Travel Agency

A broad definitfion of a wavel agency is that
of a tourism coompany that infermediates and
advises on the sale of third-party tourism prod-
ucts and parficipates in the process of creating
them. Travel agencies have three basic roles
(Perez Samradilla, 2014

= Advisory function: derives from the com-
plexity of mavel and the difficulty thar
mavellers have in obtaining extensive
information about wips and destinations.

= Intermediation role: consists of connact-
ing the sarvice providers (tour opsrators,
hotels, amlines, trains, guides, etc.) with
the customers, Intermediation is a com-
mercial activity that links tourdist supply
and demand.

* Production role: technical training amd
organization of fravel agencies enablas
them to hire different tourist services and
combine them to obtain a final product (or
tourdst package).

Lam and Cheung {2009} also highlight that the
basic functien of a travel agency may be sum-
marizad in terms of four main services: infor-
mation, distribution, reservation and additdonal
services. FKing et al. (2005) point out that the
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ultimate goal of a ravel agency is to seIve as
a link between customers and supplisrs. Travel
agents evaluate the nesds of their customers
and then szl them suitable products, for which
they are paid a commission. One of the main
activities of ravel agencies is thus Taditionally
associated with intermediation.

Beowrden (2007) highlights that i the late
1990 and early 2000s, there was research on
how the smergence of the Internet has mcreased
pressure on traditional fravel agencias by allow-
mg wavel buyers to aveid Tavel mienmediariss
(ie., so-called dismtermediztion in the travel
distribation chanmel). As years have gons by,
the market of mwaditional brck-smd-mertar
iravel agencies has coafracted buaf pot disap-
pearad. It has gone through technological adap-
tation, updating both the business and the way
to satisfy clients” demands.

According to the UM World Tourism
Organization (UNWTO), a fravel agency
Is a company constifuted as & commercial,
stock or limited commpany that, holding the
comrasponding licence, is professionally and
commercially dedicated exclusively to interme-
diation activities sud'or organization of fourism
seTvices, using its ovm means in the provision
of such services (Sancho aud Bukalis, 1998).

The first travel agency in the world was estab-
lished in the United Kingdom. Themas Cook, on
5 Taly 1841, crganized a mrain journey for over
300 people froom Leicester to Loughberough
to attend A temperance league meeting. Cook
reached an agresment with the railway com-
pany to obtain a percentage of the sale of each
ticket. This can be considerad the first tourist
mfernediation wansacton m histery. With the
help of his son John Mason Cooke he created
the first fravel agency in 18365 (which lasted
untl 20187, designing the first holiday pack-
age tours to destmations such as Egypt, France,
Italy and Svwitzerland (Faraldo and Lopez,
2013). Cook also created the concept of travel
wonchers, which remain to this date. The real
emargance of wavel agencies coincides with
the development of commercial aviation in the
1920 and 1930s. This development accelsr-
ated after World War II and especially froon the
1950s onwards. 3ince then, the development of
iravel agencies has been lmked to the evolution
of Tansport companies and has become one of
the mam stakeholders in the tourism distoiba-
tion chain.

While each country has its own legislation
m this respect, three types of wavel agency
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