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20  Traditionally, travel agents use a computer that connects directly to a GDS system, such as
SABRE or Apollo.

Unfortunately, a direct connection between the travel offices and the GDS typically

creates a reliance on the GDS, and the direct connection requirement often results in
inefficient processing of traveler reservations. For example, additional problems have often
25 arisen due to the complexity and cost related to maintaining and updating hardware and
software, especially on those systems where there are multiple GDS networks and desktop
standards. In addition, there is often a lack of connectivity between travel offices that utilize
different GDS systems or configurations due to the private autonomous nature of many GDS
networks. The autonomous nature of GDS networks lead to further inefficiencies such as the
30 inability to deliver Internet access to the travel offices through the same system. Internet
access is desired, as it would allow for the integration of traveler reservations with Internet

fares and/or connections with vendor direct inventory.



In accordance with one aspect of the present invention, an integrated
travel industry system conprises an integrated travel network having one
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requests for the traveler, and completing the trip request utilizing the trip information.

20 BRIEF DESCRIPTION OF THE DRAWINGS

A more complete understanding of the present invention may be derived by referring

to the detailed description when considered in connection with the Figures, where like
reference numbers refer to similar elements throughout the Figures, and:
FIG. 1 illustrates a schematic diagram of a travel industry system in accordance with
25  an embodiment of the present invention,
FIG. 2 illustrates a schematic diagram of a travel industry system in accordance with
an embodiment of the present invention,
FIG. 3 illustrates a schematic diagram of an exemplary network in accordance with
the present invention;
30 FIG. 4 illustrates a schematic diagram of an exemplary customer terminal in
accordance with the present invention;
FIG. 5 illustrates a flow diagram of an exemplary process for handling a trip request

in accordance with an embodiment of the present invention,



FIG 6 illustrates an exenplary formatted trip request formin accordance

with an enbodinent of the present invention; FIG 7 illustrates a flow
di agr am ovoan/oeeenpl ary process for planning a trip in aecortanesisv th an
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to formthe 25 travel netvvork The present i nvention may be descri bed
herein in terns of fuctl onal bI ock co onent s shots, optional
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20  and further providing for real time and historical reporting. In accordance with various
aspects of the present invention, the travel network may be divided into multiple sub-
networks, where each sub-network may be managed by a single vendor or different varying
vendors. That is, one sub-network may be managed by AT&T and another sub-network may
be managed by British Telecom and the sub-networks may be connected together to form the

25  travel network.

The present invention may be described herein in terms of functional block
components, screen shots, optional selections and various processing steps. It should be
appreciated that such functional blocks may be realized by any number of hardware and/or
software components configured to perform the specified functions. For example, the

30  present invention may employ various integrated circuit components, €.g., memory elements,
processing elements, logic elements, look-up tables, and the like, which may carry out a
variety of functions under the control of one or more microprocessors or other control

devices. Similarly, the software elements of the present invention may be implemented
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may be present in a practical electronic transaction system.
As will be appreciated by one of ordinary skill in the art, the present invention may
be embodied as a method, a data processing system, a device for data processing, and/or a
25  computer program product. Accordingly, the present invention may take the form of an
entirely software embodiment, an entirely hardware embodiment, or an embodiment
combining aspects of both software and hardware. Furthermore, the present invention may
take the form of a computer program product on a computer-readable storage medium
having computer-readable program code means embodied in the storage medium.  Any
30  suitable computer-readable storage medium may be utilized, including hard disks, CD-ROM,
optical storage devices, magnetic storage devices, and/or the like.

The present invention is described herein with reference to screen shots, block

diagrams and flowchart illustrations of methods, apparatus (e.g., systems), and computer

4



di agranms and flowchart illustrations of nmethods, apparatus (e.g., systens),
and conputer 4 WD 03/065269 PCT/ US03/01718 program products according to
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support combinations of means for performing the specified functions, combinations of steps

for performihg the specified fﬁnctions, and program instruction means for performing the

specified functions. It will also be understood that each functional block of the block

diagrams and flowchart illustrations, and combinations of functional blocks in the block

25  diagrams and flowchart illustrations, can be implemented by either special purpose

hardware-based computer systems which perform the specified functions or steps, or suitable
combinations of special purpose hardware and computer instructions.

The present systems and methods facilitate the integration of information and

services between travel offices and between travel counselors at the various travel offices.

30 In addition, the systems and methods facilitate integration with the Internet, Global

Distribution Systems (GDS), alternate inventory (e.g., limousine providers), vendor direct

systems, and/or other reservation processing technologies (e.g., document delivery, file

finishing, trip planning) that does not fully rely upon GDS and/or is GDS independent. The
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in the art will appreciate, user computer will typically include an operating system (e.g.,

Windows NT, 95/98/2000, Linux, Solaris, Windows XP, etc.) as well as various

conventional support software and drivers typically associated with computers. User
computer can be in a home or business environment with access to a network. In an

25  exemplary embodiment, access is through the Internet through a commercially-available
web-browser software package.

Communication between users and system 100 of the present invention may be
accomplished through any suitable communication means, such as, for example, a telephone
network, Intranet, Internet, point of interaction device (point of sale device, personal digital

30 assistant, cellular phone, kiosk, etc.), online communications, off-line communications,
wireless communications, and/or the like. One skilled in the art will also appreciate that, for
security reasons, any databases, systems, or components of the present invention may consist

of any combination of databases or components at a single location or at multiple locations,



network, Intranet, Internet, point of interaction device (point of sale
devi ce, personal digital 30 assistant, cellular phone, kiosk, etc.), online
comuni cawpD®a®es264 f -1 i ne conmuni cations, W rel ess comuniPcatisonsl7iand/ or
the like. One skilled in the art will also appreciate that, for security
reasons, . any. da GRB g fef\VsaBh kN may
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Clearly ai ned these texts are hereby incorporated by
ref er enpecitd iffoavstion etded toltt ghatsesls,randards) aeamdicatiastadiase utilizadein
related services such_as airline

. , ,car rental , hot.e train,,. 4
| i n80si reBnechiny withythe dpfenet may &pt g%ﬂ’é‘f‘&aﬁ’f}éﬁl Ve @?’1 k‘élj‘lﬁ’% é‘bfglma“"%%gal ding
such details, see, for example, Dilip Naik, Internet Standards and Protocols (1998); Java 2
Complete, various authors, (Sybex 1999); Deborah Ray and Eric Ray, Mastering HTML 4.0

(1997). Loshin, TCP/IP Clearly Explained (1997). All of these texts are hereby incorporated

by reference.

25 Travel vendor databases may include databases for travel related services such as
airlines, car rental, hotel, train, bus, limousines, and any other travel related service. Asused
in the system of the present invention, a database may be any type of database, such as
relational, hierarchical, object-oriented, and/or the like. Common database products that
may be used to implement the databases include DB2 by IBM (White Plains, NY), any of

30  the database products available from Oracle Corporation (Redwood Shores, CA), Microsoft
Access by Microsoft Corporation (Redmond, Washington), or any other database product.
Database may be organized in any suitable manner, including as data tables or lookup tables.

Association of certain data may be accomplished through any data association technique



in the systemof the present invention, a database nay be any type of
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may be wsefinttion with the Microsoft operating syétem, Microsoft NT web server software, a '
Microsoft SQL database system, and a Microsoft Commerce Server. Additionally,
components such as Access Sequel Server, Oracle, MySQL, Intervase, etc., may be used to
25  provide an ADO-compliant database management system. The term “webpage” as it is used
herein is not meant to limit the type of documents and applications that might be used to
interact with the user. For example, a typical website might include, in addition to standard
HTML documents, various forms, Java applets, Javascript, active server pages (ASP),
common gateway interface scripts (CGI), extensible markup language (XML), dynamic
30  HTML, cascading style sheets (CSS), helper applications, plug-ins, and the like.
With reference to Figure 2, in an exemplary embodiment, various components of

travel industry system 100 are connected to network 110 such that a centralized connection

to network 110 is obtained. For example, GDS systems 120, travel vendors 150, and multi-
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pr esent not mte se locations. 20 Travel network 110
may use RpliAxkdehesosadomnst er Mode (ATM) backbone and nmultiple

redundant data centers., For exanple, as illustrated. n Figure 3,,network
110 2Rmy i ncluaeelmabroiipl 18/ s ussc ARAChToNGY ’@W%’F W%é%ﬁﬁﬁ F %@ will
be descrrhtﬁﬁgle redundant data centers. For example, as illustrated in Figure 3, network 110 may

include two hub sites 300 that provide for data redundancy as will be described.

