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	Solution Overview

	Taylormade Software Ltd and Microsoft .NET Bring Innovation and Collaboration to the New Zealand Tourism Industry

The name Taylormade is synonymous with innovation and the highest standards of excellence in the communications and media field. Through strategic partnerships and a “can do attitude”, Ian Taylor and the team at Taylormade have brought yet another technology solution to market, this time providing New Zealand tourism operators with the opportunity to increase their bottom line and provide an enhanced service to travellers. 

In 2001 Taylormade acquired Travel Link Internet Limited, an online travel reseller, with the aim of establishing itself as a leader in customised software solutions for the tourism industry. The shared vision of the company was to develop the most complete technology and product delivery mechanism for the tourism industry. True to this vision, BookIt Ltd is now the premier provider of BookIt – an end-to-end booking and reservations solution within New Zealand.

Ryan Baker, Software Development Manager at BookIt Ltd, explains the thinking behind the development of the BookIt solution. 

“For a number of years we have been working with members of the tourism industry and identified that existing technology solutions were fragmented and only partially addressed isolated aspects of the sales and distribution process.
“We wanted to create a solution that gave end users additional services from a single website and one that gave our customers additional revenue streams. Our market research indicated that almost all the organisations we spoke to, from individual hoteliers to large nationwide organisations, were not fully realising the potential their existing customer base represented. 

“It became clear a market existed for a complete booking and distribution solution. A system that could fully automate the booking process, from distributing product data and cross selling complementary options, to capturing the bookings, providing a secure payment facility, delivering notifications, travel vouchers and invoice generation right through to settling of the funds to all parties.”

Andrew Schofield, a founding director of BookIt Ltd, acknowledges it was a simple idea that needed to address a range of complex business requirements from a number of stakeholders. In terms of existing technology solutions from which to benchmark their application, there wasn’t anything comparable at the time in the New Zealand market, making this an even greater challenge for the BookIt team. 

“Other technology covered a few small parts of what BookIt offers, but these isolated systems did not communicate effectively enough to be able to achieve the benefits we envisioned with BookIt.
“We recognised straight away the technology component of the product would be a key element to building and supporting the application, but of equal importance, was ensuring the underlying technology created a positive end user experience. We wanted people visiting travel sites that are “powered by BookIt” to have a consistent, secure and enjoyable experience.” 

Ian Taylor, Managing Director of Taylormade, agrees and says the solution needed to be attractive to suppliers and providers. 

“It had to be low cost and provide our customers with a unique offering that would open new revenue streams. In essence, we needed it to add to the bottom line but with minimal administration costs. 

“We decided a partnership model would be the best approach – an application that would work seamlessly behind the website and not an actual portal which could be construed as competitive.
“The essence of the application is that it is a move towards providing customers and supplier’s real time booking and about having an information source that is complete, timely and accurate. It’s about making it as easy as possible for people to find the information and services they require.” 

Schofield adds that the final solution also needed to bring together data from disparate sources across different hardware platforms and operating systems. It also had to facilitate the consolidation of that information into a consistent format for delivery to various parties. 

“With connectivity and facilitation the primary purpose of the BookIt system, Microsoft’s .NET technology with Web Services at its core was an obvious choice to ensure we achieved our goal.”

The Microsoft .NET Development Roadmap

Taylor and his team began requirements analysis and market research for the BookIt system in early 2003. They faced an initial development phase of anywhere between six to 12 months and their experience with the Microsoft .NET environment suggested the rapid application development features built into Visual Studio.NET could help deliver a product to market faster than other development environments. 
Development began in mid-2003 and the core system was completed at the end of 2003. 

The core system operates on a Windows 2003 Server & Internet Information Server 6.0 environment located in a dedicated hosting facility. The BookIt software was built as a multi-tiered architecture from the ground up using .NET technology and the C# language. 

