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WHAT IS THIS GUIDE FOR?
This guide is for travel agents who are planning to implement a Travel Management 

System (TMS) to help with their day-to-day operations. A TMS is a software solution 

that enables businesses to perform the core functions of a travel agent to sell and 

deliver travel experiences for their customers. As there are a myriad of solutions 

available in the market, travel agents may face a dilemma when deciding on the 

right system to implement. How do you then identify the right solution that fits your 

business needs? This guide will provide a framework to help you understand the 

considerations needed before selecting the right TMS for your business.

WHY DO I NEED A TMS?
Travel agents need to leverage technology effectively to become productive, smart 

businesses. A basic TMS is essential to help you reduce manual processes in your 

operations, and at the same time reduce human errors. Staff’s time can then be freed 

up to deliver higher value work, such as trip curation and customer engagement so 

that travel agents can become Designers of Travel Experience.

SELECTING THE RIGHT TMS

Before you invest time, effort and money, take the time to go through the following steps to ensure that the 

system you are implementing is the right one for you.
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A common mistake that travel agents make when 

adopting a TMS is to jump straight into engaging 

a solution provider before reviewing their current 

workflows. Each travel agent operates differently 

and it is essential for you to have a good grasp of 

your company’s workflow. Only by first identifying 

your user needs you will then be able to identify 

your system needs. What are the current processes 

in your company? How does information flow within 

the company? What are your customer touchpoints? 

How do staff interact across departments?

S
TE

P1 REVIEW 
YOUR CURRENT 
WORKFLOW

The TMS that you select needs to serve your 

business well into the near future as you would have 

invested time, effort and money implementing it. To 

maximise the return on investment, it is necessary for 

the system to be able to meet your business needs in 

the next 2 – 3 years.

If you have plans to grow your business, take these 

plans into consideration as you search for the right 

system. You may use the Self-Assessment Toolkit 

from the Business Transformation Playbook 1 to help 

formulate these growth plans. Here is an example of 

how your future business model may look like.

1 The Business Transformation Playbook is developed to help travel agents brainstorm different business models to adopt
and it contains a Self-Assessment Toolkit to guide travel agents on possible new directions for the business.

Identify the daily tasks 

performed across departments

Highlight pain points — areas 

where errors commonly occur 

or significant time is spent on 

mundane, repetitive tasks

Map out a workflow diagram1 2 3

DETERMINE 
YOUR NEAR-TERM 
BUSINESS PLANS

S
TE

P2

MY BUSINESS MODEL

CUSTOMER

SALES

FINANCE

The diagram below is an example of what your existing workflow may look like:

EXISTING WORKFLOW

Accepts 
quotation

Prepares quote 
in Word doc

Emails quote to 
customer

Makes payment

Arranges hotels 
and tours

with suppliers

Checks against 
bank account 

that funds have 
been received

Updates sales 
that payment has 

been received

Requests for 
a quote

CUSTOMER

SALES

FINANCE

Mapping out your existing workflow will also help you envision how your workflow can be improved with the 

new system. For example, with the implementation of a website, your improved workflow may look like this:

IMPROVED WORKFLOW

Makes payment

Arranges hotels 
and tours

with suppliers

Checks against 
bank account 

that funds have 
been received

Updates sales 
that payment has 

been received

Obtains quote 
on website

CUSTOMER
Honeymoon, FITs

Consideration

TMS must be able to 
handle high volume of 

customised trips
VALUE

Provides quality 
advice and 

personalised services

RESOURCES
In-house travel 

consultants

CHANNELS
WhatsApp, WeChat or 

Messenger

REVENUE
Leverage online space 

to expand my client 
base regionally

Creates travel 
products and 
publish online Consideration

TMS needs to be 
integrated with 
these channels

Consideration

Website must be 
available in multiple 

languages

Consideration

TMS needs to have a 
dynamic packaging 

ability to help 
consultants easily create 

customised packages 

Consideration

TMS helps to 
streamline routine 

processes so that the 
company can focus on 
providing advice and 

better services
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S
TE

P 3 After reviewing your current workflow and 

near-term business plans, you are all set to 

begin your search for a solution provider. 