Alternatively, network 110 may comprise one hub site or network 110 may comprise more
than two hub sites. Data and connectivity redundancy is provided for when two or more hub

25  sites 300 exist. Alternatively, travel network 110 may comprise any other suitable network
that provides similar functionality to a frame relay network.

Hub sites 300 may be connected to each other by network connection 320. In
accordance with one aspect of the present invention, network connection 320 may comprise
an ATM backbone. Alternatively, network connection 320 may comprise a different type of

30  network connection such as a T1 connection.

In an exemplary embodiment, one or more GDSs 120 are connected to network 110

at each of the hub sites 300. By connecting GDS 120 to the network at hub sites 300, the

system provides for a centralized point of contact with all GDSs, as opposed to maintaining
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10N travel vendors exists. The system may
20 comMMyiNedibe, u\ndehtralheonnacmcﬁua) GIDSSRA cardr trredl veedatsrexisthr dihghsystem may
centralized conmponent,

20 communicate with the various GDS and travel vendors through a centralized component,
such as a translation server. The translation server may communicate natively with the
various GDS and travel vendor systems by utilizing an application programming interface
(API) supplied by the GDS/travel vendor. Alternatively, the translation server may
communicate with the various GDS and travel vendor systems by utilizing an industry

25  accepted standard such as the Open Travel Alliance (OTA) standard. The translation server
may communicate with the rest of the travel industry system 100 by using any standard
communication protocol such as the extensible markup language (XML). Clients of the
system can change or add GDS vendors without the need to add or replace hardware. In an
exemplary embodiment of the present invention, the system includes minimal or no GDS-

30  supplied hardware and allows a company to respond to technology or product improvements
with minimal or no GDS approval thus providing for a host independent of individual GDSs.

The system will also allow for load leveling with GDSs to meet minimum contractual

transaction amounts. For example, the particular GDS accessed by the travel counselor can

10
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Cust Onerapiaﬂéa?irom{l'oqaer to be able to access a plurality of GDSs and travel vendor databases.

Stated another way, multi-use terminal 130 will be operated the same or substantially the

same way, no matter which GDS is accessed. In this manner, the terminals 130 of the
system provide for a user-friendly operation (travel counselors will need little or no GDS

25  format skills) and a customer focused reservation process with minimal or no restrictions by
GDS limitations.

If one of the hub sites is disabled, terminal 130 may be automatically connected to
another hub site 300 that is active via network connections 330 and 320, thus providing
continuous network connection for the travel office and their customer terminals.

30 It will be appreciated that many applications of the present invention could be
formulated. One skilled in the art will appreciate that network 110 may interface with any
system for exchanging data or transacting business, such as the Internet, an intranet, an

extranet, WAN, LAN, satellite communications, and/or the like. The users may interact with
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Gat eway) that can be used for servicing custoners as described in detail

bel ow. Travel 20 counselors will only need to be trained on a single
conput er weas/06aber f ace/ software application in order toPo@/ushd/e171® access
a plurality of GDSs and travel vendor databases. Stated anot her way,

mul ti-use termnal 130 will b I SETeK bl aMsi sane
way, no yftglp hAtht éﬂd?vslceasglggg gg%%sﬁona&{f’ﬁ?s n’anﬁgﬁ’%ﬁgﬂ'ﬁgﬁlr’%ﬁéﬁ%o of
the sygiRE:IEr eMhfief 6.8 REer Plloi@)dellulapehant emd(drr teelike obinsbirkyy shevi | |
need little or no GDS 25 format skills) and a customer Iocuse resterv tion
pr oces sinwgntipmicaildabe gpehdn re8unrden SHE BYY WP AL PRI SREPUS SR GF t he
hub sites is di 1M : e } PASGhE sten

anot her “AUB"Ep @o@%ﬁ%ﬁ%gﬁﬁ%ﬂl ctte%\?/fgalf\;lﬁ%mﬁ’e?%% %Egg%%g%% Iﬁl(l)f]g 330 %ﬁ% 320,

t huss pr suchdisngy vemsidr olivlisdoves, Whinkowo e 3¥indows2000t Réndowy 88, Wittdows 2nd

t hei t t inals. 30 1t wll. be. I,at t | [
of t he. ireOBn DS/ BT, B Wb S0 oy i B e i MO Fhatishgh /T
appr ec e ki Ciidoubddy MBACHBILIIAGR s { Beidfly imPléficRiBd! it XPORMRI Ng

data or "transacting bustness, such as the Internét, an intranet, an
ext r anetomibhicatidy, proadeels| iitt eilt bemreadityavidensooda it dhe itventionk soulthdsq der s

interact with .1 03/ 065269 1718 th v i nput
ovi co. SuRRmERed WiagB%r APPIRTICAT G NRIO ety gegitel® R & Ailke! NP
ha”ﬁ?g'r ﬁg/o?@ 1R brebBerd the Bkt Roh@idlakds theelseUbds husebaist of ahpgobisse.

Sim the I nvention could be used in conjunction with any type of
per sonakereioapat wgrmasibmore any eriyudrs having sieita firetionality idessribad 8fretthaj nf r ane,

or the like runni.ng any eratin tem>5 . i [ nqows,
Windows NI WPAEERE2000° T acusoBet i1 e feSeic Tl P60 e drrns
UNI X, Seh@stBr bWvALe WasedDoilof kbiidel dpplicdviohanaes G titepglient Hie shoulébti on

is frequently described herein as being inplenmented with TCP/

, P .
cormuni eppreciasdphastthis streamiines\the TeseraaieRBACess A PF QYIBTIOF BRI 19@eTaHYt i on

could al sp.be. inpl nt ed Usi PX |.et - : 3 any
nun‘ﬂ)gr S?f%é%céefi %@ ﬁ’lgﬁ%fel]’? (ifga’p#oo %c%?@?gwﬁ(g%\}ée%ﬁ%lhgﬁs%t m i 8
cont enplead;Aslaty GnbiBmea b idégrated tiip Keqhesd Modiiled(y, g odplplannme mddds4 ), a

i nformation over any network %avi ng_ simlar functié)nal i‘%ﬁ;‘ d%zgri bed Ig%rei n.
Ref er r i supan@asseog T ipureerasordy@NG) wedule o9 cystems datr masidie AFCRRYEs f or
a travel .cqunsel or browser, base LAt | i I RON thé@lle 50,GDS

i ndepenag?ﬁql.onytmtgﬂg 1Prang)§ulea€4§)r ggﬁsg{ngfe It% agtﬁﬁ% g&gi. eaénrﬁE i nggmt he ©

r eser vaty @BiIoRE essiudn d6py and debow diregseasthemodpler 470.orBhese ifodflés carrbei es
and higher levels of custoner service. POS tergi nﬁhﬁ%BO onprises, in an
exefp| anyplemsothdre sofirpre ARGBIFETE ©PIPIFLE ARSEC Pdeignext ¢ p

planni ng mdliht%gél%e%’ trf request module 400 includes software and/or hardware that may be

used to process a trip request from a traveler. The trip request may include travel

information that relates to the requirements for the trip. For example, the travel information

may include the starting point and destination (or destinations) for the trip, dates of travel,

25  preferred time of day for departure and arrival, mode of travel (e.g., air, train, bus, rental car,

boat, and the like), hotel requirements (e.g., size of room, smoking/non-smoking, price

range, location, etc.), rental car and/or limousine requirements (e.g., size, type, smoking/non-

smoking, etc.), and the like. Tt will be appreciated that the travel information may vary from

one trip request to another, as for example, a rental car may be required for one trip, but not

30  required for another trip. As another example, one trip may require a same day departure
and return, and thus no hotel is needed.

