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T he travel industry is fast 
evolving and so are working 
practices in general. The 
massive impact of new 

technologies means that a travel 
business in 2019 is very different to one 
in 2014, let alone further back.

The key question to ask yourself is: 
‘Am I doing everything I can to run my 
travel business in the best way at this 
moment in time?’ 

Have you evolved to embrace new 
booking patterns and technologies,  
new ways of doing things and new 
business models?

Are you using systems that can  
cope with your current business 
operation, or do you have old systems 
that just don’t cut it any more?

Do you have staff who have been  
with you for a long time and can’t  
(or won’t) adapt and change, and who 
are holding the business back?

OVERCOMING OBSTACLES

Many businesses have major obstacles 
standing in the way of their progression 
– we call them “elephants in the  
room”. They could stem from a legacy 
reservations system, the need to “retire” 
a senior staff member, or other hurdles 
that are preventing your progress. 

These can be very difficult to tackle, so 
owners tend to make excuses and avoid 
doing so. But how long can you afford to 
ignore them? Tackling them could help 
move you forwards significantly.

Some businesses need to refresh  
their approach and make sure they are 
fighting fit – it’s not that they are bad, 
they are just not great. 

If that’s you, can I suggest you follow 
the approach of former British Cycling 
performance director and Team Sky 
general manager Sir Dave Brailsford?

British cyclists have dominated the 
last three Olympic Games, and a Brit has 
won the Tour de France for six out of the 
past seven years: quite a turnaround, 
considering the fact a British rider had 
never previously triumphed in the race 
since it began in 1903.

The secret to this success? A 
surprisingly economic approach, 
known as the “aggregation of marginal 
gains”. Simply put, it’s about improving 
everything you do by 1%.

As well as searching for tiny gains 
in predictable areas, such as nutrition, 
training and bike design, Brailsford went 
further. From searching for the most 
comfortable pillow for cyclists to take 
everywhere (because good sleep boosts 
performance), to the best hand-washing 
techniques to avoid illness, no stone (or 
in this case, pillow) was left unturned.

Individually, these steps might not make 
much difference but when combined, 
the impact can be transformative.

A 1% improvement might not be 
instantly noticeable, but in the long 
run it could make a big difference – 
especially as the results are cumulative.

As Brailsford says: “Forget about 
perfection; focus on progression, and 
compound the improvement.”

SMALL STEPS

Unless you move an elephant out of 
the way, there are not many ways you 
can make significant changes to your 
business. But there are many things you 

 ELEPHANT IN THE ROOM

Elman Wall’s Jonathan Wall says it’s 
worth analysing whether your travel 
business is still fit for purpose in 2019 – 
and what you need to do to improve it

 ACTION POINTS 
 FOR  AGENTS
Jonathan Wall is 
managing director 
of Elman Wall 
Travel Accountants 
and an expert and 
coach on business 
improvement.

Sharpen up by reviewing all  
your suppliers and getting 
alternative quotes.
 
Consider whether additional 
training on systems will generate 
operational efficiencies.
 
Look at your team commissions 
to ensure they are focused and 
appropriate. 
 
Be brave and tackle the “elephant”. 
You won’t regret it in the long-term.

can improve in your own business by  
1% and, combined, achieve a big 
increase in overall performance. 

We all need to change continuously  
in our businesses, and only very few 
people can afford not to be thinking 
about change. But do you need to shift 
an elephant or get on your bike and 
makes lots of little changes?

Doing nothing is rarely the  
right choice. 


