
G LO S S A RY

Certificate in Travel Agent and Consultant Training

Travel Agency Operations

Airline Ticketing
Concept: Issuing a travel document that authorizes carriage on an airline. Related terms: GDS, PNR, fare
calculation
Explanation: Travel agents generate tickets through a Global Distribution System, applying fare rules and
taxes. Example: An agent books a round‑trip flight from New York to Tokyo and issues an electronic ticket.
Challenges include staying current with fare rule changes and managing ticketing deadlines.

Ancillary Services
Concept: Additional products sold alongside core travel products. Related terms: extra baggage, seat
selection, travel insurance
Explanation: Agents increase revenue by offering services such as lounge access or priority boarding.
Practical application: Offering a traveler a meal voucher for a long‑haul flight. Challenges involve clear
communication of costs and ensuring supplier fulfillment.

Agency Accreditation
Concept: Formal recognition by industry bodies that validates an agency’s competence. Related terms: IATA,
ARC, travel association
Explanation: Accreditation enables access to wholesale rates and settlement systems. For instance, obtaining
IATA accreditation allows an agency to issue tickets directly. The process demands financial guarantees and
adherence to ethical standards, which can be resource‑intensive for new agencies.

Agency Settlement System (ARC)
Concept: A payment clearinghouse that processes airline ticket sales for U.S. Agencies. Related terms: IATA,
settlement, commission
Explanation: ARC collects funds from airlines and distributes them to agencies, handling refunds and
adjustments. An agency uses ARC to reconcile monthly ticket sales. Challenges include strict reporting
requirements and maintaining a good credit standing.

Back Office Operations
Concept: Internal processes that support front‑line sales activities. Related terms: accounting, reporting,
document management
Explanation: Tasks include invoicing, reconciling commissions, and maintaining client records. Example: The
back office generates monthly performance reports for management. Challenges involve ensuring data
accuracy and integrating multiple software platforms.

Batch Booking
Concept: Processing multiple reservations simultaneously. Related terms: GDS, bulk upload, automation
Explanation: Agents use batch files to submit a series of bookings to airlines or hotels, saving time for
corporate travel programs. Practical use: Uploading a spreadsheet of 50 employee flight requests.
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Challenges include handling errors that affect the entire batch and maintaining data integrity.

Booking Engine
Concept: An online platform that enables customers to search and reserve travel services. Related terms:
OTA, API, white‑label
Explanation: Agencies embed booking engines on their websites to provide real‑time availability. Example:
A travel website shows live hotel inventory sourced via API. Challenges include ensuring seamless
integration and keeping pricing up‑to‑date.

Commission Structure
Concept: The method by which agents earn income from suppliers. Related terms: net rate, margin, override
Explanation: Commissions may be a fixed percentage of the net fare or a negotiated amount. An agent
might receive 3 % commission on cruise bookings. Challenges arise when suppliers reduce commissions,
requiring agents to adjust pricing strategies.

Consolidator
Concept: An entity that purchases airline seats in bulk at discounted rates and resells them to agencies.
Related terms: wholesale fares, inventory, ticketing
Explanation: Consolidators enable agencies to offer lower fares, especially for long‑haul routes. Example: A
consolidator provides a 15 % discount on flights to Europe. Challenges include limited seat availability and
strict ticketing conditions.

Corporate Travel Management (CTM)
Concept: Services focused on managing business travel policies, bookings, and expenses. Related terms:
travel policy, expense reporting, TMC
Explanation: CTM solutions help companies enforce travel budgets and collect data for analysis. An agency
may provide a corporate client with a dedicated portal for approvals. Challenges include aligning with
diverse corporate policies and handling high‑volume bookings.

Customer Relationship Management (CRM)
Concept: Software tools for tracking interactions, preferences, and histories of travelers. Related terms: lead
management, loyalty, data analytics
Explanation: A CRM system stores contact details, past itineraries, and notes, enabling personalized service.
Example: An agent recalls a client’s preference for aisle seats. Challenges involve data privacy compliance
and ensuring staff adoption.