With reference to Figure 5, an exemplary process 500 using trip request module 400

is illustrated for processing a trip request that is received from a traveler. The trip request
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super passenger nanme record (PNR) nodul e 420, a custonmer data nodule 430, a
conputer telephony integration nodule 440, a custoner relationship
managenewo(o®@Bdfeeodul e 450, a wor kfl ow nodul e 460, and &CIrawos/en7es sear ch
nodul e 470. These nodul es can be 20 inplenented with software and hardware
conponent s ;as._descy |bed. i L . ri 400
el udcted SRRREP AL AR R B ol RO in HHBEE AsBrhy 1R oLEHUARE VRIS

request adpe@ba the %y@l:ﬁr invEhgort, rhp tEeGlee,s br mRyepresehtatiee tforavled travelénfegt i on
that relates to the requirenents for the tri%{q For fx.arrp’%re,dt%fa%hr%\i(eg
i nf or maessistAnt,nepgretaRE) eRtEorics SnRloyedh §ravel FROTRAFOR SN TR e ke
destinatjons I MR, [RNAG e efd £dotihidB vath gavel f or
depart urrngyélﬁ%'asé?rf?{/rgﬁ%feh%ﬁgecg@t?@ ra@é?gtt(‘ i‘?’og-hfedgj:j_i ra,o%t rain, Bul_s, rental car,
boats amdubthe systder)100hOnedccorignier withrns apecy of tiss preseft invamtion, the traveler

Ki ng/ non-'snoki ng, Ppri. . lLogation, et tal .
i g a7 \P53L Lo S e
the likﬁ'lteﬁfatiﬁélbr,l g%éefoﬁﬂ %fr:{rﬁ)ta ubddatrh Byt b@Y¥&Jesd Al Eh MBEd AR ERYpcLiyn f r om

one trip reques 0 anot , as Tor exanpl'e, a rental_ car may be requjred
for one(dg.im el soditwad®apegaiioesichas MictshiOutlools) moméh%éﬁllwmﬁ’é one

tri i day depart d ret 20 hatel i
needed. TeIAS bFaRERES 5 HvgUraie m Boenprary iorSats tBe T P pet
reqy@stw%hgl(ﬁpo is illustrated for processing a trip request that is

received froma traveler. The trip request 12 WO 03/065269 PCT/ US03/01718
may be recei With foorentane referaues torFigure épats eoymplaryiarmastes thiaesiest foym 600

d e Wth t .of i i
Fepr csoh Hupaicd BRE rBaRS Shufis ffs @i lng TSRl ot HRVEpSEquadt @
enpl oy egjsirdol AY GlierBOObLHWIE 0., MicAIsbit einteltict Mglorandr Neeschpddavighty) acaess a

formatted trip request form%ﬁat is located on_a web site associated. with

travel Softwahesapplicatiost (g 1¥icrosaft Swtlepldlatcctraraler Gnide dLayelet s SPPIEHEIEs ent

i nveption, the traveler,, /my have i A i
accessi Ayt HESFo ﬁdﬁ%ﬁtetdrlir%’ ¥ 'ﬁ%%;f?m?’gigllrln%h?m e‘t"{;oﬁﬁa{n?@re%‘w@ng ryteaﬁ?gﬁrrg{’?ed
trip regusshatiar 49 AR¥sshe), a6 emee niildoreotBaiissesubnapusinga forosxampie, gubmin
e-mai | software application such as Mcrosoft Qutlook) and on&g he fborm or
e-mai | butiep H ef fosmatseehiriptreguest foamiG0Q) the trip geavest TREY 1aysiatn{ U4 ltevpll be
sof tware_appl | i V] - Rl 5 o ; =ef r ence
to i gurebBtaleithldfie fichot B onty Bepds? SRS Ror  gERERIBIQIR & o
that cors alodgty\ualekiztisg tiigtdmedtoFoepkanplaght traveler may be pbleitomsd awebftkéoskr i p

| nternet

request. Using an internet bro r (e. gi; ., Mcrosoft | or er, or
Net 26 ap ¢ RBOFEt GPGHa D TSNk CoRYPT o bT BAYE T, PR EP B ArE IR ot
the travel r Rladdiewh&@\Rlyelave ab&RE &5 §0bAbhiéPwith Internet access that may or may

not belong to the traveler. However, as long as the traveler can access the Internet they will

be able to make a trip request or submit a trip request that modifies or overrides a previous
trip request. In accordance with one aspect of the present invention, the trip request form
25 may be e-mailed to a pre-existing identified e-mail account. For exarmple, submitting the
trip request form by using submit button 610 and the like, may result in the trip request form
being e-mailed to a pre-existing identified e-mail account. In accordance with another aspect
of the present invention, there may be a different e-mail account for each travel client or
company (e.g., the company that employs the traveler). Alternatively, there may be different
30  e-mail accounts for departments or divisions within a company such that the trip requests
may be processed more efficiently by travel counselors familiar with the travelers and

requirements associated with a particular division as will be described in more detail below.
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15 may access the formatted trip request form fill out the form by
providing various travel information as necessary, and then e-mail or

ot her wi seweuwbnbi264 usi ng, for exanple, submt button 610 @CTfuspsrex7ied trip
request form600) the trip request formto system 100. It will be

appreci ated that th t o]
make a trip FOReLSppRaE OB leadl heliB it ot SRy IO S 8 RACRE LYY

the tray@h@brif@ihebRriohd pretaxisiing eammbcdouﬁisk F20 exdmyzle, raodqio #00 maynmkcatoa trip

request. Alternatively, the traveler ge VISItI %q%rle ad11 e or at

anot her theopretexasingheeaik h@@uhtév@fé@ﬁfe?gn%l foroHpvRies Wt i1 %%/eepn%etw fcess
that may, of ot t EONBVB received, ditduRS4007:
travel e%logéfﬁéag%%) ga?sﬁﬁgﬁog%er%g%@ﬁ bﬁ&??%ﬁp re abl er?% make autrl p rgauest
or ssibmiptesenttthe prip eegiest tot dﬂi’OS‘ﬁMimfﬂabi?)(br Invecarilatss witlp aemh@tuespe@tr ¢fthe

request. In accordance ne aspect rese t | nven i
r equest PFESeiHh PECHHGR, H@O‘gl O efpay Presept gh %&.‘1%{ PF’& q?‘r%lg Fos P
account @gﬂalextgﬁ&ldle m&ogtﬁamzvta&' Bghifah&o f‘o’htlﬁg rt@l@ﬁﬁﬁfe éélfsmobl'hdlﬁé)ﬂgax&ﬂblblbt

but t on é? may result in the trip request form bei
e- mai | edudtomer mﬂeexepsesen’gtwdamdLﬂfv €00 mapaputed @unqsﬁtcaﬂlééhewaﬁ@gabl?t h

th [ f.th h |
Sooount of sRTigd arvet stlor Tam saD! iRl ol Bo SR 1BE o ik BN ufiud™ |
the §ravghRElor vﬁl §ra@§fléﬁlée L\13{d/01t habgatae Repsh Jkﬁl%r ©HandR e HHp kequesto UFurs f or
i

departnments or visions wthin a conpany such that the trip requestf
be processeplenonly caftaim(tllaecitdoyn&ﬂors maydle teadnedde hepdle fripaauasts (o erpafti

be- descreobeiy M GLER -fardh bt ol sRRLEL bl RISt R, |
request iRkt piFilate QCRrdR HdietHat lisPudedrdesitsens tieptripl fiuést donthd eravel
travel er by nonitoring the various pre-existing e-nail account%t]éFor

ex arrp: e conmselar eflwfﬂﬁlrrmynpmn tpmnnalt 1. phdravgl gqlmp@ole uilizing ety Of B new
t I
bee 50 é& rngénawrt Vt(epé)elra maﬁoq, Lo g%%gn Soﬂ]% &k %k {H%%\dlgtieﬁlqgggé REEAURthdas

recei ve may 5 present
the t r | Rrip @EH#RSE peAdiag FE&XShe @ﬂ’aﬂ‘bleﬁ{steﬁp?:ﬂO) | Thaceeeldanaselwi hiy theotpheresatheect

of the present invention, nodule 400 rra presen ? tﬁ1 g ? st to the
next avdfip amugstpwl Op‘éWﬁllﬁaﬂthefsf;flatlé‘aiwé‘ﬁ @59‘{1“% P G ST ’%8%? Y§me
t el epho | ahl S ,
rodul e EHBP an nigougcthhg 28 K%t?}gg%e? af aﬁdltf?)ﬂ ﬁe%elsﬁfuﬁbél@r ﬁﬁ?rvéﬁﬁlrﬂl@ttﬂhlél%

quest to t next available or skilled
travel cgens @b@mlc(sﬁeespe&M}: vatibehulip réQestyefpr thwﬂr:eveieme Hhis tyipriequast modplea

travel 10 counsel or who is avail abl e, and/ who. has r skil to
handPe tgieatlyrieguges di bime 1?5%%@5 thedrayelsr aBﬁQl}F T2y ﬁg‘ﬂlc? 8\?2?06803 ﬁ%sgfvgklgn nay
be trai ty ¢RR wloduk00
may ext r et B B e o

i nf or mat410rbeloaw, fthp thadleoanssboresay seop stdtest for theutsipdequespistapert0) Ehﬂé thri‘F%eS

request to the travel
a that the trip request was processed, or if unable to process the trip request, the status may

indicate that an error occurred (e.g., no flights available) while processing the trip request.