Here are 3 fundamental attributes of a TMS 

you need to be aware of as you carry out 

your search:

UNDERSTAND 
THE FUNDAMENTS 
OF A TMS Cloud-based servers store data over the internet whereas in-house servers store data on the companies’ 

own servers. 

Traditionally, companies host their TMS on in-house servers but with technological advancements, it is 
increasingly common for systems to be cloud-based. Cloud-based servers allow you, your staff and customers 
to access your system anytime and anywhere. It is also less costly to maintain than an inhouse server.

Solutions offered by solution providers in the market come in two forms — Software-as-a-Service (SaaS) 
and Customised Solutions. Each has its pros and cons:

SAAS
•	 Solution	is	pre-built	and	travel	agents	pay	a	subscription	fee	to	access	its	features.

•	 Recommended	for	companies	with	standard	workflows	and	do	not	have	the	IT	expertise	to	develop	and		
 maintain a customised solution.

1. SOFTWARE-AS-A-SERVICE VS. 
    CUSTOMISED SOLUTIONS

CUSTOMISED SOLUTION
•	 Solution	is	developed	according	to	travel	agents’	unique	business	workflows.

•	 Recommended	for	larger	travel	agents	with	multiple	business	departments	and	unique	workflows.

PROS

Implementation is more affordable and fast

Low maintenance

Enjoy new features/bug fixes whenever the 
vendor upgrades the solution

The generic features may not cater to your 
specific business workflow

Need to bear recurring monthly or yearly 
subscription costs

CONS

PROS

Catered to your specific business workflow Longer duration to implement and can 
be costlier

Requires long-term maintenance of the 
system by the travel agent

Once developed, the development of new 
features or bug fixes will incur additional 
costs and effort

CONS

TMS can also come in two forms — an Enterprise Resource Planning (ERP) system or a modular system. 
Each has its pros and cons too:

ERP
•	 A	standalone	system	developed	by	one	vendor.

•	 Centralised	system	used	by	all	departments	in	your	business	(from	sales	to	finance)	to	manage		 	
 business processes.

•	 Business	processes	are	linked	and	hence	information	flows	seamlessly	across	the	entire	company.

PROS

Single database of information helps 
businesses become more efficient and 
reduces errors

Certain modules offered may be irrelevant to 
your business

CONS

MODULAR
•	 A	system	that	pieces	together	more	than	one	solution	by	various	vendors.

•	 Departments	in	your	business	use	different	solutions.

•	 If	the	solutions	are	not	well	integrated,	the	business	processes	are	not	linked	and	information	across 
 the company sits in silos.

•	 There	are	solution	providers,	i.e.	system	integrators	(SI),	who	can	help	you	integrate	your	systems.

PROS

Freedom to choose the ‘best-of-its-kind’ 
solution for each business process

Example

Requires additional effort and costs to 
integrate different solutions

Productivity leaks for having to re-key 
information from one system to another if the 
solutions are not integrated

CONS

Facebook 
Messenger (Sales)

Quickbooks
(Accounting)

Salesforce
CRM (Sales)

Sisense
(Reporting)

NOTE Hybrid options do exist. For example, solution providers in the market are able to help 
you customise a SaaS solution based on your needs.

NOTE
There is no right or wrong attribute as the solution depends on what works 
best for your company. Consider the pros and cons of a SaaS vs. customised 
solution, or a ERP vs. modular solution to determine the best fit for your business.

2. CLOUD-BASED VS. IN-HOUSE SERVERS

3. ENTERPRISE RESOURCE PLANNING VS. MODULAR
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S
TE

P4 Before signing a contract with the solution provider, 

do your market research and not just go with the 

first provider you meet. There are severe implications 

if you choose the wrong solution provider and 

a solution that does not address your business 

concerns. Not only will the implementation process 

take up extra time and costs, it will also cause 

frustration among your staff who will be users of 

the solution.

A list of TMS solution providers can be found on 

page 12 to help kick-start your search for the right 

solution provider.