Dynamic Packaging
Concept: Assembling a customized travel product (flight, hotel, car) in real time based on customer input.
Related terms: bundle, itinerary builder, pricing engine
Explanation: Agents use dynamic packaging to offer flexible, cost‑effective tours. A traveler selects a flight
and hotel, and the system suggests car rental options. Challenges include managing multiple supplier APIs
and delivering accurate pricing instantly.

Electronic Ticket (e‑ticket)
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Concept: A digital version of a flight ticket stored in the airline’s reservation system. Related terms: paper
ticket, ticketing, PNR
Explanation: E‑tickets eliminate physical documents and simplify changes. An agent issues an e‑ticket for a
client’s itinerary, which the traveler accesses via mobile app. Challenges may involve ensuring proper
electronic delivery and handling refunds.

Fare Construction
Concept: The method of calculating the total price of a flight, including base fare, taxes, and surcharges.
Related terms: fare rules, fare basis, fare quote
Explanation: Agents must understand fare construction to provide accurate quotes. For example, a fare may
include a fuel surcharge that varies by route. Challenges include complex fare rules that affect refunds or
changes.

Fare Rules
Concept: Conditions set by airlines that govern ticket usage, changes, and refunds. Related terms:
cancellation policy, penalty, ticket validity
Explanation: Agents review fare rules to advise clients. A non‑refundable fare may prohibit date changes
without a penalty fee. Challenges involve interpreting dense rule language and communicating implications
clearly to travelers.

Foreign Currency Transaction (FCT)
Concept: Processing payments in a currency other than the agency’s base currency. Related terms: exchange
rate, settlement, multi‑currency
Explanation: Agencies may receive commissions in euros from European suppliers. They must manage
conversion rates and potential losses. Challenges include fluctuating exchange rates and compliance with
local banking regulations.

Global Distribution System (GDS)
Concept: A centralized network that connects travel agents with airline, hotel, and car‑rental inventories.
Related terms: Amadeus, Sabre, travel content
Explanation: GDS platforms enable real‑time search and booking. An agent uses Sabre to locate a flight
seat. Challenges involve high licensing fees, complex interfaces, and maintaining up‑to‑date training.

Hotel Contracting
Concept: Negotiating rates and terms with hotels for agency resale. Related terms: room block, net rate,
commission
Explanation: Agents secure discounted rooms for groups or corporate clients. For example, an agency
negotiates a 20 % discount for a conference. Challenges include managing contract expirations and
ensuring inventory availability.

Incentive Programs
Concept: Rewards offered by suppliers to agents for meeting sales targets. Related terms: bonus, tiered
commission, travel perks
Explanation: Airlines may provide free trips to top‑selling agents. An agent earning a bonus may receive a
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complimentary cruise. Challenges arise when incentive structures change, affecting motivation and
planning.

Interline Agreement
Concept: A partnership between airlines that allows passengers to travel on multiple carriers with a single
ticket. Related terms: code‑share, seamless connection, baggage transfer
Explanation: Agents can book itineraries involving two airlines under one PNR, simplifying travel. Example: A
flight from Los Angeles to Nairobi may involve a U.S. Carrier and a regional airline. Challenges include
coordinating schedules and handling differing fare rules.

Inventory Management
Concept: Controlling the availability of travel products for sale. Related terms: quota, allotment, real‑time
updates
Explanation: Agencies monitor seat, room, and car availability to avoid overbooking. A travel office may
reserve a block of hotel rooms for a wedding party. Challenges include rapid inventory changes and
ensuring accurate data across systems.

Jet‑Lag Management
Concept: Strategies to reduce the physical effects of crossing time zones. Related terms: flight scheduling,
rest recommendations, health tips
Explanation: Agents advise travelers on optimal flight times and recovery plans. For a business traveler
heading east, an agent may suggest a morning arrival to allow afternoon rest. Challenges include balancing
client preferences with flight availability.

