RFP Question and Answer Document

Corporate Profile and Market Strategy

How long has Galileo been in business?

Galileo pioneered global distribution services more than 30 years ago. Today, we connect approximately 44,000 travel agencies almost 500 airlines, 24 car rental companies, 431 tour operators, and over 59,000 hotels. We do this in 116 countries across 6 continents. Every year we process more than 105 billion travel transactions around the world.  

In what countries does Galileo operate?

North America

· U.S.

· Canada

Latin America

· Brazil

· Mexico

· Netherlands Antilles

· Venezula 

Northern Europe

· Belguim

· Denmark

· Finland

· France

· Greenland

· Ireland

· Luxenbourg

· Monaco

· Netherlands

· Norway

· Sweden

· United Kingdom

Southern Europe

Austria

Croatia

Cyprus

Czech Republic

Germany

Greece

Hungary

Italy

Malta

Portugal

Romania

Slovakia

Spain

Switzerland

Turkey

Ukraine

Direct Connects

CIS: Azerbaijan, Kazakhstan, Armenia and Moldova

Albania

Bulgaria

Estonia

Federal Republic of Yugoslavia

Former Yugoslav Rep of Macedonia

Israel

Latvia

Lithuania

Poland

Russia SMO & NDC's

Middle East

· Algeria

· Bahrain

· Egypt

· Iran

· Jordan

· Kuwait

· Lebanon

· Morocco

· Oman

· Qatar

· Saudi Arabia

· Sudan

· Syria

· Tunisia

· United Arab Emirates

· Yemen

Africa

· Angola

· Botswana

· Cameroon

· Cape Verde

· Chad

· Equatorial Guinea

· Democratic Republic of Congo

· Eritrea

· Ethiopia

· Djibouti

· Ghana

· Gambia

· Kenya

· Lesotho

· Malawi

· Mauritania

· Mozambique

· Nambia

· Nigeria

· Rwanda

· Somalia

· South Africa

· Swaziland

· Tanzania

· Uganda

· Zambia

· Zimbabwe

Asia Pacific

Australia

Bangladesh

China

Cook Islands

Hong Kong

India

Indonesia

Japan

Malaysia

New Zealand

Pakistan

Papau New Guinea

Philippines

Singapore

South Korea

Sri Lanka

Taiwan

Thailand

Vietnam

Western Samoa

What is Galileo’s response to the DOT’S move to deregulate the CRS industry? 

Galileo commended U.S. Transportation Secretary Norman Y. Mineta, the Department of Transportation (DOT) and the Bush Administration for taking bold action to deregulate the airline computer reservation system (CRS) industry. Samuel L. Katz, chairman and chief executive officer of Cendant’s Travel Distribution Services Division said, “The DOT’s move is pro consumer and pro competition, and comes at a pivotal time for the airline industry. Airline passengers, airlines and CRSs will all benefit from the robust competition that deregulation will generate.” 

In anticipation of the government’s move to deregulate the industry, Galileo – working closely with its airline partners – took significant steps during the past year to maximize its competitiveness in a deregulated CRS environment. “Galileo is well positioned to continue providing our travel agency customers with the widest selection and best fares over the long term,” Katz said. “Over the past few months, we have secured full fare-content agreements with all six of the leading U.S. airlines and launched several new technology solutions for our customers that help them add revenue.” Galileo's Preferred Fares Select (PFS) program – launched in July 2003 – provides Galileo-connected agencies in the U.S. with access to participating airlines' publicly available fares. This competitive content includes all fares the airlines sell through any CRS, third-party Web sites or their own Web sites and reservation offices. American Airlines, Continental Airlines, Delta Airlines, Northwest Airlines, United Airlines and US Airways each committed to participate in the PFS program for three years. Additionally Galileo developed a new pricing agreement with British Airways, which secures full content for its subscribers on a global basis. 

Galileo is also providing its subscribers with a range of new solutions and capabilities for increasing revenue as the travel industry evolves, including Galileo Web! Hotels, desktop access to merchant hotel rates and Galileo NeatAgent, a dynamic packaging tool that enables agents to set both the final retail price and profit margin on customized travel packages created by combining discounted airline, car and hotel rates. 

Katz said, “Galileo’s recent airline agreements directly benefit airline passengers and travel agents by providing greater choice and lower fares, and they benefit airlines by increasing distribution of published fares while decreasing related fees to airlines. We have also expanded the tools and services available to our travel agency customers to enable them to transform themselves into travel merchants and profit centers that are better positioned to compete in the changing marketplace. As the global travel industry continues to evolve, we will continue to work closely with travel suppliers and distributors and introduce more innovative solutions that help them remain competitive, productive and profitable.”  

