation.org.uk

The Dundee Science Centre is housed in a striking 

geometric building and has over 80 interactive exhibits 

based on the senses, which makes it the ideal venue for 

team building events or an opportunity for quirky 

breakout sessions, where delegates can try keyhole 

surgery or morph into an ape. The jewel in the crown is 

The Prism, a triangular space providing dramatic 

lighting effects which can be used for conferences, 

dinners and buffets. There is also an auditorium for 

presentations to up to 60 delegates, a boardroom for a 

meeting of up to 12 and the Learning Space for up to 40, 

with a breakout room. All rooms are equipped with 

state-of-the-art IT projection facilities. 

New Kid on the Block
 The McManus 
Address: Albert Square, Meadowside, DD1 1DA

Tel: 01382 307200

Email: themcmanus@dundeecity.gov.uk

Web: www.themcmanus-dundee.gov.uk 

Reopened last year after a £12million refurbishment, 

this gothic-style museum and gallery has been voted 

Dundee’s best-loved building. It houses collections of 

fine art, ceramics and objects of local history, and is 

available for corporate events. The Albert Hall has 

capacity for up to 80 guests, the Victoria Gallery for up 

to 100, and the more intimate Gothic Hall takes 40 for a 

reception or 20 guests for a sit-down dinner or meeting.

Dundee
“Take a tour of the Sheikh 

Zayed Mosque, one of the 

largest in the world. It's 

one of the most worthwhile 

cultural experiences in 

abu Dhabi and visitors will 

be given the chance to 

gain a unique insight into 

the religion and culture of 

the Emirates. The Sheikh 

Zayed Mosque is open for 

guided educational tours 

commencing at 10am to 

11.30am from Sunday 

to Thursday”

ANGELA BATES
TRaDE PROMOTIONS SENIOR 

EXECUTIVE, aBU DHaBI TOURISM 

aUTHORITY

Departures

Scotland’s fourth-

largest city sits on the 

north bank of the Firth 

of Tay, looking out to 

the North Sea. Once a 

prosperous industrial 

city, Dundee now 

prides itself on its  

blossoming arts scene, 

writes Laura Gelder

Dundee – ‘One City, Many 

Discoveries’ – proudly 

remembers its seafaring 

and industrial heritage, but 

in more recent years has 

emerged as a centre for 

culture and education. Two 

universities attract a young 

population, while an 

exciting list of cultural, 

artistic and scientific 

attractions includes Captain 

Scott’s antarctic expedition 

ship, RRS Discovery, the 

Dundee Rep Theatre and 

Dundee Contemporary arts 

centre. The V&a museum, 

which is scheduled to open 

in 2014, will be a major 

centre for design and 

housed in an impressive 

new environmentally 

sustainable building.
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Q. CLEARLY travel policies need to 
be mandated to be effective, so 

what is the best way to achieve this in 
terms of operation and costing when 
many company boards are looking at 
reducing both travel and costs within 
their businesses?

A. FROM our experience, for a travel 
policy to be successful it needs to 

be workable from both a cost and opera-
tional perspective and commensurate 
with the business culture and approach 
to managing employees.

As we all know, there are varying 
approaches to the term ‘mandate’. For 
some businesses, a mandated approach 
is simply not workable as it doesn’t suit 
their business model and culture. 

Although the ability to mandate may 
be considered to be ideal, we have 
worked with many businesses that have 
very strong policy compliance through 
highly effective employee influencing 
and behaviour management.

Policies should be worked with a 
bottom to top approach, understanding 
that the business will have a remit on 
cost savings but effectively consulting 
with the traveller population to 

understand what is 
practical. While the 
communication needs 
to come from the top, if 
the right stakeholders 
have been appro-
priately engaged it 
creates a good level of 
buy-in from the start.

In this climate, 
travellers appreciate 
the need to be cost 
conscious and many 
have turned into 
surrogate travel 
consultants trawling 

the web for lower prices. It is therefore 
more important than ever that the 
traveller population understands the 
principles of the policy and the benefits 

to both the business and themselves of 
adhering to it and not getting lost in the 
myriad of travel options. 