Key Performance Indicators (KPIs)
Concept: Metrics used to evaluate agency performance. Related terms: conversion rate, average ticket value,
customer satisfaction
Explanation: Agencies track KPIs such as revenue per employee or booking lead time. A manager reviews
monthly KPI reports to identify growth areas. Challenges involve selecting relevant indicators and ensuring
data consistency.

Kiosk Booking
Concept: Self‑service terminals that allow travelers to book or check‑in without staff assistance. Related
terms: self‑service, terminal, automated check‑in
Explanation: Airports deploy kiosks for ticket purchase and boarding pass printing. An agency may install a
kiosk in a lobby to attract walk‑in customers. Challenges include maintenance, software updates, and
providing multilingual support.

Leisure Travel
Concept: Non‑business travel undertaken for recreation, tourism, or personal reasons. Related terms:
vacation packages, cruises, sightseeing tours
Explanation: Agents design holiday itineraries, combining flights, hotels, and activities. A family may book a
beach resort stay through an agency. Challenges involve catering to diverse preferences and managing
seasonal demand fluctuations.
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Margin Management
Concept: Controlling the difference between the cost of travel products and the selling price. Related terms:
net rate, markup, profitability
Explanation: Agents calculate appropriate markups to ensure profitability while staying competitive. For
example, adding a 10 % margin on a hotel rate. Challenges include fluctuating supplier costs and market
price pressure.

Multi‑City Booking
Concept: An itinerary that includes three or more destinations with separate legs. Related terms: open‑jaw,
round‑trip, routing
Explanation: Agents create complex travel plans, such as a tour of Europe with stops in Paris, Rome, and
Berlin. Challenges involve coordinating connections, visa requirements, and ensuring consistent pricing
across legs.

Net Rate
Concept: The wholesale price paid by an agency to a supplier before adding markup. Related terms:
commission, cost price, discount
Explanation: Hotels often provide a net rate to agencies, who then apply a margin before selling to clients. A
net rate of $100 may be sold at $120. Challenges include negotiating favorable net rates and protecting
margins.

Online Travel Agency (OTA)
Concept: A web‑based platform that sells travel products directly to consumers. Related terms: booking
engine, meta‑search, direct booking
Explanation: OTAs like Expedia aggregate flights, hotels, and car rentals. An agency may compete with OTAs
by offering personalized service. Challenges involve price competition and maintaining brand visibility
online.

Package Tour
Concept: A pre‑arranged combination of transportation, accommodation, and activities sold as a single
product. Related terms: all‑inclusive, itinerary, tour operator
Explanation: Agents market package tours to groups seeking convenience. Example: A 7‑day Caribbean
cruise with excursions. Challenges include coordinating multiple suppliers and handling cancellations.

Passenger Name Record (PNR)
Concept: A digital file that contains a traveler’s itinerary and personal data. Related terms: booking
reference, reservation, GDS
Explanation: Agents create and modify PNRs to manage bookings. A PNR holds flight segments, passenger
details, and special requests. Challenges involve maintaining data accuracy and complying with privacy
regulations.

Payment Gateway
Concept: A technology service that processes online credit‑card transactions for travel bookings. Related
terms: merchant account, fraud detection, settlement
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Explanation: Agencies integrate payment gateways to accept client payments securely. Example: Using
Stripe to process a hotel reservation. Challenges include handling chargebacks and ensuring PCI‑DSS
compliance.

Policy Compliance
Concept: Ensuring travel bookings adhere to client‑specified rules and guidelines. Related terms: travel
policy, approval workflow, expense control
Explanation: Agents use compliance tools to flag non‑conforming itineraries. A corporate traveler
attempting to book a first‑class seat may be redirected to an approved economy option. Challenges include
balancing client satisfaction with policy enforcement.

Quotation Management
Concept: The process of generating, tracking, and converting travel price proposals. Related terms: lead,
proposal, conversion
Explanation: Agents issue quotes to prospects, then follow up to secure booking. A quote may include
flight, hotel, and optional activities. Challenges include timely responses and managing multiple concurrent
quotes.