Included in the BookIt suite are a range of products including:

· Web-based booking engine

· Web-based business management console

· Web-based traveller management console

· Windows-based call centre application

· Windows-based billing software

· Windows services for email notifications, scheduled tasks and system monitoring

These ASP.NET web applications, .NET Smart Client/Windows applications and .NET Windows Services all “talk” to the core application server through the flexibility of .NET Remoting. 
The BookIt database is a SQL Server 2000 back end and uses SQL Reporting Services to deliver market intelligence via the web-based administration system. 

Baker explains that during the development of the product a number of factors needed to be considered. 

“We were aware that the BookIt technology would take shape as a suite of applications, and not strictly web based. Our call centre staff, for example, require a rich back office application to manage the central booking engine and database.

“We achieved this with a .NET Smart Client application that our call centre staff in Auckland use to manage our central reservation system housed in Wellington” says Baker.
A number of different client systems communicate to the core engine using Web Services. This includes Taylormade’s own .NET Web Controls that can be dropped on to a client site, and existing reservations system that retrieve product data and booking information.

“Enabling” Business Model Takes Shape

According to Baker, one of the defining features of the BookIt business model is its “silent partner” proposition. 

“We identified an opportunity to work alongside tourism organisations by providing and managing powerful technology that sits transparently behind the scenes of their existing businesses acting as a technology partner. For online bookings, we are able to achieve this using an ASP .NET page templating system. This combines the powerful page inheritance capabilities of ASP.NET with traditional CSS so that the booking process fully retains the look and feel of our customer’s website. This ensures a consistent user experience for the traveller visiting that site.”

In 2004, BookIt partnered with Ultimate Hikes, a Queenstown based guided walking operator. The existing reservation system at Ultimate Hikes was perfectly adequate but the company recognised it was missing opportunities to sell additional products to its “captured” customers through a lack of technology and resources to deal with the associated administration. 

By partnering with BookIt, Ultimate Hikes integrated the BookIt system with their existing reservation system via .NET Web services and began to offer complementary accommodation options to their customers. Ultimate Hikes achieved a return on investment within six weeks and continue to enjoy a revenue stream from the complementary bookings that they had not previously had the technology or resources to tap into.

In March 2005 BookIt was installed on Southern Alpine Recreation’s www.nzski.com website, one of the most visited websites in New Zealand during winter. Using the BookIt system, Southern Alpine Recreation can offer a convenient real-time booking service for a range of products and services that visitors to the site need in order to hit the slopes.

Tourism Holdings Ltd (THL) was the next significant player in the tourism industry to recognise the benefits of BookIt and installed the service on its www.skiwi.co.nz website. With BookIt, customers are now able to make real time bookings and can take advantage of complementary services to book their accommodation at the same time, from the same website. 

Steve Pickering, E-Commerce Manager, Information Technology Tourism Holdings Limited says BookIt gives their company a significant edge and provides customers a better, overall experience.  

“BookIt allows us to supply a service we know our customers want. We understand what our customers need when they visit our website and it makes sense to package complementary services in one place.  

“We’ve also found with BookIt we’re able to see at what point in the booking process our customers have left the website. We now have visibility over each step of the process and if customers consistently hit a stumbling block we can analyse why this is happening and react appropriately. We’re getting some interesting statistics and increased transparency into what our customers are doing.” 

BookIt has begun to catch on with THL adding the solution to their Milford Sound Red Boats Cruises operation to allow customers to make cruise bookings via the company’s www.redboats.co.nz website.

Ease of Integration 

With any new application, its ability to integrate with existing and often disparate technologies is vital. BookIt has successfully achieved this and readily integrates with a number of other systems in a production environment. Ryan explains:

“The BookIt system was integrated with an existing “Classic ASP” booking process on the Ultimate Hikes website using .NET Web Services. The Web Service accepts dates and customer information from the initial guided walk booking and then retrieves accommodation available for the customer to book in one convenient process.
“Another example is Southern Alpine Recreation’s www.nzski.com website, which was built used a combination of technologies including Java, Classic ASP and custom DLLs. Using the SOAP standard and delivering data to the site via XML Web services we were able to integrate the BookIt system seamlessly throughout the site, regardless of the technology used by the previous developers.” 