It is also really important to understand 
how a policy will work with market 
variables. For example, if you have a 
‘lowest available fare’ approach within a 
time window you need to regularly 
review top routes to understand if 
capacity or schedules are driving higher 
fares. Some businesses with a high level 
of concentrated spend within top routes 
are starting to have route specific policies 
to manage such variables. 

It is imperative that businesses 
continually review the performance of 
their travel policy, both from a cost-
saving and compliance perspective. Even 
with mature travel programmes we often 
find opportunities for savings through 
what can be subtle policy changes.

We are seeing more regional focus and 
less of an attitude of trying to make a 
global policy work, come what may.  
There are still underlying global 
principles to make the policy fair and 
equitable but balanced with variances to 
make policy work at a local level.

It goes without saying that when rolling 
out a new policy or managing any policy 

change that key stakeholder engagement 
is critical. How that engagement is 
managed is fundamental to success. 

For example, as a traveller, if I get a 
message from the top telling me to fly 
economy for very valid business reasons 
I will accept that. However, if I find that 
suddenly I need to leave meetings three 
hours earlier as the airport I regularly use 
has challenges (unless you are fast 
tracked in business class), it is not going 
to work for me. 

It all sounds very obvious but we have 
seen so many businesses managing 
these issues after implementation of a 
new policy and not up front. You can’t 
pre-empt every situation but you can 
demonstrate you have been thoughtful 
in your approach. In our experience a 
thoughtful and measured approach gains 
buy-in and drives compliance.

In summary, policies can work in both 
a mandated or non-mandated environ-
ment with the right engagement, 
consideration and performance reviews.

Question Time

IS MANDATING POLICY THE 

BEST WAY?
In this regular feature, an industry expert answers your business travel issues. This time round, 
Rachel Watson answers a query over travel policy mandation from buyer Peter Macey of MDDUS

" Policies can 
work in either 
a mandated or 
non-mandated 
environment 
with the right 
engagement, 
consideration 
and perform-
ance reviews" 

Rachel Watson
CO-FOUNDER, 
OPTEVA
Rachel has over 20 years’ 
travel industry experience. 
She has worked for a 
global TMC, running its 
largest European call 
centre, and worked as a 
TMC account director for 
a global investment bank. 
In addition, she has 
worked as a travel 
manager for a global 
investment bank. With a 
strong operational travel 
background combined 
with deep experience in 
the corporate sector, 
Rachel provides both 
strategic insight and 
tactical delivery. Rachel 
co-founded the travel 
consulting practice Opteva 
in 2005 with her business 
partner Johanne Young.

IF YOU have a business travel issue you would 
like advice on from an expert, email us at: 
help@thebusinesstravelmag.com
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FLYING TO...Departures

IN aN age of acronyms, one in particular spells 

the future, according to economists, writes 

Colin Ellson. Once they would refer to ‘tiger 

economies’, particularly in South East Asia, as 

the shorthand for growth. But the term has 

fallen from favour, the description proving 

hollow in the long-term as the tiger nations lost 

their roar and the balance of financial power 

began to shift.

Today, the buzz word is BRIC – the initials of 

Brazil, Russia, India and China, the fastest-

growing and largest emerging markets in the 

world. Together, they add up to a staggering 

population of some three billion people, or 

around half the earth’s population, and have 

contributed to the majority of global GDP 

growth. The idea to group these 

disparate nations together was 

dreamed up by 

worldwide 

investment 

bankers 

Goldman Sachs, and according to various 

economists’ forecasts, they are right on the 

money. It is only a question of time, they say –- 

between 2030 and 2050 – that China will become 

the world’s biggest economy.  

Some analysts believe that by working in 

cooperation the Big Four can carve out the 

future global economic order, China dominating 

in manufactured goods, India in services, and 

Russia and Brazil in raw materials. 