Refund Processing
Concept: Handling the return of funds to travelers when a booking is canceled or altered. Related terms:
cancellation fee, credit note, settlement
Explanation: Agents coordinate with airlines or hotels to issue refunds, deducting applicable penalties.
Example: A client cancels a flight and receives a partial refund. Challenges involve varying supplier policies
and processing delays.

Revenue Management
Concept: Strategies to maximize income by adjusting pricing and inventory based on demand. Related
terms: dynamic pricing, yield management, forecasting
Explanation: Agencies apply revenue management to set competitive rates while protecting margins. A
hotel may increase room rates during peak season. Challenges include accurate demand forecasting and
avoiding price wars.

Risk Management
Concept: Identifying and mitigating potential losses in travel operations. Related terms: insurance, liability,
contingency planning
Explanation: Agencies assess risks such as supplier insolvency or travel disruptions. They may require clients
to purchase travel insurance. Challenges include staying updated on geopolitical events and ensuring
adequate coverage.

Supplier Relationship Management (SRM)
Concept: Managing interactions and contracts with travel suppliers. Related terms: negotiation,
performance review, partnership
Explanation: Strong SRM leads to better rates and service levels. An agency may hold quarterly meetings
with airline representatives. Challenges include balancing multiple supplier demands and maintaining
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consistent communication.

Travel Agency Network (TAN)
Concept: A group of independent agencies that collaborate for shared resources and buying power. Related
terms: franchise, consortium, joint marketing
Explanation: TAN members pool volume to negotiate better rates. Example: A regional network secures
discounted cruise contracts. Challenges involve aligning standards across members and managing collective
branding.

Travel Insurance
Concept: A product that provides financial protection against travel‑related risks. Related terms: policy,
coverage, claim
Explanation: Agents sell policies covering trip cancellation, medical emergencies, and lost luggage. A client
purchases insurance for a ski holiday. Challenges include explaining coverage limits and handling claim
processes.

Travel Visa Services
Concept: Assistance provided to travelers for obtaining entry permits to foreign countries. Related terms:
documentation, embassy, processing time
Explanation: Agencies collect required documents, complete applications, and submit them on behalf of
clients. Example: Securing a tourist visa for India. Challenges include varying country requirements and tight
processing deadlines.

Travel Loyalty Program
Concept: A scheme that rewards frequent travelers with points, status, or perks. Related terms: miles, tier,
redemption
Explanation: Agents enroll clients in airline or hotel loyalty programs to accrue benefits. A business traveler
earns elite status after 30 flights. Challenges involve tracking multiple programs and advising on optimal
usage.

Trip Planning Software
Concept: Applications that assist agents in designing itineraries and calculating costs. Related terms:
itinerary builder, cost estimator, itinerary export
Explanation: Software enables agents to drag‑and‑drop components, generate PDFs, and adjust pricing.
Example: Using a trip planner to create a multi‑day European tour. Challenges include ensuring software
integrates with booking platforms.

Turn‑key Solution
Concept: A complete, ready‑made system that agencies can implement without extensive customization.
Related terms: white‑label, out‑of‑the‑box, SaaS
Explanation: Turn‑key travel platforms provide booking engines, CRM, and reporting tools in a single
package. An agency adopts a turn‑key solution to launch a new website quickly. Challenges include limited
flexibility and reliance on vendor updates.
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Virtual Tour Guide
Concept: Digital tools that provide travelers with information and navigation assistance during a trip.
Related terms: mobile app, augmented reality, geolocation
Explanation: Agents may recommend a virtual guide app that offers audio commentary at landmarks.
Example: An app that triggers a museum audio guide when the traveler approaches an exhibit. Challenges
involve technology adoption and content accuracy.