How does your system handle automated MCOs?

Galileo was the first in the industry to announce paperless automated service fee processing for US subscribers. This enhancement provides an automated solution for you to issue and settle service fees with ARC. Automated MCO document numbers are assigned, the PNR is updated, the ticket issuance report is updated and the data is handed off to ARC for financial settlement. 

AutoServiceFee™ Time Saver

If you are not currently using customized scripts or programmable keys for processing, now you will be able to realize tremendous timesavings. Galileo's AutoServiceFee™ application is a solution that further reduces processing time and requires minimal input. This is done by "scripting" the three-step service fee issuance process in a user-friendly, FIF (fill-in-format) format. 

Following are the steps performed by the AutoServiceFee application - there is no change to current functionality: 

· A service fee request (HHSF$) is entered by the application from the completed PNR. The response is a FIF screen pre-populated with data from the PNR including the first passenger's name and credit card form of payment from the F-filed. 

· ARC's processing fees and net commission due to you are automatically calculated. 

· The application automatically processes the service fee, obtaining an automated service fee document number. The application retrieves the PNR, obtains the service fee document number and service fee amount, which is then entered automatically as T- remark. 

· The ticketing entry is made by the application issuing the ticket and itinerary. Simultaneously, the system-assigned passenger ticket number/amount and the SF (service fee) document number/amount are programmatically handed off via the MIR to the back office system. 

What is Galileo’s standard hardware platform, operating system and configuration?

Our latest PC platform is a Pentium 4 2.GHz, 40gb hard drive, 512mb RAM, 64mb video RAM, CD, floppy drive, 2 serial ports, 1 parallel port and 8 USB ports. The operating system is Windows XP pro running FAT 32.  

Describe the features of your host technology complex
Galileo operates one of the world’s largest commercial data centers, providing industry leading scale, scope, and reliability.  Our state-of-the-art infrastructure enables optimized access and availability.

System Redundancy and Load-Balancing

Open system complexes are architected to prevent single point of failures by utilizing redundant processing clusters.  System and network infrastructures are designed to support robust network load balancing and distribution while systems within the clusters are architected as stateless machines.  System images are created and deployed across all machines within a cluster providing horizontal scalability.   Multiple clusters can be created to both support functional separation of Galileo’s complex business processes and/or to provide another layer of horizontal scalability when needed.

The TPF operating system architecture enables the construction of a loosely coupled complex of mainframes to focus the power of multiple systems on a single and very large duplex Direct Access Storage Device (DASD) repository of reservations data. 

The design goal of the Galileo system is for no single transaction to execute in more than 500 milliseconds.  The response time goal is 2, 2.5 or 4 seconds, depending on class of service.  The central site sustains an arrival rate of approximately 5000 messages per second, 100,000 I/Os per second supporting the response times of 2, 2.5 and 4 seconds coupled with extremely high availability of 99.995%.
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For TPF load balancing, Figure 1expands the connectivity between each of the LCN MPIF nodes and the TPF Hosts.  To minimize complexity only the connections between one MPIF node and the TPF hosts is shown but each MPIF node has equivalent TPF connections.

Processor utilization within each Virtual Complex will vary with the type of messages each processes.  Consequently, instead of balancing the load across each Virtual Complex, the LCN must distribute the load asymmetrically.  The routing to support this type of asymmetrical Load Distribution is accomplished by mechanisms within the Galileo developed Communications Integrator (CI). The TPF hosts calculate how to distribute the load with an algorithm that includes their current capacity, the time of day, time of year, expected load, etc.  The information is sent to each Communication Integrator within the LCN nodes which then routes new inbound traffic accordingly. The LCN architecture has the resiliency to respond to multiple operational scenarios.  A distribution does not have to be pre-configured and can be enabled dynamically, either by the system or by operator command.

Galileo currently achieves 99.995% uptime on all mainframe environments.
Is the Galileo system user-friendly and will Galileo incorporate changes to the application based on user feedback?

 The Apollo system and Galileo products are easy, simple, and user-friendly. 

In addition, Galileo places a premium on understanding customers needs in order to provide the business solutions for today’s travel environment. Galileo is in touch with all of its customers on a regular basis to gather feedback on the products and services. 