Others say that while they are increasingly 

trading with each other, the door is not shut to 

the rest of the world, and relations with the 

EU and the US are still vitally important.

For UK plc, this translates into business 

opportunities: Russia and Brazil are 

encouraging inward Western 

investment, and the huge 

hunger for consumer 

goods in India 

and China 

cannot yet 

be satisfied by domestic producers alone. 

Flying to do business in these culturally 

different markets is the relatively easy bit. All the 

main cities in the quartet are well served from 

the UK, and there are good domestic links if you 

need to go up country. From the rainforests of 

Brazil to the Russian steppe, from China’s 

inscrutable persona to India’s colour and 

charisma, it will be a journey to remember.   

Brazil
 Brasilia
Brazil’s purpose-built capital city came to fruition 

in the 1950s and now has an economy based 

mainly on servicing the government, 

communications, banking and finance. 

There are no direct services from the UK or 

continental Europe to the Brazilian capital. This 

means connecting with a domestic flight at the 

main gateways of Rio de Janeiro or Sao Paulo, 

or flying via a US hub, with Delta from Atlanta 

or American from Miami. 

...The BrIC countries
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The Knowledge > Corporate case study

How to... 
Green your car hire proGramme

Head of facilities at Taylor Wessing, Tim Grant has singlemindedly pursued a 
strategy to 'green' all his travel suppliers. Gillian Upton discovers how he tackled 
the company's gas-guzzling, carbon-emitting taxi demands

Tim Grant
HEAD OF FACILITIES, 
TAYLOR WESSING
Tim has been head of 
facilities at law firm Taylor 
Wessing since late 2005, 
with his most notable 
achievement to date being 
part of the team that 
completed the firm’s 
£15million move to its 
impressive new base in 
London's New Street 
Square. Prior to that he 
worked as facilities 
manager at another law 
firm, Lewis Silkin, and as 
national account executive 
for Sodexho. He began his 
career in the hotel industry 
working in hotel groups in 
the South of England.

BeinG environmentally friendly is 
becoming the norm rather than the 
exclusion in travel programmes today. 
Companies are increasingly searching 
and contracting green suppliers rather 
than take the now unfashionable route 
of offsetting the carbon emissions its 
employees have been responsible for.

In the car hire and taxi spend areas  
corporates do now have some choice.  
When international law firm Taylor 
Wessing wanted to add another green 
car hire provider to the roster of 
companies with a green footprint, 
they turned to Climate Cars, a new 
London-based start-up company they 
had acted for. Thus the fledgling 
supplier joined two other car 
providers on the company’s travel 
programme.

Taylor Wessing has already 
‘greened’ its entire supply chain as 
much as is reasonably possible, from 
caterers using locally-grown food-
stuffs – and hence reducing their  
'food miles' – to stationary suppliers 
sourcing sustainable paper. 

Before any supplier can get on any 
Taylor Wessing tender list, however, 
they must comply with the ISO 14001 
accreditation on environment 
management systems.  

In the travel sector, the company’s 
London-based head of facilities, Tim 
Grant, encourages as much use of 
audio and videoconferencing facilities 
as possible, but, as he explains, “We 
don’t control our staffing as the firm’s 
travel is dictated by our clients.”

However, in the same breath he 
adds: “Our main goal, our key goal of 

all, is to stop using cars altogether 
and use public transport 

wherever possible.” 
In tandem with  

this is a policy that 
encourages train 
travel over flights.

Taylor Wessing 
staff are expected 
to use the London 
underground 
rather than taxis to 
travel to Heathrow 
Airport, for 
example, but 
Grant is aware 
that it’s a big ask. 

“They’re not used  
to thinking that way,” 

says Grant. Read on to 
see how this law firm has 

greened its ground transport 
policy and contained costs as 

much as possible.