White‑Label Platform
Concept: A service that agencies rebrand as their own, offering booking capabilities under their name.
Related terms: branding, reseller, API
Explanation: Agencies use white‑label solutions to provide online booking without developing software. The
end‑user sees the agency’s logo and domain. Challenges include maintaining brand consistency and
managing service level agreements.

Yield Management
Concept: The practice of adjusting prices to maximize revenue based on limited inventory. Related terms:
capacity, demand forecasting, dynamic pricing
Explanation: Airlines use yield management to fill seats at optimal prices. An agency may apply similar
principles to hotel rooms. Challenges include real‑time data analysis and avoiding price discrimination
complaints.

Zero‑Commission Model
Concept: A business approach where agencies earn no direct commission from suppliers, relying on fees or
markup. Related terms: service fee, transparent pricing, direct settlement
Explanation: Some agencies charge clients a fixed planning fee instead of receiving commissions. This
model can appeal to cost‑conscious travelers seeking transparency. Challenges involve communicating
value and competing with commission‑based agencies.

Airline Alliance
Concept: A partnership among multiple airlines to coordinate schedules, share codes, and offer reciprocal
benefits. Related terms: code‑share, joint venture, frequent‑flyer program
Explanation: Alliances like Star Alliance enable agents to book seamless itineraries across member carriers. A
traveler can earn miles on any alliance airline. Challenges include navigating differing fare rules and
ensuring consistent service quality.

Business Travel Policy (BTP)
Concept: A set of rules established by a company to govern employee travel expenditures and approvals.
Related terms: approval workflow, expense report, compliance
Explanation: Agencies help clients enforce BTPs by integrating policy checks into booking tools. Example:
Preventing a traveler from booking a non‑approved hotel brand. Challenges include keeping the policy
updated and balancing flexibility with control.

Charter Flight
Concept: A non‑scheduled flight arranged for a specific group or purpose, often at a fixed price. Related
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terms: air charter, private jet, group booking
Explanation: Agents may organize charter flights for sports teams or corporate events. A charter to a remote
island may be the only viable option. Challenges include higher costs, limited availability, and regulatory
compliance.

Destination Management Company (DMC)
Concept: A local specialist that designs and executes travel experiences in a specific region. Related terms:
ground handling, local expertise, tour operator
Explanation: Agencies partner with DMCs to provide authentic tours, transportation, and activities. Example:
A DMC in Morocco arranges desert camps for a group. Challenges include vetting DMC reliability and
coordinating logistics across time zones.

Electronic Funds Transfer (EFT)
Concept: The movement of money between bank accounts electronically, used for supplier payments and
commissions. Related terms: wire transfer, ACH, settlement
Explanation: Agencies use EFT to remit payments to hotels or receive commissions from airlines. A weekly
EFT consolidates multiple supplier invoices. Challenges include processing fees and ensuring accurate
account details.

Hotel All‑Inclusive Package
Concept: A hotel stay that includes meals, drinks, and often activities for a single price. Related terms: resort,
full‑board, amenities
Explanation: Agents market all‑inclusive resorts to vacationers seeking convenience. Example: A Caribbean
resort offering unlimited dining and entertainment. Challenges involve clarifying what is included and
managing expectations for optional services.

International Air Transport Association (IATA)
Concept: The global trade association for airlines, responsible for standards, safety, and financial settlement
systems. Related terms: code‑share, accreditation, airline coding
Explanation: IATA assigns airline codes, establishes ticketing standards, and operates the Billing and
Settlement Plan. Agencies seeking IATA accreditation gain access to wholesale fares. Challenges include
meeting strict financial criteria and adhering to IATA regulations.

Joint Venture (JV)
Concept: A collaborative business arrangement where two or more parties share resources, risks, and
profits. Related terms: partnership, co‑branding, revenue sharing
Explanation: Airlines may form a JV to coordinate routes and pricing, benefiting agents with integrated
schedules. Example: A JV between two carriers on a high‑traffic corridor. Challenges include aligning
strategic goals and managing regulatory approvals.