25  The status may be used by system 100 to monitor travel counselor for their availability,
efficiency, and the like.

In accordance with an alternative embodiment of the present invention, the trip

request may be processed automatically without manual or travel counselor intervention.

For example, instead of routing the trip request to a travel counselor (see step 520 above),

30  module 400 may extract the trip information from the trip request form and process the trip

request using trip planning module 410 as described below. In this manner, the trip request

may be processed without the need for human intervention. A switch setting, such as a value

14



counselor via their conputer term nal 130. A travel counselor, utilizing
termnal 130, nmay 15 then view the trip information in the screen pop and
check theweysweimto see if there are other trip requestsPpesong7i®or the
travel er (step 530). The travel counselor may then process the trip
request n i i gy i I ane
travel e <L eREY {ifsuh e, Hibhnf SHHE30nbicRl RARETRENGY, Ol
travel ¢espesehO6f thpYeyiRbisfslodliadketdliee are no conflicts between the
various trip requests for_ the traveler. This tring request npdul e .20 g{seatly

reduces the R mscordancgcwhanother %YIEFW%ﬁHIbPﬁ’énq &fe ea:aei?ey IQVGHH?%C s a
reservatl 0 m %&m&ﬂ%%‘ gﬂﬁeeﬁﬂgﬁgﬁ uhfrRERSES38H ASsHESEA! REH bl @eﬁagggc; ion

with the trip ptannin bel ow, the travel Tounsel or may _

stat gs foyrthe heveler psinggumes-imaflstlent $50) Micetsoft dutbmkys Thehatfotrmstedr ¢-pail
request was processed, .or if unable to proce the trip request., the status
may i ndRSEAE RaPe Fprelreddy BI r‘@@ qud pyesenirg 103 Yy Ca%ﬁ%roéb‘f%)a $Fhicfe
processing ¢ ' bray 2BenT S c&ddBb Ut o FRY tHRErBSeGudy usivs ke hafin0
P s or PR IR kPl EOI6R inay Hhen ooy i g8 v PRoER o
I n accomtainbe4Mi.t h an al ternative enbodi nent of the present invention, the

tri b t ti | i thout | L
Counsel o1 U RRTBH MO0 0, Ee  Rereda BhIHe TR0 e ki Y Bhtes
to gotr ‘%Mﬁé FGON BRSO Moy Eﬁf%cﬁﬁ@ HoP 3Ry PR 8T res3fBratiblithg ARY teaseqaitd.ackort he

trip information fromthe trip request formand process the trip  request
usi ng t rexpmpleatip plgpningiuiodule ¥l 0 arayduenpt fedetsds enthe tipshel andasHaationand trip

request y be esse i. t hout .t he n far_h i i . witch
et g, R 5L 5 STl Bty R DEEe bl e O AR HENAY sirfr?

conf i gur@ktifioh lclt$, exaByadatessisd tholikd dTﬁpFﬁnﬂlﬂgtrh@Iulmmwlﬂl dienapplyniagicc
processing of trip requests should take ace. I n accordance with anot her

al t er nattpthe epdssh h%h% thg tltaﬁéldﬁﬂ@éfénﬁe-gwn&éYﬁliR?ﬁPieﬁ 1d the tgapelee’s GraRIO¥E mbt a
t he ler et ied deir BROEbERoiEEp Rl ol SNkl by Y AR € e & OY

unf or nﬁtdp@iﬁla@ opfidd forgigsaipehaEiicliges tBE atvel deddyvanionkibest dfitedafvdtherieselktetf to a
travel counselor via a screen pop. The travel counsel or mag t hen %oceed

to procebs tiael equnpelpiogiaaist toushange tr SRSCHicatfiFNgoTiRILt &rip £ 7 29 ®ni ng
Toaul e SR TSR B8P MisS MY AOLIGAIIAM NBhng B DEANRRE KBARka10.10

trips for vel ers by pro I'ng tor any type of “reservation that nmay be
requi r edAlidredtived atip p@anning mogllammiynige nsedutb eplatil Gipsehy separaply fredkirgedidines on
the trip such as destination and da{jes of .travel. The destination MRy, be
pr O\ﬁodede$eﬁV9é100%trh%@1feW'V¢ttﬂnﬁsCa}r enta }"’ﬁﬂ"%ﬁl?rﬁoF‘FPOﬂ IMOUSINE reservations,

any other type of reservations that may be required.

With reference to Figure 7, an exemplary process 700 using trip planning module

410 is illustrated for planning a trip in response to a trip request that is received from a
traveler. The trip request may be received from the traveler (step 710) in various manners as

25  described above in connection with trip request module 400 and a screen pop may be
automatically populated with the trip information for the trip request (step 720). The traveler
counselor may use trip planning module 410 to search for an air itinerary that matches the

trip request (step 730). For example, with reference to Figures 8A and 8B, an exemplary

user interface 800 for the trip planning module is illustrated. In accordance with one aspect

30  of the present invention, the travel counselor may use one click of button 860 to request a
search for air (or other mode of travel such as train, bus, boat, and/or the like), car,
limousine, and hotel itineraries using all of the traveler's preferences and policies, and with

the negotiated rates and fares applied. Buttons 820, 830, 840, and 850 may be used to
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destination city, exact address, and the like. Trip planning nodule 410
wll then apply logic to the request using the travel policies (e.g.,
travel powomB®es2ed the traveler's enployer), 15 preferredpPeenusos/otiodki ng
preferences, and/or other custoner profile information to build an optinal

option f Orf%r}[ﬁ‘g St_Fal:rlcﬁ ﬁ%rhﬁll;aa\/ n&%? {bg fihd (s{ g gae{ hﬂi&ﬁsﬂ@% e?ﬂjyt(%Pf or

the traV® rowan 2 specit
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b I'i sh dul e 41 Al
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trip redissarehy pat i sbaﬁ‘*ékép\ﬁ@ﬂloﬁ GHicsia $uch \Asy gﬁ’r g’ﬂ?&’ﬁ?rﬁ%ﬁ trayg é’gt CHERM e
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above i tri nodul e 400 and a screen pop nay be
aut omat |eﬁta1ddymammﬂmyamﬁdmmy nrtcludeeuaqumail pbbmcmsucbrasfmt elhss lteﬁﬁqf)tlﬁléﬁq daght

Soart h7§§% o 319 op ke orB AR tensoEmaey By iy BRRE AR RAp Sadigaho
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800 etr| pl anni ng nodul e is |Ilustrated In accordance with one
as pect :&eted;ﬁentlabcq:ur ambhmoumn@mnd@rs map e entevas| avseruptical iy viarthy qustemsndatg] i ck

of button earch for air €or r e ch as
train, 5‘&%1%?%6%9 as g%ﬁf‘f?f?d %ﬁ]é) Eﬁ?se Phpmatiq F%%sﬁ&etakgﬁ%%%%i%{ﬂg’a% éneé1 ries
usi ng alolthe‘i’fscﬁelaﬁleﬁrlﬁféﬁl'aﬁf‘ r C%sﬂéhﬁéf‘ €1 & Nhi8 $ravéler POlhe Gtaveler'@bompartyl préf@nces
negoti ated rates and fares applied. Buttons 820, 830, 840, and.85Q may be

used t o maysbe/ionded) nesREy. B ngm/mwmgludgérfpmﬁﬁ%l aevendarsfsyppliere thaf ?fe

t t 0),
and 13, DetariFe PhepiPhTrert ol e er o porEpiRGlafol s SRRl B peler”)
sear ch ahig sHb@R ndY 8ckultiif a8 OMiod Ebﬁ@iy hiokHtidhc hwdlg’ritﬁgs % informatibdi thatoallowtshe
| ow fare search nodul e 470 may be used, to search for the | vvest f (5 S as

f

wi |l be thedtavelse dri mavedarai company o SPePiE RQYY | BLieuD yerdHe/sy lefShéh rent
itiner arlﬁ? quafflgbe g HSEBG %%?%PE&H@@‘ ‘%{)I%Eﬁt%pterﬂjlﬂarﬁ{ng {;m % on