Step 1 Climate Cars almost fell  
in Taylor Wessing’s lap as a new 
ground transportation provider but 
nonetheless had to pass muster.  
The young company has a fleet 
comprised exclusively of 75-plus 
Toyota Prius cars, which emit 60 per 

cent less carbon dioxide than black 
cabs and which can run on pure 
electricity up to 30mph.* 

It bought in customised IT software, 
Catalina, to provide an online booking 
system which can incorporate travel 
policy, generate full management 
information by any number of matrix 
and customer profiling with all contact 
details and so on. 

Climate Cars now has 600 account 
holders, many in the financial services 
sector that are based in the City of 
London and the West End where 
Climate Cars focuses its operation. 

“Taylor Wessing was our first proper 
corporate client and have been using 
us since day one,“ explains Nicko 
Williamson, the founder of Climate 
Cars. “They’ve now become one of 
our biggest clients.” Williamson 
makes a point of prioritising key 
customers; its largest customer 
accounts for 15 per cent of turnover. 

Step 2 Taylor Wessing comprises 
some 350 lawyers, some of whom 
work until the wee small hours when 
public transport has all but vanished.  

Cars are booked through the 
reception desk, at least within normal 
working hours. There is no pre-trip 
approval requirement at the company 
but staff do need a cost centre for 
expenses to be approved. 

“We treat our partners as adults and 
they make the call as to whether they 
actually need to book a taxi or not,” 
explains Grant. Climate Cars provides 
MI to Taylor Wessing by carbon 
emissions, mileage and the average 
cost of the journeys taken. 

Step 3 The firm uses Climate Cars 
each day and is charged on a mileage 
basis. There are discounts off the 
mileage charge based on volumes. 

It cherry picks the lowest cost across 
all its suppliers for specific journeys 
from a curious spreadsheet showing 
postcode analysis by cost. The three 
suppliers are there to cover peak 
periods and very often the cost 
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Wow Factor
 The Assembly Rooms
Address: Bennett Street, Bath, Somerset BA1 2QH

Tel: 01225 477789

Email: bathassemblyrooms@nationaltrust.org.uk

Web: www.bathvenues.co.uk

Located in the city centre, the Assembly Rooms have 

been the heart of Bath’s social scene since the 18th 

century. The grand Georgian building can now be 

used for business as well as balls and has a set of 

interlinking rooms that can be tailored to any event – 

hired either individually or in a combination. The Ball 

Room is the most impressive venue and holds up to 

500 people; the Team Room is ideal for conferences of 

up 250 delegates in theatre-style; the Octagon, with its 

unique shape and symmetry and central location is 

used for registration, catering or exhibition space; and 

the Card Room is often used for lunches or as a break-

out space. All rooms have natural daylight and 

blackout blinds, plus wifi is available throughout the 

venue at no additional cost.

Quirky Venue
 The Roman Baths
Address: Stall Street, Bath, BA1 1LZ

Tel: 01225 477785

Email: romanbaths_bookings@bathnes.gov.uk 

Web: www.bathvenues.co.uk 

The Roman Baths are the city’s most famous historic 

setting, dating back nearly 2,000 years, and make for 

a magical reception venue in the heart of the Bath. 

Between 20 and 320 guests can mingle beside the 

torch-lit steaming waters, nibbling canapés and 

enjoying a glass of wine or two. In addition, the 

Pump Room makes a memorable setting for gala 

dinners and award ceremonies, catering for up to 

180 guests for dinners or 300 for a drinks reception.

New Kid on the Block
 The Holburne Museum
Address: Great Pulteney Street, Bath, BA2 4DB

Tel: 01225 388588

Email: holburne@bath.ac.uk

Web: www.holburne.org

Reopened in May 2011 after three years of closure for 

renovation, including an extension, the Holburne 

Museum is a great location for exclusive corporate 

and private events. It’s located within Bath’s 

picturesque Sydney Gardens and overlooks the grand 

thoroughfare of Great Pulteney Street. Available for 

hire outside normal museum opening hours are the 

Brownsword Gallery (capacity for 100 delegates 

theatre-style or dinners for up 80), the Davidson 

Gallery (drinks receptions for up to 100 or dinners for 

up to 24), and the Garden Café (drinks receptions for 

up to 75 or dinners for up to 40). The Core Learning 

Space is the only facility available for hire during 

opening hours, and has room for 50 delegates 

theatre-style or 20 in a boardroom set up. 

