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1. GST Script: An application that 
works in Smartpoint, capable of pick-
ing GST details moved from a client 
file and transmitting the same against 
both the airline(s) present in itinerary 
and the passengers available in the 
itinerary.

2. VR3: A consolidated solution for 
usual customer service requests: re-
issue, refund, revalidation, and void. 
Benefits include enabling tickets re-
fund in four clicks, automated updat-
ing across multiple screens, and one-
click voiding of tickets. 

3. Enhanced HMPR (HelpMePro-
duceReport): A tool to generate ticket 
issuance reports in detail, automati-
cally and email the same.

4. ITQ Mobile: An application for 
agents in India to access bookings and 
complete routine tasks from booking 
to ticketing on the move. 

5. ITQ Financial: A robust Fintech 
integrated with Tally for agents to auto-
mate accounting and manage finance 
seamlessly.

6.Adhvan: A web-based travel 
booking engine and agency manage-
ment solution.  

For decades airlines were almost locked-in with their GDS (global dis-
tribution system) providers. A GDS is a transaction-platform for the 
travel industry, equivalent to a Master or Visa for the cards industry. 

Air India recently did a complete shift to Travelport Smartpoint GDS 
(formerly known as Galileo) in partnership with InterGlobe Technology Quotient 
(official technology distributor and developer of Travelport). For airlines, migrat-
ing from one GDS to another is a mammoth task fraught with the risk of financial 
loss and business disruption. It is like changing regular home to smart-tech home 
while residing in it. ITQ has migrated over 3500 agencies - 100 large and about 
100 midsize, rest being the long tail for Air India.

Sandeep Dwivedi, Chief Operationg Officer, ITQ, shared, “Air India migration 
was overall a successful and learning project in the 
GDS history worldwide since an airline holding 15 
per cent market share migrated to a GDS platform 
so efficiently.”  

Meenakshi Malik, Executive Director, Commercial 
Operations, Air India revealed, “A 22 per cent growth 
in operational profit and cost cut-down of around 
Rs300 crore is seen since the change in distribution 
strategy started.” She projected 3200 crores of saving 
in five years.  

A combination of astute project management skills 
and in-house IP of ITQ, along with timely training 
interventions and tight process management were 
factors attributed to Air India’s successful migration 
to Travelport.

Powering Up Travel Technology
ITQ is an official distributor of Travelport in six mar-
kets across Asia-Pacific, including India and Sri Lan-
ka. The technology company, Travelport is a leader in 
airline merchandising, hotel content and distribution, 
car rental, mobile commerce, and B2B payment solu-
tions. 

ITQ provides content, tools, and support to help 
travel management companies, such as American Express Global Business Travel, 
and Dnata, and in-house corporate travel departments manage itineraries of the 
world’s corporate travelers. The company collaborates with travel agencies like 
EaseMyTrip, Cleartrip, MakeMyTrip, Goibibo, Yatra, amongst others to achieve 
better search and conversion rates, integrate more travel content, and become 
more efficient and profitable with automated tools and business insights.

For smaller travel agencies, who sell to the world’s business and leisure travelers, 
ITQ helps with technology to become more profitable and efficient with essential 
point-of-sale, middle and back-office solutions. 

Having developed a powerful products portfolio on the GDS-platform, the 
added value is a big differentiator for ITQ. Examples include: 

Pushing the Frontiers of 
Innovation in Travel

mall  oppor tunit ies  are  of ten the Sbeginning of great enterprises.� Every 
single drop in the ocean counts. When 

talking about a progress of a developed or 
developing countries worldwide, we can't 
undermine the signi�cant role of SMEs.  
Undoubtedly,  small  and medium sized 
enterprises have made an indelible landmark 
on the economic landscape due to their 
premeditated importance in reengineering the 
industrial sector.

O wing to  their  s igni�cant  inputs  and 
involvement ,  S M E s  assumes a  p ivota l 
responsibility in socio-economic development 
of India. These industries account for 95 per cent 
industrial units, contributing up to 40 per cent 
of GDP and 45 per cent of total exports. They are 
the second largest employers of human 
resources after agriculture. The scope of this 
sector is vast as individuals with entrepreneurial 
spirit but limited resources always have before 
them the option of initiating a business plan at 
the grass root level. Small �rms are reactive 
comfortably and more quickly to the changes in 
the environment. They enthuse innovation and 
bring into lime light new products, new 
methods and new ideas. 

