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In the travel industry, content management
systems (CMS) are becoming an important

part of the drive for lower distribution costs and
higher online sales. CMS range from toolkits to
create and administer websites to much more
comprehensive solutions that integrate content
databases with brochure design systems and publish
text and images via print and online.

In my personal experience, CMS means different

things to the solution providers and their customers.

There are many CMS providers who fall into one or

more categories.

There are pre-built and customisable website toolkits

that avoid the need to build a site from scratch,

delivering websites quickly and at relatively low cost.

Customers can update their own sites and select

colour schemes and layouts from a common template.

Next we have what I call brochure aggregators who

gather holiday descriptions from the larger tour

operators, either by scanning or retyping their printed

brochures or processing a computer file. Holidays are

then indexed and stored in a database that can be

searched by travel agents or intermediary websites.

Brochure content can be viewed online, usually

alongside an availability search of multiple operators.

For more demanding users, there are high end CMS

that capture, integrate, store and publish content

from various sources. These are sometimes referred to

as Enterprise Content Management Systems (ECMS)

that are usually tailored to an individual company's

needs and are best suited to travel companies with

dominant sales through brochures and the web.

Then we have specialist solutions such as Digital

Asset Management (DAM), an electronic repository of

assets, typically images and graphics, which manages

the distribution of chargeable content across multiple

channels, such as brochure production and websites.

Some companies specialise in DAM solutions, with

comprehensive products that incorporate usage rights

and tracking, though these don't include text content.

Of all the CMS solutions, there are two types that I

believe offer most to the travel sector. Both add value

to the production and distribution of brochure

content and can complement each other. What makes

these so interesting is their potential to significantly

reduce the time and cost of publishing and promoting

travel products, both in printed and electronic form.

The first focuses on creating and distributing

brochures online, with a number of companies

specialising in creating these E-brochures. By adding

an option to a tour operator website, visitors can

view and download a selection of brochure 'pages',

either as a saved file or, more usually, as an email

attachment. The email delivers a PDF file, typically

including the brochure cover, selected pages and the

operator's booking conditions. Some of these PDFs are

created from the operator's printed brochure and may

include prices that are out of date.

Other options include 'turning page' brochures, some

with a separate index, whilst others have embedded

links to search the reservation system for current

availability and prices. Personalised E-brochures can

also be included in email marketing campaigns.

The second CMS solution manages all the content

needed to create brochures, both for print or online,

including websites and CDs. As operators seek to

reach as many customers as possible, wherever they

prefer to shop, these solutions cover both print and
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online, reducing time to market and ensuring

continuity and latest prices are presented across both

channels. I like to call these 'Total CMS'.

Most Total CMS evolved from the print industry,

where new technology and software was introduced

by printers to improve the creation and printing of

large product catalogues. Over time, the printers have

spun out new divisions to promote and sell this

specialist software to their customers.

Total CMS embody sophisticated database engines to

store and manage content and include direct links to

desktop publishing (DTP) software such as

QuarkXPress™ and Adobe InDesign™ for 'layout driven'

brochures as well as automated page production for

more structured publications. As well as streamlining

the brochure and itinerary creation processes, the

database can also deliver content to a customer's

website or even produce a CD, eliminating the need

for a separate content store.

JUSTIFYING A TOTAL CMS 
The travel industry has always produced brochures,

directories and guides. Tour operators selling pre-

packaged holidays have used brochures as their

primary vehicle to promote and sell holidays, either

via travel agents or direct to consumers. The notable

exceptions are the new, online entrants who have

concentrated on using websites to find customers and

sell (and fulfil) online.

For tour operators, including those who offer flexible,

tailor-made holidays, brochures represent a

significant overhead. As well as print and distribution

costs, there is the cost of design and page makeup. A

further cost is time to market, especially in reacting

to late sales and competitors.

Brochures are an important part of the holiday

purchase. Research confirms that travellers like to

view holiday options and choices on paper. Late

purchasers may be unable to get hold of a brochure

but still prefer to have a hard copy. Even those who

book online will take a print of the website content.

Brochure print costs vary, from less than £1 a copy to

as much as £5, depending on page volume and print

run. One estimate suggests that UK tour operators

produce in the region of 400 million brochures a year

at an average print cost of £2.

Brochure conversion rates range from four to 15

copies per traveller. Across the board operators spend

an average of £6 on print and distribution for each

traveller. Another estimate puts brochure production

and print costs at three per cent of the holiday price.

For air-based operators this equates to £450 million a

year. Yet another estimate suggests that brochures

account for 15 per cent of all overheads, or nearly £1

billion. Whichever estimate is correct, brochures cost

a lot of money!

As well as print and distribution, the operator incurs

additional cost in creating the brochure and getting it

ready for print. Operators will either have an in-house

creative team or will use an agency. All will use a

repro house to get the brochure pages ready for print.

Creative and pre-press costs range between £80 and

£150 per page. One specialist operator selling 25,000

individual holidays a year creates 700 brochure pages

across six brochures, spending between £56k and

£105k per year on brochure creation. That's between

£2 and £3 per traveller. With an average print and

distribution cost of £6 per traveller, this operator is

spending between £200k and £250k a year on

brochures, or nearly £10 per traveller. Put another

way, brochures represent 2.5 per cent of sales revenue

in an industry that typically only achieves a net

margin of 2.5 per cent. This operator also has a

website, which describes its holidays. One could argue

that the website is yet another brochure and these

costs should be included too.

Clearly tour operators are spending a vast amount of

money on creating, printing and distributing

brochures. Online market leaders, such as Expedia,

may not have brochures but will be using a CMS to

support their websites. Travellers will increasingly use

websites to research travel products on which tour

operators will feature more brochure content. But

operators will continue to produce printed brochures,

probably with lower print runs, as the number of

travel shops decline. Whilst this may reduce print
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