DO 
YOUR MARKET 
RESEARCH

It may be difficult to select a solution among 

those available in the market. Here are some 

important considerations to help guide your 

selection process:

SELECT 
‘THE ONE’

As you reach out to various solution providers, here are some areas that you can 

bring up for discussion:

SELECTION PROCESS

•	Whether you decide to go with a SaaS or a customised solution,  
 discuss any on-going maintenance costs (e.g. hosting fees or 
 licensing fees) that you may have to incur after implementation.

MAINTENANCE MODELS

•	 Vendors	will	not	be	able	to	read	your	mind	so	do	spend	time	to 
 pen down your requirements of the system and articulate them to 
 the vendor.

•	 To	assist	you	in	drafting	your	requirements,	refer	to	page	9	for	the 
 TMS Check-Up Tool.

REQUIREMENTS

•	 If	their	core	business	is	not	in	TMS,	do	the	vendors	have	past		 	
 experience in developing solutions for travel agents?

•	 If	no,	what	are	some	of	the	past	projects	they	have	worked	on	for		
 clients from other industries? Are they of a similar nature to your 
 TMS (e.g. if you are developing a B2B ecommerce platform, has the  
 solution provider developed a similar B2B e-commerce platform for  
 clients from other industries)?

•	 Ask	for	past	references.

TRACK RECORD

NOTE Besides a demo, ask if your technology provider is able to offer a trial use of their solution 
to have a hands-on experience of using the system.

S
TE

P5

1 ABILITY TO MEET 
YOUR NEEDS

After you have discussed your requirements, the solution 
provider should develop a project proposal that reflects an 
understanding of your business needs, company workflow, 
system requirements and desired outcomes. In addition, they 
need to be able to provide you with a Project Milestones table 
and timeline, and the deliverables at each milestone.

2 VALUE-FOR-MONEY

Cheap may not be the best for your business. Prioritise the 
solution’s ability to meet your needs over its cost.

3 MAINTENANCE
COSTS

Beyond the initial implementation cost of the solution, do 
also consider if your business has the resources to maintain 
it after implementation, e.g. recurring fees (if any) or hiring 
of an IT staff (if required).
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TMS 
CHECK-UP TOOL

Here is a list of common modules found in a TMS 

to help you diagnose your system requirements. 

Use this as a reference tool when speaking to 

solution providers.

Tick the requirements that are of relevance to you:

E-COMMERCE MODULE

 Enable B2C transactions to be carried out online

 Enable B2B transactions to be carried out online

 Enable mobile application support

 Enable B2C/B2B transactions to be carried out  
 through mobile application

 Enable the sales of the following products online:

	 •	 Airfare

	 •	 Hotels

	 •	 Attraction	Tickets

	 •	 Tour	Packages

	 •	 Cruise

	 •	 Car	Transfer

	 •	 Insurance

	 •	 Others:	______________

 The online interface needs to have the 
 following features:

	 •	 Products	catalogue

	 •	 Customer	Enquiry

	 •	 Customer	Booking

	 •	 Live	Chat

	 •	 Multi-language	support

	 •	 Multi-currency	support

	 •	 Others:	_______________

 The online interface needs to be integrated with  
 the following features:

	 •	 Payment	Gateway	to	allow	customers	to		 	
  make payment online

	 •	 3rd	Party	Content	Providers	(e.g.	Global		 	
	 	 Distribution	Systems,	Google	Maps)	to		 	
  provide content in real-time

	 •	 Others:	_________________

ENQUIRY MANAGEMENT MODULE

 Create and edit records of customer enquiries   
 (e.g. date of enquiry, name, travel dates)

 Track status of customer enquiry

 Sync with mail providers to capture customer   
 interactions via email

 Telephony integration to capture customer   
 interactions via phone

	 Others:	______________________

1

2

BOOKING MANAGEMENT MODULE 
Allows you to manage your customer 
booking records

 Create and edit booking records

 Search and view existing bookings

	 Generate	and	edit	booking	documents	(e.g.		 	
 vouchers, invoices)

 Upload and store customer’s documents (e.g.   
 passport, visa, flight ticket)

 Track payment status

	 Others:	______________________

CONTENT MANAGEMENT MODULE 
Allows you to manage the content displayed on 
your website

 Create and remove webpages

 Edit text and images on webpages

 Edit layout of webpages (e.g. background,   
 banners, placement of text and images)