Both Viewpoint and Focalpoint come preloaded on each agent’s desktop. Depending on the agent’s comfort level, they may choose to use either program or a combination of the two. Viewpoint will prove useful for the purpose of booking complicated or unusual travel itineraries (including hotels and cars). Viewpoint is a product with no additional cost associated to it. Viewpoint sits on top of Focalpoint (always on behind the scenes), and is accessed at the agent’s discretion by a toggle switch. The agent does not have to close out of Focalpoint to access Viewpoint (or return to Focalpoint to complete the transaction). 

Our product strategy is driven by intensive analysis of our customer’s requirements and we actively encourage feedback from our customers. New product developments and enhancements to our existing services are prioritized in a manner that gives most attention to the following: 

· Improving the ease of use of our solutions 

· Reducing the total cost of transaction processing through automation 

· Increasing the breadth and ease of booking for a wide inventory of travel content 

Galileo takes pride in its strong customer orientation and its focus on solving business needs with creative ideas and innovative solutions.  

What operating system platforms does Galileo support?

Galileo currently supports all Windows systems from Windows 95 to Windows XP, including Windows NT and W2000. 

Our products Focalpoint, Viewpoint, and Relay are all certified on the following operating systems Microsoft®Windows®95 A and B, Windows 98, Windows 98SE, Windows NT, and Windows 2000. This gives our customers the flexibility to use their own hardware if they choose. 

Our standard software operating platform at the agency/corporate location is Windows XP. We are constantly developing enhancements and reviewing innovative tools to improve our product offering to our customers. Our R&D efforts are directed at improving customer satisfaction through the delivery of sophisticated, robust products. 

Describe the security measures in place for operating systems.

Pseudo city codes are the vehicles used for providing access to the Galileo system and each has an associated Agency Account Table (AAT) record. An AAT control table is required for every account location, identified by a three or four character alpha/numeric pseudo city. An account location may utilize more than one pseudo city, as business needs require. The AAT table governs both general and exceptional capabilities and some individual application functionality for each account. 

The AAT table is entwined in some or all aspects of subscriber automation from database to account billing, Galileo sign-on profiles, mailing labels, carrier billing, vendor billing, incentives, production management reports, etc. 

The Network Group with Galileo prepares User Travel and Reservations System (UTARS) record, which must be established as a permanent record for each pseudo city and each input device address that will be utilized by subscribers. The UTARS record contains the pseudo city code, account name, a five numeric group code, the controlling RES city code, billing city code, the division code applicable to the account, and the status of the account. 

The group code controls access by one account to another account's Client Files and PNRs (pseudo cities with the same group code can share this data), unless overridden by Selective Access Security. Selective Access can override group code logic, as long as the appropriate permission tables are set. These permission tables are maintained and controlled by the owning agency. 

Each user must have an authorized sign-on profile in order to access the system. Each account is set up with a secondary-authorizer, who has the authority to add or modify agent level sign-on profiles. 

Each user must have an authorized sign-on profile in order to access the system. Each account is set up with a secondary-authorizer, who has the authority to add or modify agent level sign-on profiles. 

Does Galileo offer a personalized itinerary set up?

Itineraries can be customized in at least two different ways:

· The printed itinerary can be driven using "DYO", or "Design Your Own Itinerary". This allows the itinerary elements to be laid out in any way that you like. Up to nine DYOs can be simultaneously active in a pseudo.  Other languages are supported. 

· An XSL Style Sheet can be utilized to customize an itinerary driven by the Viewpoint agency desktop application. Stylesheets can also be used to create email attachments. 

Does Galileo offer automated refunds and exchanges?

Galileo Document Production enables the automated refund of all tickets types (electronic, net remit, partial, full) through the Galileo system with reconciliation to the airline via the Bank Settlement Plan (BSP). Galileo also supports the exchange of automated tickets (electronic and OPTA/ATB) for even exchanges and additional collections. 

Refunds are processed by the consultant through the local BSP, which is the clearing house between travel agencies and airlines. Refunds can be processed automatically through the Galileo Central System and credits will be applied according to the original payment form. For example, a ticket refunded through Galileo, which was originally paid for using a credit card, will be refunded to that original credit card. 

How long are past date PNRs available after travel is complete? Is there a charge to pull up past-date records?

A PNR remains in the system for a user to access for up to 48 hours after the last date placed in the booking. For example: if a user books flights for certain dates and then changes the return to an earlier date, the first date will be the date. 

Galileo’s Past Date Quick (PDQ) allows access to past date records. Records that are up to 60 days past date may be displayed or placed on a queue immediately. Records that are 61 days to 13 months past date may be requested but they are placed on queue after 24 hours.  There is no additional charge for this service.   

© 2004 Galileo International. All Rights Reserved.