Phil Johnson, Managing Director for CommArc Consulting, a Christchurch based IT consulting firm, worked with Taylormade to implement BookIt of behalf of CommArc’s clients. 
“We work with a number of companies within the tourism industry so are very familiar with their technology pain points. Our first impression of BookIt was that it was a pretty unique application. A number of operators in the market were trying to build independent reservation solutions but the resulting applications serve to fracture the market even more. The appeal of BookIt is that it offers a model where everyone stands to benefit: the BookIt customers who deploy the website, the customers who use the service and the developers of BookIt. It has given a sense of cohesion to the tourism industry.
“Additionally, we’ve found the team at BookIt very professional. They are a small team who deliver on what they promise and have worked well with our clients.”

Immediate User and Customer Satisfaction
According to Baker, a key strategic impact of BookIt is the scalability the solution brings to customers and partners. 

“Without the BookIt technology, call centre teams would typically spend at least 15 minutes per booking, making phone calls, manually entering data, faxing or mailing invoices and so on. With the fully automated self-service BookIt system, we can process hundreds and even thousands of bookings on behalf of our clients without having to increase staff resources.
“This means we can work with very large tourism organisations such as THL, not only to improve existing processes, but also assist them to scale out their businesses into new areas without added administration for their staff.”

Andrew Schofield goes on to describe that early adopter success stories support these product claims.

“Ultimate Hikes is our shining early adopter success story. Before installing the BookIt system Ultimate Hikes let thousands of potential customers slip through their fingers because they didn’t have the resources to service them. 
“Typically a customer would book their guided walk with Ultimate Hikes and then have to locate and organise their accommodation bookings separately. This was frustrating for travellers and also meant Ultimate Hikes were not capitalising on the fact that their tourism activity was attracting thousands of people to the Milford region each year.”

“Now, using the BookIt technology, travellers can book their whole trip from the Ultimate Hikes website. For the traveller the service offers convenience and Ultimate Hikes now have access to a previously untapped revenue streams without having to conduct any extra administrative tasks such as arranging accommodation. 

“In the first month of operation the automated system processed around 100 bookings with zero administration. Without the technology this would have equated to a considerable number of hours of work for the Ultimate Hikes reservation team to achieve.”

Schofield adds that BookIt is also helping customers streamline existing processes and removes many manual tasks for staff.   
“The BookIt technology operates seamlessly behind our customer’s sites and the quality of service it provides to travellers reflects very well on our customers. We often receive comments from travellers thanking our customers for making the planning of their trip so easy and convenient.” 

As an Application Service Provider, BookIt can provide ongoing technology benefits to our customers. 

“Behind the scenes the systems are continually being improved and enhanced, with new features, improved security, more efficient processes being developed and applied. As a central technology provider these benefits are rolled out across the whole BookIt community without any further investment required from our customers.”

Microsoft Technology Delivers on Ambitious Goals

BookIt was a large development project, with ambitious deadlines that attempted to deliver a solution for a complex industry. Taylor and his team chose to use Microsoft’s development technology for its reliability and now BookIt is commercially available, the team unanimously agree that they can trust Microsoft technology and services to do the job. 

Baker adds: “We have not had to go outside of Microsoft technology in order to implement this solution and integrate with a number of different existing client systems. This has meant our developers can focus on solving the complex business problems and not wrestling with technology matters. 

“It has been a massive Microsoft development project from our Windows 2003/IIS 6.0 server infrastructure, to the ASP.NET Web applications, .NET Smart client applications, Windows services through to the SQL Server 2000 back end and SQL Reporting Services all wired up using a combination of .NET Web Services and .NET Remoting. As well as the technology, resources such a MSDN provided considerable support during the development process.” 

BookIt Blooms

Over the space of twelve months, BookIt Ltd has gone from start-up phase to working with THL, a major tourist organisation and has successfully encapsulated a very complex industry process into an efficient end-to-end automated system.