	 Others:	______________________

SALES REPORTING MODULE 
Allows you to keep track of your sales and 
booking information

CUSTOMER MANAGEMENT MODULE 
Allows you to manage the information collected 
from your customers

 Create or edit customer accounts

 Store the following customer information:

	 •	 Personal	details,	contact	details,	customer		 	
  feedback, customer purchase history

	 •	 Diet	preferences,	allergies,	campaign	activity

	 •	 Others:	_________________

 Create or edit customer categories (e.g. age,   
 annual income)

 Tag, search or filter customers

 Track action taken on customer’s feedback

	 Others:	______________________

3

4

5

6

SUPPLIER MANAGEMENT MODULE 
Allows you to manage the product information 
provided by your suppliers

 Create and edit supplier accounts

 Create and edit supplier contracts

 Create and edit supplier categories (eg.   
 preferred, Tier 1)

 Extranet access for suppliers to input and edit  
 product details

 API integration for real-time product updates   
 from suppliers

	 Others:	______________________

INVENTORY MANAGEMENT MODULE 
Allows you to manage your own product 
information

 Create and edit inventory details for different   
 product groups (e.g. hotels, attraction 
 tickets, transfers)

 Create and edit product descriptions (e.g. text,  
 images, website link, address, opening hours)

 Create e-tickets and track redemptions

	 Others:	______________________

PRICE MANAGEMENT MODULE 
Allows you to manage the selling price of 
your products

 Create and edit pricing rules and mark-ups

 Create and edit discounts/promotions for   
 different product items

 Create and edit discounts/promotions for   
 different customer groups

	 Others:	______________________

QUOTATION MANAGEMENT MODULE 
Allows you to create and manage customer 
quotations

 Create and edit quotations from existing items  
 or packages through a ‘drag-and-drop’ format

 Create and edit pricing rules and mark-ups 
 of quotations

 Edit text, images and miscellaneous quotation  
 details using a template if the quotation is in

 the form of an itinerary

	 View	quotation	breakdown	and	profit	margin

	 Others:	______________________

LOYALTY MANAGEMENT MODULE 
Allows you to manage your customer loyalty 
programme, if you have one

 Create rewards programme

 Track customer rewards and redemption history

	 Others:	______________________

7

8

MARKETING MANAGEMENT MODULE 
Allows you to manage your customer 
marketing efforts

 Create and edit campaign types, target, 
 media type

 Create and edit mailing categories and 
 email groups

 Create and edit email templates for different   
 customer groups

 Send mass email

 Send mass SMS

 Support social media integration for 
 marketing campaign

	 Others:	______________________

TOUR PACKAGING MANAGEMENT MODULE 
Allows you to manage the sale of your 
tour packages

 Create tour packages from different item groups  
 through a ‘drag-and-drop’ format

 Create multi-day tour packages from itemised   
 products through a ‘drag-and-drop’ format

 Create and edit itinerary in PDF or 
 Word Document

 Upload itinerary to E-Commerce websites

 Create or edit package descriptions

 Create or edit pricing rules and mark-ups

 Track Profit & Loss of packages

 Create and edit discounts and promotions for   
 different tour packages

 Create and edit discounts and promotions for   
 different customer groups

	 Others:	______________________

B2B AGENT MANAGEMENT MODULE 
Allows you to manage the online transactions of 
your B2B customers

 Create or edit B2B agent accounts

 Create or edit credit control (e.g. terms of   
 payment, modes of payment)

 Create or edit inventory access

 Create or edit prices, mark-ups, discounts for   
 different customer groups

	 View	booking	records

 Control B2B agent log-in access

 API functionality to allow B2B customers to   
 fetch inventory and rates in real-time

	 Others:	______________________

12

13

9

10

11

14
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ACCOUNT MANAGEMENT MODULE 
Allows you to manage the accounting aspects of 
your system

 Setup general ledger

 Create journal entries

 Allow reconciliations (e.g. to bank statements)

 Calculate sales tax and cashflow

	 Generate	accounts	receivable	summary

	 Generate	accounts	payable	summary

 Match supplier invoices to bookings

 Integration with Accounting Systems

	 Others:	______________________

SCHEDULE MANAGEMENT 
Allows you to create and edit supplier availability

ORDER MANAGEMENT MODULE 
Allows you to manage the job orders to be assigned 
to on-ground suppliers