S m a l l  B u s i n e s s  i s  t h e  s e e d b e d  o f 
entrepreneurship. It provides an easy path for 
the novel entrepreneurs who wish to try their 
skills and wisdom to start a new venture.  They 
have their own advantages over larger 
businesses. They are substantial generators of 
employment, and can act as shock absorbers 
during a catastrophic situation, responding 
veritably to topsy-turvy in the market.  With not 
a complicated hierarchy, decision making is 
e a s y  a n d  s i m p l e r  a n d  s o  t h e  m a r k e t 
expectations can be ful�lled. They cater to 
provide services and a wide range of products 
at a�ordable prices to the consumers. This 
contribution is despite the sector being 
exposed to intensi�ed competition since 
liberalization of Indian economy in 1991. Small 

industry in India has been confronted with an 
increasingly competitive environment due to: 

(1) liberalization of the investment regime in the 
1990s, favoring foreign direct investment (FDI). 

( 2 )  t h e  fo r m a t i o n  o f  t h e  Wo r l d  Tr a d e 
Organization ( W TO) in 1995, forcing its 
member-countries ( including India)  to 
drastically scale down quantitative and non-
quantitative restrictions on imports.

(3) domestic economic reforms. The cumulative 
impact of  al l  these developments is  a 
remarkable transformation of the economic 
environment in which small industry operates, 
implying that the sector has no option but to 
'compete or perish'.

With the advent of planned economy from 1951 
a n d  t h e  s u b s e q u e n t  p o l i c i e s  b y  t h e 
Government of India, both planners and the law 
makers earmarked a special role for SMEs in the 
Indian economy. Due protection was accorded 
to both sectors, and particularly for small-scale 
industries from 1951 to 1991, till the nation 
adopted a polic y of  l iberal ization and 
globalization. The development of small 
industries is instrumental in veering the 
direction of industrialization to rural areas. The 
fact that these industries are labour-intensive 
and utilize less capital triggers the countries 
employment and supply of manpower in the 
rural areas. They contribute towards a better 
utilization of local resources and skills which 
may otherwise remain unde�led and might 
have tarnished eventually because of lack of 
exposure.  It is a means of preserving our culture 
by means of encouraging people engaged in 
the handicrafts and �ne arts. Apart from 
improving standards of living by increasing the 
per capita income, these units hereby, assist in 
equitable distribution of income among the 
people. The sector helps the country to alleviate 
the generic living conditions of the people by 
overcoming the stigma of poverty and 

SME
Carving Out a New Economy

unemployment. One of the chief thrusts of 
SMEs is to regulate and provide a platform to 
the vulnerable groups of the society as the main 
drivers and empower the women and the youth 
to start their enterprises. 

Small enterprise promotion has continued to 
remain an important and integral part of Indian 
development strategy well before the First Five-
Yea r  Plan.  However,  the sec tors  faces 
unforeseen challenges. Some of the most 
persisting constraints facing the sector, 
dominated by smaller units in the informal 
sector, include poor or non-availability of loan 
�nance, low levels of technology, inadequate 
physical and economic infrastructure and 
resources to invest in quality search and adopt 
new technology,   and a policy of product 
reservation for small scale industries. Poor 
monitoring of implementation and e�ect of 
various small �rm policies has been an issue of 
concern. The larger enterprises o�er a sti� 
competition to the small scale units in the sale 
o f  o u t p u t .  A p a r t  f r o m  t h e s e  m a j o r 
impediments, the sector faces a number of 
other problems like ine�cient management, 
non-availability of cheap power, burden of local 
taxes, shortage of working capital and lack of 
demand for the products. The list is endless. 

SMEs have emerged as a vibrant tier of the 

economy as they have already taken over as key 
contributors to country's GDP. The new shout 
out is the Make in India Campaign. Owing to the 
launch of �agship Make In India Campaign, 
Prime Minister Narender Modi has given way to 
a new national program designed to facilitate 
investment, cultivate innovation , augment 
pro�ciency in skill development, protect 
intellectual property and build Best-in-Class 
manufacturing infrastructure, there has never 
been a better time to make in India.  India's 
small and medium-sized industries can play a 
big role in making the country take the next big 
leap in manufacturing. India should be more 
focused towards novelty and innovation for 
these sectors. The government has to chart out 
plans to give special sops and privileges to 
these sectors.

As clearly seen, the hindsight and the future 
vision of  SME's cannot be simply considered a 
smaller version of their larger counterparts as 
they have di�erent managerial styles, scale of 
operations, levels of independence and 
decision making characteristics. However these 
di�erences do not eliminate the opportunities 
of SME's to internationalize and gain �ight in 
the global market.  SME sector development 
will continue to spread its wings and be an 
integral part of the development thrust and 
promote the entrepreneurial culture.

“
Sandeep 
Dwivedi, Chief 
Operating  
Officer, ITQ