KPI Dashboard
Concept: A visual interface that displays key performance indicators in real time. Related terms: analytics,
reporting, data visualization
Explanation: Agencies use KPI dashboards to monitor sales volume, commission earnings, and client
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satisfaction. A manager reviews the dashboard during weekly meetings. Challenges involve data integration
from disparate systems and avoiding information overload.

Leverage Points
Concept: Strategic areas where an agency can maximize impact with minimal effort. Related terms:
cross‑selling, automation, partnership
Explanation: Identifying leverage points such as upselling travel insurance during booking can boost
revenue. Example: Offering a discount on a tour when a client books a flight. Challenges include training
staff to recognize and act on these points consistently.

Market Segmentation
Concept: Dividing the travel market into distinct groups based on characteristics or behaviors. Related
terms: demographics, psychographics, niche market
Explanation: Agencies target segments like luxury travelers, backpackers, or corporate executives with
tailored offers. A campaign aimed at millennial adventure seekers highlights eco‑tourism options.
Challenges include accurate data collection and avoiding over‑generalization.

Negotiated Rate
Concept: A discounted price agreed upon between an agency and a supplier, often based on volume or
loyalty. Related terms: contract, net rate, preferred supplier
Explanation: Hotels may provide a negotiated rate of $80 per night for an agency that books 200 rooms
annually. Challenges include maintaining the volume needed to justify the discount and tracking
compliance.

Online Reputation Management (ORM)
Concept: The practice of monitoring and influencing how an agency is perceived on the internet. Related
terms: reviews, social media, brand image
Explanation: Agencies respond to client reviews on platforms like TripAdvisor to maintain trust. A positive
response to a complaint can improve reputation. Challenges include handling negative feedback promptly
and maintaining consistent messaging.

Package Consolidation
Concept: Combining multiple travel components from different suppliers into a single, cohesive offering.
Related terms: bundling, itinerary, margin
Explanation: An agency merges a flight, hotel, and local tour into one package price. This simplifies client
decision‑making. Challenges involve coordinating supplier schedules and ensuring all components align
with the promised experience.

Quality Assurance (QA)
Concept: Systematic processes to ensure travel services meet defined standards. Related terms: audit,
compliance, service level agreement
Explanation: Agencies conduct QA checks on supplier performance, such as reviewing hotel cleanliness
scores. Challenges include allocating resources for regular audits and addressing identified deficiencies.
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Refundable Fare
Concept: A ticket that allows full or partial reimbursement upon cancellation, typically with fewer
restrictions. Related terms: flexible ticket, penalty, fare class
Explanation: Travelers may prefer refundable fares for uncertain itineraries. An agent quotes a refundable
fare for a business trip with potential date changes. Challenges include higher cost compared to
non‑refundable options.

Risk Transfer
Concept: Shifting potential financial loss from the agency to another party, often via insurance. Related
terms: liability, indemnity, coverage
Explanation: Agencies purchase errors‑and‑omissions insurance to protect against claims of negligence.
Challenges involve selecting appropriate coverage limits and managing premiums.

Supplier Onboarding
Concept: The process of integrating new travel suppliers into an agency’s system. Related terms: API
integration, contract, training
Explanation: Onboarding a new hotel chain requires uploading rates, establishing communication protocols,
and training staff. Challenges include aligning technology standards and ensuring data accuracy from the
start.

Travel Authorization
Concept: Official permission required for employees to travel, often for compliance and budgeting. Related
terms: approval workflow, expense policy, compliance
Explanation: Companies may require managers to approve trips before booking. An agency’s portal can
route requests for authorization. Challenges include delays in approval and ensuring travelers understand
policy constraints.

Travel Expense Management
Concept: Tools and processes for tracking, reporting, and reimbursing travel‑related costs. Related terms:
receipt capture, audit, policy enforcement
Explanation: Agencies provide clients with expense reporting software that automates receipt upload and
categorization. Challenges include integrating with corporate finance systems and handling foreign
currency conversions.