vari ous S8 or exa traveler's conmp |cy

cont r actwgyioty @ﬁ@h@f&f&tlﬁﬂdﬂu@lc@hﬂlbwgﬁm Vanjoos ehdas/sippdiers e amdnndr@n fol i cy
may be entered manually and may i ncl ude traditional poli s such as first
cl 288 r amvelertoynsclory jtgimeinaky nHekexamale, Hé FP%eS PR *?ng ieHd Corfpany

pol i ¢y BRG] Q{e%&g&t&a%e%oﬁmag& Sﬂrﬁtew%ﬁé?'i&/n%m&' ckRSid MBlang@ not

al | owed ations contra various air,
of criteria that may have weightings include price, travel distance, travel time, travel

duration, enterprise service provider (ESP) vendor, and preferred vendor. With reference to
Figure 9, an exemplary display 900 using a weighted hierarchy for an air itinerary is
25 illustrated. In addition, other policies such as the traveler’s preference, cost, negotiated
vendor rates, and the like, may also be used to determine the display hierarchy for the
various itineraries. It will be appreciated that this will result in an optimized travel itinerary
for the trip request and will allow the travel counselor to offer the optimized travel itinerary
as a first choice to the traveler. In accordance with another aspect of the present invention,
30  the traveler counselor may perform one click or selection of button 870 to accept the
proposed optimized travel itinerary. The proposed itinerary will then be booked with the
selected vendors for air, car, hotel and/or limousine services. The travel counselor may use

the trip planning module to repeat the process for a plurality of trips.
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hotel, rental car, and |inousine vendors nmay be entered automatically via
the custoner data nodule 430 as descri bed bel ow. These automatic feeds may
t ake pl acwomB@bt2by or at any other schedul ed interval. Ceswarses/o(7ige., the
traveler or the traveler's conpany) preferences may be | oaded nmanual ly.

Preferences gﬁgﬁl_pgag% gfglr %%L@F;%\?é({l/ glg\?]ﬁ?p\éﬂﬂféoéfﬁ)/ ks%?%ﬁiattéb%e &fsfend Phat

preferred or A a non-preferred vendor s selected
by tEe ktopasatael rfesetrbétsoﬁhmﬁﬁﬂﬁamlt ;Fheéathlbaﬁb Sysiemandy lmarinp;ﬂd:megxled/mhammﬁ.
Weightings is information that allows e traveler or travel er'.s conpany
to specpivprieigwivenll ks diehsrs siandspes i %Qfﬁ?&él&g’_as%gp _]gl?espTh(ffE%re_ n the
travel ?'Eragéilfgsseﬁa?fon% fOQHBH&ﬁ Jnfle iRt matiierope I%ﬂﬁélﬂﬁ‘ EPRlcb@daticdd suéRrakOUS
criteria directly i nflUences how the various ve dors/suppliers are ordered
on the gfcifiadigihereovmionl nfdrmatien,niotel resdvatiensanpl wental finfowation and the

inportant criteria to.a tr | er/ . th th t I | d I ght
pr | ce. hilhertntaditioss HAYR cpoduls 1130 ARG Ed 1 Fiogp PRIBPIATO KT 9o RagAS
wei ght i ngs, Linelpe w68y exﬁre[ ?‘ffi‘ée. dipg} aR&Bplet g&vﬁéméﬂ BE travERY&lnseldtsr dhbon,

enterprise service provi ESP) vendor, and preferred vendor. Wth
r ef er enessistal thei mssenglr; map bexstorptl an PNR. spoidale 400 Thd RYRamadilginadalie dear chy

Lhe t 1 averbiosiors Raptimercompps el yigsesm gt ety el ated R e fe °°
may 1§l Sgng ‘?10%?1?198\]} ;ﬁlledgéﬁéﬂgef‘ Giad BEOLIBRERAY fRItBE a6 deSérvithims. Mashawld be

I tineraries. e appreciated that this wll result in an optimzed
travel iappreentmdythatfstoringttbe tnaigl reseauasion datadls witsideghe GRS Promatesdata PEYASYel or

t ff h ti.m t el gti fiy ' ; | er.
0 accorndheuitinirde e bt sU5F BNk oRRaR btk EREbAR G Borkdcc Bl
counsel q)tqném.yesm%f(&{m- rﬁﬁdﬁpj@ RMdiselwalbren of button 870 to accept the

proposed optim zed travel itinerary. The proposed_ ifinerary w l%%tﬁgﬁ%n be
booked with tGvstonsas|data swpdulendift sompiisesia Webgnablrddatabasfasirent it W

e pr odiador gp B AR IR B Tsle Brnghio s BoBLER 08 PIRE AP B RS e
Pas s eng gher{itnd FRlc (EDuETRILEISEN Eoveti ah thaidanabasensyld dditiphlt

reservation information, The dat abase syste y, be .
i npl enemrefdrensesiangrthe dike te thedr frave) Petilete) Thewstem H%&Vé%ésf%fn]&qﬁ%&f&ra&?nsﬁc h as
Oracle, S | i : d . ; HeR 4 dron
et udeS TSt Rah PPl Bl o L T
flight relagensalp anhgdramieCRM) ditat elnfomstiouadtoredsin tharcustentealdatanfiodnist i on,

and the like. In addition, PNR npdule 420 nmay be used,tq.store information
for 28 palgtrbatpanclgdescaisioness PRISESYT %affrplll% the RpTatE FHELPOlisgES Rehfpigar e

nanes of E}FO?¥§J§ Vgﬁgﬂ Eg}atg{ﬁ leQies ﬁ'issalg E@Eﬁ?eés%e PARECAGSTOIRY RE xh@pRUtHen PNR

modul e 42 e may a ' . o
corporate travel policies may prevent an employee from purchasing a first class airline fare

or may require an employee to utilize certain car rental vendors. The customer data module

database may also include the customer's negotiated contracts with various vendors (ie.,

25  airlines, car rental agencies, hotels, and the like). The database may also include personal

preferences for individuals such as seat preferences (aisle or window) and frequent flyer

information. Unused ticket information may also be stored in the customer data module
database so that it may be utilized by the low fare module as described above.

Customer data module 430 also provides the ability to accept customer HR feeds and

30  data feeds to and from other products used by the traveler such as Corporate Travel Online

(CTO), GetThere, and the like. An off-the-shelf tool may used for accepting customer HR

feeds and data feeds. An example of such an off-the-shelf too is an Enterprise Application

Integration (BAI) tool that is known in the art. In addition, customer data module 430 may
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used to store fulfillment information that indicates which tickets were

i ssued to the passenger 10 and how much the passenger has been charged for
t he vari owe mseeesvati ons. It should be appreciated that ®Ccerisagot/me travel
reservation details outside the GDS pronotes data privacy and

confi deqpt i alq | i1l : ] i
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Custoner data nodul e 430 al so provides the ability to accept custoner HR
feeds adignited@icerss sudhatbattheycamenly peseroandanodibthgr padiyidual Iﬁ9hltehe travel er

such_as Corpotrate. Travel l.ine. .. h Y :

of f q? he- shel g W&ﬁterngegep& 8& 1*)1:3:?1 a&é@%‘?‘ﬁge‘%& ?l géﬁrvesr %ﬁgVngeﬁ 5&13‘&3&3 a(te'g ’

1|‘ e;ads. ?ﬁo@(@déglla?d ;a&tals(lésglr.’]; teavelet 'ikardﬂlg-ts hel donverged st the tfam¢leropniede’ ygigskiopat i on
ntegration tool that is known in_the art. In addition, cust dat a

mod ]thI e 430, Pré§ terpymalp MedplssHEdntoerptassiiing ¢ §°%€P‘?tﬁfp‘iegiﬁéﬂ%’&te§f?€ﬁ?€ﬁ§t

useful I OV -t :