“Because of the scalability of the technology and business model we could conceivably grow our business 50 times in terms of throughput without adding more than one staff member,” says Baker. 
“There is no doubt that we will now gain considerable momentum within the industry as more and more organisations begin to enjoy the benefits of the BookIt technology and services.”

The BookIt solution has opened up new and exciting possibilities for Taylor and his team.

“The BookIt technology is the key differentiator between BookIt Ltd and any other provider of technology or reservations services to the tourism industry. No other provider can offer the unique combination of power and flexibility that the truly end-to-end, truly seamless and truly scalable BookIt system can.
“We will continue to work along side our customers to help them achieve their existing business objectives and also identify and create new and exciting possibilities for their business using the BookIt technology and product database.
“As we scale the system out with increased volume we will be working with Microsoft to identify further technologies to support BookIt such as Microsoft Application Center for managing our various web, application and database servers and we are extremely excited about the release of Visual Studio 2005 and the Visual Studio Team System. It’s a great time to be in IT!”


	
	“The appeal of BookIt is that it offers a model where everyone stands to benefit. It has given a sense of cohesion to the tourism industry.”


Phil Johnson
Managing Director
CommArc Consulting

“BookIt allows us to supply a service we know our customers want. We understand what our customers need when they visit our website and it makes sense to package complementary services in one place.”


Steve Pickering
E-Commerce Manager
Information Technology
Tourism Holdings Limited
“No other provider offers the unique combination of power and flexibility like the BookIt system. It is a true, end-to-end, scalable solution.” 
“Our early successes indicate we’ll gain considerable momentum as more and more operators enjoy the benefits of the BookIt technology and services.”

Ian Taylor

Managing Director

Taylormade Media
Customer Profile
BookIt was established to address the technology needs of the tourism industry. Their impressive goal of creating a fully automated end-to-end booking and distribution solution to meet a wide range of business needs from the ground up has been realised. BookIt’s client success in just 12 months has positioned them for future growth and ongoing product development.
Web Site 

www.bookit.co.nz 
Ph: 0508 BOOKIT
Industry

Software Development

Retailing and Hospitality
Scenario 

Scalability

Service Provider Model

Business Intelligence

Business-to-customer

Business-to-partner

End-user productivity

Interoperability

Customer Size

Small

Business Situation 

To create a comprehensive, scalable, fully automated end-to-end booking and distribution solution which could integrate seamlessly and transparently with disparate hardware platforms and operating systems.

Solution Summary

BookIt was built entirely on the Microsoft platform and incorporates Microsoft .NET Smart Client Applications and ASP.NET Web applications. Windows 2003 Server & IIS 6.0 server infrastructure, SQL server 2000 back end and SQL Reporting Services wired up using Web Services.

Value to Business

· Affordable operating costs

· Integration with existing business processes and back-end systems

· Tools to enable travel operators to better serve clients

· Additional revenue streams

· Ongoing technology benefits

Value to IT

· Fully automated

· End-to-end solution

· Integrates seamlessly and painlessly

· Scalable
Microsoft Technology

· Windows 2003/IIS 6.0 server infrastructure

· Visual Studio .NET 2003

· ASP.NET Web

· .NET Smart Client 

· SQL Reporting Services & SQL Server 2000 back end
Relevant Websites

www.taylormade.co.nz   

www.bookit.co.nz
For more information about Microsoft products and services, please call the Microsoft Sales Information Centre on (09) 3575576. To access information over the World Wide Web, go to:

http://www.microsoft.com/nz
http://www.microsoft.com/casestudies
©2005 Microsoft Corporation.  All rights reserved. 

This customer solution is for informational purposes only. MICROSOFT MAKES NO WARRANTIES, EXPRESSED OR IMPLIED, IN THIS SUMMARY. Microsoft, Windows, SQL Server and .NET are registered trademarks or trademarks of Microsoft corporation in the United States and/or other countries. The names of actual companies and products mentioned herein may be the trademarks of their respective owners.

 











1 