Travel Risk Assessment
Concept: Evaluating potential hazards associated with a destination or itinerary. Related terms: security
advisory, health alert, contingency plan
Explanation: Agents assess risks like political unrest or disease outbreaks before recommending travel.
Example: Advising a client to postpone a trip to a region with a recent epidemic. Challenges involve staying
up‑to‑date with rapidly changing information.

Upselling Techniques
Concept: Strategies to encourage clients to purchase higher‑value or additional services. Related terms:
cross‑sell, premium upgrade, add‑on
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Explanation: An agent suggests a lounge access upgrade for a long‑haul flight. Effective upselling increases
revenue without significant extra cost. Challenges include avoiding pushy tactics that could alienate
customers.

Virtual Private Network (VPN)
Concept: A secure connection that encrypts data transmission between an agency’s devices and external
networks. Related terms: cybersecurity, remote access, data protection
Explanation: Agents use VPNs when accessing the GDS from home to protect credentials. Challenges
involve ensuring VPN performance does not hinder real‑time booking operations.

Yield Forecasting
Concept: Predicting future demand and pricing trends to inform inventory allocation. Related terms:
historical data, seasonality, predictive analytics
Explanation: Agencies analyze past booking patterns to forecast peak travel periods and adjust pricing.
Challenges include accounting for unexpected events such as natural disasters or sudden market shifts.

Zero‑Balance Settlement
Concept: A financial arrangement where the agency’s account with a supplier is cleared each month, leaving
no outstanding balance. Related terms: reconciliation, cash flow, settlement period
Explanation: With zero‑balance settlement, agencies receive commissions and pay suppliers in a single
transaction, simplifying accounting. Challenges include precise timing of transactions to avoid overdrafts.

Agency Profit Center
Concept: A distinct business unit within a travel agency that operates as a separate revenue‑generating
entity. Related terms: cost center, P&L, performance tracking
Explanation: A corporate travel division may be treated as a profit center, with its own budget and targets.
Challenges include allocating shared resources fairly and measuring true profitability.

Bundled Service Offer
Concept: A marketing package that groups multiple travel services at a discounted combined price. Related
terms: bundle, promotion, cross‑sell
Explanation: An agency may offer a “flight + hotel + car” bundle for a reduced rate compared to purchasing
each separately. Challenges involve ensuring each component’s availability and maintaining margin across
the bundle.

Carbon Offset Program
Concept: An initiative that compensates for travel‑related greenhouse gas emissions by funding
environmental projects. Related terms: sustainability, emissions calculation, voluntary offset
Explanation: Agents can offer travelers the option to purchase carbon credits when booking flights.
Challenges include verifying the credibility of offset providers and communicating the impact effectively.

Dynamic Pricing Engine
Concept: Software that automatically adjusts travel product prices based on real‑time market data. Related
terms: algorithm, demand elasticity, price optimization
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Explanation: A dynamic pricing engine may raise hotel room rates during a major local event. Challenges
involve balancing competitive pricing with revenue goals and avoiding price volatility that confuses
customers.

Electronic Ticketing (ET)
Concept: The issuance and storage of airline tickets in a digital format, eliminating paper. Related terms:
e‑ticket, PNR, ticketing
Explanation: ET streamlines check‑in, reduces fraud, and facilitates quick changes. An agent issues an
e‑ticket that the traveler accesses via mobile device. Challenges include ensuring proper electronic delivery
and handling system outages.

Fare Allocation
Concept: The distribution of seat inventory among different fare classes to maximize revenue. Related
terms: quota, booking class, revenue management
Explanation: Airlines may allocate 30 % of seats to a discounted fare and the rest to higher‑priced classes.
Agents must understand allocation to advise clients on availability. Challenges involve limited visibility into
airline inventory decisions.

Group Booking Management
Concept: Coordinating travel arrangements for multiple individuals traveling together. Related terms: room
block, group rate, lead passenger
Explanation: An agency secures a block of hotel rooms for a wedding party, negotiating a group rate.
Challenges include managing individual preferences within the group and handling last‑minute changes.