I e e e A A A e S

| anguag lesktglm cqsdr&fnhpopw ead tiprowedefenimtds fonawstoiner tabeesarand aidentiffratidat dbase

system may. be inplenentedq w.th any of variety .of | I known database

st arflar @églélﬁéh cIEpEes tglgphoay HEEIatgR e tEe ?‘l‘lbé’.rg‘élg?fs?%gthte HE Mg Pgr?élpal ata

modul e, Iﬁféﬁ{eﬂr%xrdscftﬁ&nin%ﬁlaﬁgﬁ it 1Ml ohFRIoH MRS Wikl afn8dia e ding) W30

profiles via'the Internet. For exanple, customers can access the custoner

dat a such as information from wireless devices (e.g., personal digital assistants), bookings, and

customer questions and requests. When a customer (i.e., traveler) places a call to a call
center (i.e., travel office), the customer will be prompted to entire a unique number or name,
25  such as a personal identification number, that has been assigned to the customer. When a
travel counselor answers the phone, all of the information for the customer will be displayed
(referred to as a "screen pop") on the computer. Customer e-mails to the travel office can be
routed to travel counselors in a similar manner that phone calls are routed. That is, the e-
mails can be routed to next available agent or to an agent with a particular expertise. Using
30  voice-over-IP (Internet Protocol) technology, phone calls into the call center can be
distributed over the Internet to remote locations. For example, this will allow call center
agents to receive calls at home or at other remote locations accessible by the Internet. In

addition, built-in monitors may provide detailed reporting on calls to management. This
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nodul e by utilizing a standard Internet browser to access a web site
available via the Internet. The custoner then |ogs onto the custoner data
nodul e uswog3nbRsY secure usernanme and password and t her @oy/usas/m7agcess to
the functionality of the customer data nodule. In 10 this manner, custoners
can create..and dat ner. r.Qfi SOD BN i- e LM S
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ticketing, schedule changes, request for special services vendor confirmations, as well as
other travel related operational processes. If there are messages in the queue that do not
require further processing, then workflow module 460 may remove those messages (step
25  1020). In accordance with one embodiment of the present invention, a configuration file
may be used to indicate which messages require further processing. For example, for a
particular message type, there may be a configuration item that indicates how to handle the
message type such as: “Ignore it”, or put a header on the message and send as an e-mail
message, and the like. There may be separate configuration entries for each company, or
30 even for each traveler. An example of a message that might require further processing is
when there is a schedule change to a flight segment and information for the schedule change
is put into the queue. Another example is when there is a problem booking a reservation,

then the reservation will be kicked back out to the queue for further processing.
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5 used to capture and store information about travel er and corporations'
travel patterns, special interest, custoner service inquiries/issues,
profil e iwbmswetbon, frequent travel information, desti n&Cirarsod/of7es mati on,
and specific requested data. This captured information may then be wused to

anal yze and %%B;\%éﬂgﬂéwgl%fdgfeaﬁkﬁj kc%ﬁﬁﬂgé o Ridtd ln?éévsér%g%hﬁ éﬁ%&ﬁ%{e&'ses
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counsel ors. r kf e 460 mTay scan a queue (Stép 1010), such_as a GDS
queue, flgr e-muilsmeggese or foramtted srip mequestetquthe endtehredhaneup foc thesnerty. avagable
accordance with one aspect of the 20 present invention, workflow nodul e 460
may scadStHhéC BiPSEE at specified intervals. Exanpl es of nessages that may

reqyhre furthet prosesst RpduRCAMACohfriRs heHMEREES low ¥irdIsarch icBfiab ithag, can

schedul e changes, request for special services vendor confirmations, as
vel | as seanthéares frametarioes sewrdesapelnding dhalntennels dged sonpgct vredass, A ePiid¥ages

in the queue that do not ui re, furthe rocess| Jef dul e
460 nmy FERBYS (Fhodarehesso B LfLy BV Esogh Rty AsRRet R brkos
enbodi mMegiof st tseP bEFRNL GDSVRRS] Ailind Te@iff Pablishing0Qofphey (ATPCOP systed t o
i ndi cate which nmessages require further processing. For exanple, for a
part i culfaes, nesapRge nryyses of hegaisted fes, andonthe dikat i BR FOBANBRACCISH® B4t es

e rosdagaeRHeGen BRSO HRE U il o Rk apd Ploviiy 8 (RSP Toro"

separ at @ofPafiddAUbAEreNfrem dthe@sohtes arbhis P any direst cdfinextien té tavataehdor
travel er. An exanple of a nessage that might require further pr gﬁ.si ng i s
when t haletabasss a Thbh SHsE® USPRIFg Seascihdet qoghtdl@%fgfr%ﬁ?cta?ﬂap?ﬁ%’feoaﬁ'ﬁa(t% ALYy t he

schedul &, changq. ASWQH—%O{”% Hégﬁ)n%ﬁl’b%'us@tpﬂ)t DEFHE%AIRY ﬁirliiﬁe WoBRitéGH fhel S @

pr obl em Bo Skt ‘a reservati then the reservation will be kicked back
out to thermteheaddiord, iid loer fapy easbhshodnle t&h WiRIMDSSPEkeP@IiuSaRN OUlRNS

FUr BRer cpicBiBHaE My ore GHRI v BB BEK Py DRERHFE, B0 e LG e CRRRSH P | e
queue MEISAFES dhfdlBodle 430 or in a similar database system. The unused ticket information
may be obtained and analyzed in accordance with the systems and methods disclosed in
Patent Application Serial Number 09/346,085 filed July 1, 1999; which is hereby
incorporated by reference. The low fare search module may be implemented by a software
25  application using any of a variety of programming languages and techniques that are well
known in the art.

In the foregoing specification, the invention has been described with reference to
specific embodiments. However, it will be appreciated that various modifications and
changes can be made without departing from the scope of the present invention. The

30  specification and figures are to be regarded in an illustrative manner, rather than a restrictive
one, and all such modifications are intended to be included within the scope of present
invention. For example, the steps recited in any of the method or process claims may be

executed in any order and are not limited to the order presented.
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highly structured e-mail nessage (step 1030) wi th passenger/custoner
information and the operation that requires further processing. The
st ruct ur eaOa30682b9 nessage nmay then be 5 forwarded (step 1@BE@)USKOEH1S
desi gnat ed queue for processing by the next available agent skilled for

that type of 0 at i.on. rkf| t t 4radye- mail
nessage to aBﬁggﬁﬁHgﬁgdaﬁﬁgﬁgeﬁg%ﬂggékﬁP?qg§g§§e$%J%$%JQE%ﬁ%%ﬂ step X040)
and t hegithofep@iddio kp&ific BRitodiasagaieneves) that bawtfits, i qlvasggms solibond éo
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fares from vari ous r [ | er.ne | pdors,
or ot i cP Ay T R e e e B
conpsany elefikhisi Aftaggl oniallithé bRiROSAstusedrheraln, shet teeme ! capfifrise®), ,‘c @B ifieg e 9F
Airline Tariff Publishing Conpany (ATPCO system fares, .canpany,ptivate or
negotia@@ﬁoﬂﬁﬁé@?maﬁhﬂ6¥“ﬁh@me&¥£¢ﬁoﬁpgqiépﬁ6@§98@§§I?QH?EE %éhﬁhWé?net,

I nternef fare N ; i 588t PPt iflQI to

t he useﬁu¥%%’ﬁ%%ﬁ%é??%%hgﬁgﬁﬁﬁggg?aé?gﬁgg?%g?kigﬁﬁges suc%‘aslGDS éﬁgﬁ
direct tesneidnas bot hrgviaklude nder eldaerth amé sxpisely listgds pe ahgswt Jo cugh

search dot com _direct. connect, co ate and fare Fo I a
"web- boProcaspmethad; ariicle ©F 3RPaetus ?ﬁgé@ép8ﬁﬂW§%?§ﬁ§l%F$Pﬁﬁgl&éf-S| é@ron
theyq I nhRrAgkice bR HRAAVAHRA unldiSed P¥ésPdBoRA & FedRAMMIR of BBritidal’l.i ze unused
ticket 1nformation en 20 cal culating the fare displays. The unused ticket
informati on may be stored and tracked in custoner data nodule 430 or in a
sim |l ar database system The unused ticket information nay be obtained and
anal yzed in accordance with the systens and net hods disclosed in Patent
Application Serial Nunber 09/346,085 filed July 1, 1999; which is hereby

i ncorporated by reference. The | ow fare search nodul e may be i npl enented by
a software 25 application using any of a variety of progranm ng | anguages

and techniques that are well known in the art. In the foregoing
specification, the invention has been described with reference to specific
enbodi nents. However, it will be appreciated that various nodifications and

changes can be made w thout departing fromthe scope of the present
invention. The 30 specification and figures are to be regarded in an
illustrative manner, rather than a restrictive one, and all such

nodi fications are intended to be included within the scope of present

i nvention. For exanple, the steps recited in any of the nmethod or process
claims may be executed in any order and are not limted to the order
presented. 20 WO 03/ 065269 PCT/ US03/01718
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Benefits, other advantages, and solutions to problens have been descri bed
above with regard to specific enbodi nents. However, the benefits,