	 Generate	and	edit	orders	to	be	assigned 
 to suppliers

	 Generate	and	edit	order	details	(e.g.	hotel		 	
 location, type of vehicle, guide name, 
 special remarks)

 Send orders via email, SMS, mobile 
 app notification

 Receive notifications of order acceptance 
 by supplier

	 Generate	and	print	transport	signage

	 Generate	supplier	Purchase	Order

	 Others:	______________________

15 PAYMENT MANAGEMENT MODULE 
Allows you to manage the payment process 
to suppliers

 Approve and edit supplier invoices to be   
 processed for payment

 Route invoices to Finance for payment

	 Others:	______________________

OPERATIONS MODULE 
Allows you to manage the on-ground operations 
while customers are in the destination

 Track supplier on-ground fulfilment (e.g. driver  
 updates system when customer is picked-up at  
 airport and dropped-off)

 Database where all suppliers can access to view  
 order details in real-time

 Send real-time alerts to suppliers on changes in  
 order details (e.g. flight delay, update vehicle no.)

 Send notifications to customers while on tour   
 (e.g. change in meeting time)

 Integration with 3rd party applications for 
 real-time updates

	 Others:	______________________

18

19

16

17

PRE- 
IMPLEMENTATION 
CHECKLIST

This checklist serves as an exercise to guide you in 

selecting the right solution provider. Tick the box only 

when you have completed the steps:

CHECKLIST

 I have reviewed my company’s current workflow

 I am aware of my near-term business plans

 My TMS will be:

	 •	 SaaS	/	Customised	(circle	one)		
	 •		ERP	/	Modular	(circle	one)		
	 •		Hosted	on	a	Cloud/In-house	server	(circle	one)

 I have completed the TMS Check-Up and drafted my system requirements

 I have looked at more than 1 solution provider for comparison

Does the solution meet my 
requirements?

Is the solution value-for-money?

What will be the ongoing 
maintenance costs?

SOLUTION PROVIDER 2SOLUTION PROVIDER 1

DIRECTORY 
OF TMS SOLUTION 
PROVIDERS

To help ease your search, here is a list of technology 

providers offering TMS solutions dedicated to travel 

agents. Happy hunting!

CODELABS
InstantOTA is a simple, scalable and flexible travel 

management system for travel agents to launch 

their online travel business. It is integrated with travel 

vendors	such	as	low	cost	carriers,	GDS,	activities,	

hotels and payment gateways.

 service.support@instantota.com

 www.instantota.com

  SAAS & CUSTOMISED
  CLOUD-HOSTED & IN-HOUSE SERVER

DCS PLUS
Founded in 2002, dcs plus provides business-critical 

enterprise software for travel, including a midback 

office (TINA), a booking engine/ agent desktop 

(IRIX), an Online Booking Tool (CSBT), a B2C online 

solution (TRIP) and an inventory management 

application (AIDA). This software suite allows 

the agencies to maximize their revenue through 

the sales channels (IRIX/CSBT/TRIP/AIDA), while 

the midback office (TINA) optimizes operational 

processes making the travel agency more efficient 

and thereby resulting in increased profit.

 office@dcsplus.net

 www.dcsplus.net

  SAAS WITH THE OPTION TO CUSTOMISE
  ERP & MODULAR
  CLOUD-HOSTED & IN-HOUSE SERVER

PYTHEAS
TravelCloud is an online travel management solution 

for wholesale and retail travel agents to launch 

their online travel business (web, mobile site and/

or mobile apps) for tour packages, flights and 

hotels booking. Travel agents are able to manage 

their orders, customers, inventory, web content and 

they	integrate	to	suppliers	like	GDS	and	payment	

gateways. The Pytheas Ecommerce (B2C) is a 

pre-scoped solution supportable under the 

Productivity	Solutions	Grant.