Hotel Loyalty Program Integration
Concept: Linking agency booking systems with hotel reward programs to automatically credit points.
Related terms: membership ID, API, member benefits
Explanation: When an agent books a stay, the system records the guest’s loyalty number, ensuring points
are earned. Challenges involve maintaining accurate data feeds and handling program updates.

International Settlement Account (ISA)
Concept: A bank account used to process cross‑border payments between agencies and foreign suppliers.
Related terms: foreign exchange, wire transfer, multi‑currency
Explanation: Agencies use an ISA to receive commissions in euros from European airlines. Challenges
include managing currency conversion costs and complying with anti‑money‑laundering regulations.

Joint Marketing Campaign
Concept: Collaborative promotional activities between an agency and a supplier to boost sales. Related
terms: co‑branding, incentive, lead generation
Explanation: An agency partners with an airline to launch a “fly and stay” campaign, offering discounted
packages. Challenges include aligning branding guidelines and measuring campaign ROI.

Kiosk Self‑Check‑In
Concept: Automated stations that allow travelers to check in for flights without staff assistance. Related
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terms: mobile boarding pass, luggage drop, airport automation
Explanation: Agencies may recommend kiosk use to reduce wait times. Example: A traveler checks in at a
kiosk and prints a boarding pass. Challenges include ensuring kiosk availability and providing assistance for
users unfamiliar with the technology.

Local Taxes and Surcharges
Concept: Government‑imposed fees added to travel product prices, varying by jurisdiction. Related terms:
airport tax, tourism levy, VAT
Explanation: Agents must calculate and disclose taxes such as the UK Air Passenger Duty. Challenges involve
staying current with tax changes and accurately presenting total costs to clients.

Margin Protection Clause
Concept: Contractual language that safeguards an agency’s profit margin against supplier price increases.
Related terms: price escalation, rate lock, renegotiation
Explanation: A hotel contract may include a clause that prevents rate hikes beyond a set threshold.
Challenges include negotiating such clauses and monitoring compliance.

Negotiated Contract Terms
Concept: Specific conditions agreed upon between an agency and a supplier, covering rates, payment, and
service levels. Related terms: agreement, SLA, amendment
Explanation: Contracts define cancellation penalties, commission percentages, and reporting requirements.
Challenges involve ensuring both parties adhere to the terms and updating contracts as market conditions
evolve.

Online Booking Confirmation
Concept: Digital acknowledgment sent to a traveler after a reservation is completed. Related terms: email
receipt, itinerary, QR code
Explanation: Confirmation includes booking reference, payment details, and travel documents. Example: An
email with a PDF itinerary and QR code for boarding. Challenges include preventing spam filtering and
ensuring the information is accurate.

Payment Reconciliation
Concept: The process of matching received payments with outstanding invoices and bookings. Related
terms: ledger, settlement, audit trail
Explanation: Agencies verify that client payments correspond to booked services, adjusting accounts
accordingly. Challenges involve handling partial payments, currency differences, and delayed transfers.

Pre‑Travel Documentation
Concept: Required paperwork such as passports, visas, and health certificates needed before departure.
Related terms: passport validity, travel advisory, entry requirements
Explanation: Agents compile checklists for clients, ensuring all documents are valid. Example: Verifying a
passport has six months’ validity for a South‑American trip. Challenges include last‑minute changes in entry
rules and client forgetfulness.

Read online: https://certificates.HealthCareCourses.org.uk/glossaries/
12285708/travel-agency-operations

HealthCareCourses (An LSIB brand) · 07 Jul 2026



G LO S S A RY

Quote Validity Period
Concept: The time frame during which a price quote remains enforceable. Related terms: expiration, lock‑in,
price guarantee
Explanation: An agency may issue a 48‑hour quote for a cruise package. After expiration, rates may change.
Challenges involve managing client expectations and updating quotes promptly.
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