advant agewQ 03061269 ons to probl ens, and any el enent (s) thaCTRsy3/edUSe any
benefit, advantage, or solution to occur or becone nore pronounced are not
to be construed as critical, requirgq gfgessential features or 5 elenents
of any or all the clains. As used herermn, the terns "conprises"”,
"conprising”, or any other variation thereof, are intended to cover a
non- excl usi ve inclusion, such that a process, nethod, article, or

appar at N\Qlattl*ﬁeﬁlalﬁ@ﬁfﬁ-‘ﬁi ses a list of elenents does not include only those

el ements but ;may NG ‘essly listed or inherent to
1 AR B SLBRER Beto Rl

such process, ne aratus.” Further, no el enent described
heresn is required for anlfteghedpraactneteordthaying dnawe more penfralisebhubxgiicsss| y
descri bed as "essential" or " critical’ 1 03/ 065269, PCT/ US03/.01718
CLAIMS What is clai nedt jeast one (ilﬁ{)?lﬁ?léﬁﬂ’ﬁé%g\%tWéﬁonFW for&pel ngaégn%m%
conprising: 5 an it b \,’Eﬁd net wor k havi ng one or nore centralized
hub sites; at Iegfgtse%fﬁse obat?( Distribution System connected to each of
said hub sites of sai at teastvamelgoiztrd setvidedagninaheonpested todt lsest wie f sad ni nal
connected to at I%agt. one. of, said. hub sites of said network. 10 2. The
system of clai m 19P SEeHESAEHETSi ng a plurality of travel vendors,
wheggin said travel vendors are connected to each of said hub sites of said

network. 3. The systemof claim 1, wherein said network conprises an ATM
backbone 152net wdhk. sydtenTloé odaisy émferthes | eonmrbingap arlwiohtys af drayel wenders,

service termnal, conprises a _custoner RV ' i ey, wherein
Sai d appTFEd: PO CETAReP T aheenie b p L PRl SR, TORLFeT 20
a conputer telephony integration nodule; a super passenger name record
dat abase; a custoner database; a trip_ planning nodule;, a cxstl\?r{;er

TM backbone

rel ationship Snanag“élﬁgﬁstenb@ﬁjcpl@i;m 1, wherein said network comprises an

15  network.

4. The system of claim 1, wherein said point of service terminal comprises a
customer service application tier, wherein said application tier includes at least one of:

a low fare search module;

20 a computer telephony integration module;
a super passenger name record database;
a customer database;
a trip planning module;
a customer relationship management module;

25 a workflow module; and

an integrated e-mail booking system.

5. The system of claim 4, wherein said super passenger name record database
comprises a plurality of itinerary records.
30
6. The system of claim 4, further comprising:
an e-mail database with a plurality of e-mail messages; and

wherein said network is further configured to provide Internet access.
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25 a workfl ow nodul e; and an integrated e-mail booking system 5. The
system of claim4, wherein said super passenger nane record database

conpri seswaoplem2ed ity of itinerary records. 30 6. The systemusb3/el7a8 m 4,
further conprising: an e-nmail database with a plurality of e-mail nessages;
and wherein said network is further configured to provide Internet access.
22 WO 03/ 065269 PCT/US03/01718 7. The systemof claim6, wherein said point
of service t@rni nThe sgstannf chimedwhereimsié psins af wbrvine tarmatal snwnfigureddess
and display said plurality of e-pmil nes es. 5.8. A nethod of providing
an i nt egsateud lnbgrast andde agqeys gﬁ%ml@hs,a@gmtgpﬁa-% °$8ePs of providing
an integrated travel network having one or nore centralized hub sites;
connecting at |east one G obal Distribution Systemto each of said hub 10
sites of sai@. int dgmethed dfipmeeiingenvioteRratethiavsd sty selution, @aristiRethpoi nt
of service termnal to at |least one of said hub sites of said integrated
travel AEPWOYk. 9. The nethod of claim8, further conprising the step of

connecting a pluralitypdadiaf ahid¥ahted@RAET SetivorkefieOdnesa itord Wenisalied of
said integrated travel network. 10. A systemfor facilitating an integrated

travel industry sbbbsitesh, said system conprising: an integrated travel

network having a pluralit f centrall 20). Si X .

Di stribution System coﬁﬂ%%etcgag ?tgle 3 OR° ﬁ&s&g?’g‘%ﬁ%l@l #}gsger%?o gascg?)gls?lﬁthlelgr at ed
traygl network; agpbismahidiMtegfatdd @l notedegad Wherein said travel vendors
are connected to each of sard hub sites of said integrated travel network;

25 a point of service tcenmdcHag atlsatione paint 6f service samin do gt leastioge 9fipaid; ¢ es
of said integrate ravel. net-wor k i i of service term nal
configured to ac%&&ﬁ%sa?fcfa 138"%5*%1@@\%118%%%1% System and said plurality of
travel vendors,

9. The method of claim 8, further comprising the step of connecting a plurality

15  oftravel vendors to each of said hub sites of said integrated travel network.

10. A system for facilitating an integrated travel industry solution, said system
comprising:
an integrated travel network having a plurality of centralized hub

20 sites,

a Global Distribution System connected to each of said hub sites of
said integrated travel network;

a plurality of travel vendors, wherein said travel vendors are
connected to each of said hub sites of said integrated travel network;

25 a point of service terminal connected to at least one of said hub sites
of said integrated travel network, said point of service terminal configured to
access said Global Distribution System and said plurality of travel vendors,
said point of service terminal comprising at least one of:

a low fare search module;

30 a computer telephony integration module;
a super passenger name record database;
a customer database;

a trip planning module;
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said point of service termnal conprising at |east one of. a low fare
search nodul e; 30 a conputer telephony integration nodule; a super
passengerwpan®enecror d dat abase; a customer database; a t PCp/USOzoMTI$Q

nodul e; 23 WO 03/065269 PCT/US03/01718 a custoner relationshi p managenent

modul e; 3 vorkilow modul e; @l DleGEAN B BbbyAOKIA0 system S 1L A

nmet hod for processing a trip request nf or mat 1'on, conpri sing
the steps of receiving the tawpkfloguasdulérandh a travel er; automatically
routing the trip request to a travel couq%elqr; checking for other trip
requests for the travel er; A4d0iEeE matl PRGBSV request utilizing the
trip information. 12. The nethod of claim1l, wherein the step of routing
conprises routing the trip request to an available travel counselor. 15
13. Fhe net hdd. of A hatind for prhesssing at tip Stegst daving dtip igfocmaiien, SOSPEEIE ng
the trip request to a skilled travel counselor. 14. The nethod of claim
11, fur@ﬁéﬁq%ﬁﬁbrising the step of nonitoring a pre- specified | ocation for

the trip request. 20 15¢.c[igs ARItRefestch@hMidebelef;ur t her conpri sing
presenting the trip request To a PGS termnal via a screen pop. 16. The

nmet hod of claim 15, furauhenaticeliprautinggha tip request tofa tpoysliceROSEIGNt he screen
25 pop with the trip informt a&r{gll, further

Lon.. 17. The nethod |
conprising the step of & S?ktlfl%t)o,l 06%71zr%%etq}l%s@sefor?%eotg%@gqr,or, a status of the
trigorequest. 30 18. Thenpthednoirifleghd®t dlizihgiHehdp idformitioni ng the step of
checking the status of the trip request. 24
12.  The method of claim 11, wherein the step of routing comprises routing the

trip request to an available travel counselor.

15 13.  The method of claim 11, wherein the step of routing comprises routing the

trip request to a skilled travel counselor.

14.  The method of claim 11, further comprising the step of monitoring a pre-

specified location for the trip request.
20
15.  The method of claim 11, further comprising presenting the trip request to a

POS terminal via a screen pop.

16.  The method of claim 15, further comprising the step of populating the screen
25  pop with the trip information.

17.  The method of claim 11, further comprising the step of setting, by the travel

counselor, a status of the trip request.