 info@pytheas.travel

 www.pytheas.travel

  SAAS & CUSTOMISED
  MODULAR
  CLOUD-HOSTED

SUGATI TRAVEL
Sugati Travel CRM is an end to end travel CRM 

solution designed for Tour Operators and Travel 

Agents that sell either luxury bespoke holidays or 

group/fixed departure/school holidays. 100% 

cloud-based, Sugati handles your marketing, 

quoting, booking, pre-holiday, during holiday and 

postholiday customer journey.

 hello@sugatitravel.com

 www.sugatitravel.com

  SAAS
  MODULAR
  CLOUD-HOSTED
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DIRECTORY 
OF TMS SOLUTION 
PROVIDERS

Disclaimer
This publication serves as a reference for Singapore’s travel agents. All information 
in this publication is deemed to be correct at time of publication.

The Singapore Tourism Board (STB) make no representation or warranty, express 
or implied, as to the accuracy or completeness of any information contained in this 
publication. Further, STB makes no representation or warranty, express or implied, 
as to the availability, suitability, quality or pricing of the business entities, and their 
products or services, listed in this publication. STB does not endorse any business 
entities, products or services listed in this publication. The publication provides 
the list of business entities, and their products and services, for the purposes of 
independent assessment by the intended recipients of this publication. The list of 
business entities and their products and services is by no means exhaustive.

While every effort has been made to ensure the accuracy of data in this report, the 
STB shall not be liable for any loss or damage caused by or arising from the use of 
the data in this publication. Data derived from surveys cited is subject to sampling 
error. Users are advised to exercise discretion when drawing any conclusion or 
inferences, or taking any action, based on the data. 

Tour & Industry Development
Travel	Agents	&	Tourist	Guides	Division
STB_TID@stb.gov.sg

©	2019	Singapore	Tourism	Board.

All rights reserved. No part of this publication may be reproduced, distributed, 
stored in a retrieval system, or transmitted in any form or by any means, electronic, 
mechanical, photocopying, recording or otherwise, without the prior permission of 
STB, or as otherwise permitted herein.

Contents of this report may be reproduced accurately in part in other publications if 
STB is acknowledged and attributed as copyright owner.

Published	April	2019.

TECHMATRIX
TechMatrix is a Business and IT Strategy consulting 
company specialising in cloud computing 
technologies. TechMatrix provides customisable 
CRM solutions for travel agents to manage 
customers, prospects and suppliers. Travel agents 
can setup packages, and track enquiries, bookings 
and follow-up activities with real-time dashboards 

for business performance tracking.

 kim@techmatrixconsulting.com

 www.techmatrixconsulting.com

  SAAS & CUSTOMISED
  CLOUD-HOSTED

TOCCO TRAVEL
Travel Mobility System (TMS) allows travel agents 
and DMCs to dynamically construct a complex travel 
package (with air, hotel land/day tours, admission 
tickets, MICE and tour packages) and distribute 
them via multiple travel-commerce channels through 

booking engines, API and native mobile apps.

 vincent.lai@toccotravel.com

 www.toccotravel.com

  SAAS WITH THE OPTION TO CUSTOMISE
  MODULAR
  CLOUD-HOSTED

TOURPLAN
Tourplan NX is a comprehensive web-based solution 
for Tour Operators, Travel Agents and DMCs with the 
built-in capability to handle multi-country branch 
operations,	FITs,	Groups	with	Multi-day	Itineraries,	
B2B and B2C Web Solutions, Online Distribution 
Channels, External Supplier Connectivity, Channel 
Manager Connectivity, Travel Based Accounting and 
Reporting Functionality. Tourplan is available in Small 
Business, Professional and Enterprise edition on a 

Software As A Service (SaaS) model.

 sales@as.tourplan.com

 www.tourplan.com

  SAAS 
  ERP 
  CLOUD-HOSTED & IN-HOUSE SERVER

TRAVELTEK
Provides dynamic packaging solutions, 
consumer-facing websites; integrated booking 
platforms; back-office systems; CRM; a 
tour-operating platform that helps control pricing 
and stock distributions; and an API that connects 
to a global database of leading travel suppliers. 
Focuses on cruise and dynamic packaging of hotels, 
flights and other ancillary services.

 paul@traveltek.net

 www.traveltek.com

  SAAS
  MODULAR
  CLOUD-HOSTED
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