Bath 
“Take a tour of the sheikh 

Zayed mosque, one of the 

largest in the world. It's 

one of the most worthwhile 

cultural experiences in 

abu Dhabi and visitors will 

be given the chance to 

gain a unique insight into 

the religion and culture of 

the emirates. The sheikh 

Zayed mosque is open for 

guided educational tours 

commencing at 10am to 

11.30am from sunday 

to Thursday”

ANGELA BATES
TRaDe PRomoTIons senIoR 

eXeCuTIve, aBu DHaBI TouRIsm 

auTHoRITY

Departures

Bath, the UK’s best-

known spa town, is 

positively overflowing 

with historic buildings 

and monuments, from 

the baths themselves 

to the Georgian 

masterpieces of The 

Circus and the Royal 

Crescent.

It’s no surprise, then, that 

tourism is one of the biggest 

contributors to the local 

economy, with the unesCo 

world Heritage-listed city 

attracting some one million 

overnight visitors a year.

It is home to two universities 

and a host of museums, and 

while its once strong 

manufacturing sector is 

now in decline, other 

industries, such as 

publishing, software and 

communications tech-

nologies are making 

headway. with Jane austen 

and Thomas gainsborough 

among former residents, it’s 

no surprise the city has a 

strong arts scene too.
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Love them or hate them, frequent fl yer 
programmes are here to stay, says Adam Coulter, 
who tracks their success despite undermining 
many corporate travel programmes

Collision
COURSE

Feature: Airline Loyalty Programmes
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THE issue of frequent flyer 
programmes frustrating travel 
managers when airlines target 
their travellers direct is not a new 
one. In 1985, an article by the 
Institute of Travel Management 
(as it then was) was entitled: 
“Frequent flyer schemes – how 
can we manage them better”, and 
it explored the dynamic between 
airlines and corporates.

Yet despite the fact that the issue 
is not new, neither has it been 

resolved 26 years later.
Travel managers and corporate 

buyers still have to factor in the pull 
of a frequent flyer programme, to 

take account of travellers breaking 
with policy to earn points on one 

airline over a preferred one. 
As Paul Tilstone, managing director 

of the newly-formed Global Business 
Travel Association Europe, explains: 
“Such schemes are gold dust to the 
airlines as they allow direct communi-
cation of value, goals, offers and direct 

channels, so there really is no incentive for 
the airlines to reign them in.”
They become particularly difficult for the 

corporate travel manager when he or she is 
trying to move the company away from a 

preferred supplier. “When you’re trying to move 
bookings away from a dominant network carrier 
they can of course be obstructive as travellers 
value the benefits and will try to revert to use 
that carrier,” he added. Tilstone also believes that 
now that ancillary fees are being sold direct, 
these schemes will come into their own as a 
direct sell mechanism.

Tom Stone, managing director of Sirius 
Management, sees the promotion of frequent 
flyer schemes direct to travellers as more of a  
‘cock-up’ rather than a strategy by the airlines.

“It’s not some kind of conspiracy. The problem 
is when the traveller is the first to hear of the 
special offer or deal or discount. It’s sometimes 
simply because the left hand doesn’t know what 
the right hand is doing, that’s all,” says Stone, 
who concedes: “The airlines need to look at 
better communication with the travel buyer.”

But loyalty programmes can sometimes be 
helpful to travel buyers, says Stone. “Frequent 
flyer programmes used properly can be a force 
for good. It’s about harnessing the value of 
another frequent flyer programme and using that 
as an incentive. It can be used to incentivise 
travellers who may be reluctant to switch from 
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