30 18.  The method of claim 17, further comprising the step of checking the status of
the trip request.
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WO 03/ 065269 PCT/US03/01718 19. The nethod of claim 11, further conprising
the step of viewing a plurality of trip requests for a plurality of
travel er swo2B/065ehe net hod of claim 11, further conpri si ngPCRaISes/exy1%f
filling out a trip 5 request formwith the trip information. 21. The

met hod of cl aim 20 ThuheiRId6f dikig $1,G0rtRd cbidplisig tRYbtep OFPIkd8Sa Bivralitgofg @
formatted trip request form to provide the trip information;” and 10
further Bansahesinigr epbuslitypftfaveeatsni tting the formatted trip request form
via an Internet. 22. The nmethod of claim 20, wherein: the step of filling
out conprises utilizing an email tenplate to fill out 15 the trip request

formwith the2ori pThefmshed iofrlaiandi,f ﬂmeﬁboﬁgﬁﬂﬁgr&h@@t her silipR it a trj
submtting the enmni|l tenplate via an email. 23. The method of claimz%,

wher el n: TRett ferns witp the trip ipformgtiout conpri ses utilizing an unformatted
nmessage to fill out the trip request formwth the trip information; and
further conprising the step of submtting the unformatted nessage via an

emai | . 25 24. 28 nmeThethetiod sfeinf20, Mjeit:r avel er in a trip request,
conprising the steps of _ receiving the trip request with traveler
i nfor mati on; di spl ayi ngtherer oLERg out ¢rrpRTIFES PoYFEInG a domeatied dripegguest form
collecting caller | i on: f. .cal ler; and conparing the travel er
information to the{ I?P{ﬁ%?ﬁﬁgrl%%ﬁ%%g 25. The nmethod according to
claim 24, further conpr ifintiryg cohgrisingtheftepogidubiniingg the tloaugtedr tripotegBespOX .
25 WO 03/065269 PCJ/USQ3/01718 26. A nethod of planning a trip for a
travel er, conpri sicf‘rﬂjmcﬂéa% WEDChf a) receiving a trip request with trip
information for the trip; b) populating a screen pop with the trip
i nfornmation;

22. The method of claim 20, wherein:

the step of filling out comprises utilizing an email template to fill out
15 the trip request form with the trip information; and
further comprising the step of submitting the email template via an

email.

23. The method of claim 20, wherein:
20 the step of filling out comprises utilizing an unformatted message to
fill out the trip request form with the trip information; and
further comprising the step of submitting the unformatted message via

an email.

25 24. A method of identifying a traveler in a trip request, comprising the steps of:
receiving the trip request with traveler information;
displaying the traveler information in a screen pop;
collecting caller information from a caller; and
comparing the traveler information to the caller information.
30
25.  The method according to claim 24, further comprising the step of populating

a traveler notes box.
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c) searching for an air itinerary for the trip; 5 d) displaying a plurality
of air travel options for the air itinerary, wherein the plurality of
options awe odioeabayed in a first weighted hierarchy baseacorusas/pohs cy; e)
optionally, searching for a car itinerary for the trip and displaying a

plurality of 2 .a;r prlta:e@gﬁggggnﬁﬂg actﬁé fégdt?ﬂe?e&ycorr%}ﬁ?tgrﬂgegﬁ spfurality 10

of car optio rnm-a second weil ghte rchy based on the
policy; optionally, seaychi ngelwig @trip requst mthittip ieformatidnoior thedripr i p and
di splaying a plurality of |inousine options for the lLiftousine itinerary,
wherein the plurality & |i Ponepiee Bpre@ROPVED the BPé%ferHH?tiPna third

wei ghted 15 hierarchy based_omp.: % 'ah.'lfji}"' I@gdf 9)heaphi onal 'y, searching
for a hotel itinerary 2r t(k%eegﬂplﬂ'l ?Oarﬁa |Hsl?)l yiong a %))1 urality of hotel

optigns for the hotel id)i nerdiplayinghephiality g air graveboptiops dor hetad! itigprarons
are displayed in a fourth weighted hi.erarchy hased. on the .poli.Gy. 27.
The net hod accor dPA§T D the B]ruﬁ‘gﬁﬁ,o VIREPRY A S@?Pée%sltne?)%ﬁt %?lgﬁﬁegf%\{ er{al% gy
plurality of air j9ns, the policy conprises a conpany policy for
the traveler. 28. ho%%gedrrrlea?ﬁ%cﬁéccor ding to claim26, wherein steps . (a) - (9)

are repeated for a 25 epl ur aiptibyallyf seeiching 59, aTew ey &eceditiny and
claim 26, wherein the steps. of.searchi for an air Iti =hi ng
for a car itiner ardg»SP(stYé%% RivFR]ity 8f caf qp?lﬁ%’g)ll e G sy %&y&ﬁé‘%{ t%lg?ﬁ%%llﬁﬂg for
a hogel itinerary, BLAOLIEGy& inCKisBehrangeighfedahibiaidlgnbatd anuther

i nt g?face for a scc))fftacr\f\a/grog 30 applslihc}éti on. 30. A rregtﬁhod of routing a trip
request for a trimolicmnprising the steps of scanning a queue containing a

plurality of messages; 26 WO 03/065269 .RCT/.USO 18 .. td.f wi.ng:
nmessage that contains tthe trqulOPa(el@uéE%f?hl%%rﬁ%fe% lﬂln (r%ézlgl %émlieg%ﬁtfﬁ ?ﬁggtgl Reaaélgage
into a formatted t{igyi@sup phiralithObMaimsiudthet bptidrer fat tied limdupine eifinestyt 0 a
desi gnat ed queue for the next avail able agent to g,r QCess,; arﬁj .

wherein the plurality of limousine options are displayed in a third weighted

15 hierarchy based on the policy; and
g2) optionally, searching for a hotel itinerary for the trip and
displaying a plurality of hotel options for the hotel itinerary, wherein the
plurality of hotel options are displayed in a fourth weighted hierarchy based
on the policy.
20
27.  The method according to claim 26, wherein in the step of displaying a

plurality of air travel options, the policy comprises a company policy for the traveler.

28.  The method according to claim 26, wherein steps (a) - (g) are repeated for a

25  plurality of trips.

29.  The method according to claim 26, wherein the steps of searching for an air
itinerary, searching for a car itinerary, searching for a limousine itinerary, and searching for
a hotel itinerary, are performed by clicking once on a button of a user interface for a software

30  application.

30. A method of routing a trip request for a trip, comprising the steps of:

scanning a queue containing a plurality of messages;
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5 processing, by the next avail able agent, the trip request fromthe
formatted nessage. 31. The nethod according to claim 30, further conprising
the step wbodebese ng a record that does not contains thePCTiysos/eqquest. 10
32. The nethod according to claim30, wherein the step of forwarding the

formatted trip request iﬁ&?ﬁrﬁé%%eﬂ%&ﬂﬁt%nﬁ% th@{ﬁia%gg%gtri p request to a

desi gnat ed queue usi ng sk based Touting rules; a forwardi ng the
formatted trip request domvérhieg et idbwifiegueessagednta hformatied tripwaiieshl e agent

to process. 33. A conpuier progra roduct. conprising; a c ut er readabl e
nedi um havi ng conput er ‘#D%ﬂﬁwlggélﬁ%ﬁ’?%gﬁ%c%@éeq ¢t Z?rﬁoﬂ‘?sé%nf eFEHR f{”hg}e
handl es processi NGt h¥dilBble@guR3d phssngnd rip information, the conputer
program product conprising: conputer readabl e program code confi gured to

causé a conputer to reagetsssinghby tthe mexeguabble pgentathe i requestc Gaputher
readabl e program code nfigured to cause a 25 conputer to automatically
route the trip re gg?t%étacfn?gagf\'/ai | abl e travel counsel or; conputer readable
program code configured to cause a conputer to check for other trip
requests for the traveler; and conputer readabl e program code confjgured

to cause a 3@ lconplheemethed @eegstiagdo totpam: 30, purtlesy fostpriging the istegy afiislating @

I nfor natriegoQ'd tha% foes not contains the trip request.

10
32. The method according to claim 30, wherein the step of forwarding the
formatted trip request comprises:
matching the formatted trip request to a designated queue using skill
based routing rules; and

15 forwarding the formatted trip request to the matched queue for the

next available agent to process.

33. A computer program product comprising:
a computer readable medium having computer readable program code
20 embodied therein that handles processing a trip request having trip
information, the computer program product comprising:
computer readable program code configured to cause a
computer to receive the trip request from a traveler;
computer readable program code configured to cause a
25 computer to automatically route the trip request to an available travel
counselor;
computer readable program code configured to cause a
computer to check for other trip requests for the traveler; and
computer readable program code configured to cause a

30 computer to complete the trip request utilizing the trip information.
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