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Abstract 

The Travel and tourism industry has started adopting information technology widely than 

ever. It expands applications of information technology across the whole supply chain and it 

is important to study the impact of software systems use for their business since most of the 

travel companies are unable to afford a colossal amount from their budget for the 

development of information technology resources due to several reasons. The main 

objectives of this research are to find out the critical success factors that affect the 

implementation of vertically integrated software systems and finding out the business 

impacts of it. This research is based on qualitative case study methodology for Intrepid group 

which is the world’s largest small group adventure travel company. This research uses a 

conceptual framework which covers key success factors affecting the implementation of 

vertically integrated software system and management of adventure travel industry as the 

main components. Data was collected from senior positions of Intrepid Group through face 

to face interviews by using semi structured questions. 

The result of this study indicates that management activities of adventure travel industry are 

affected by all factors identified in the literature review. The study also found that integrating 

multiple specialized systems with the core system is the most suitable system development 

approach for the adventure travel industry rather than developing all functionalities on top of 

the core system from scratch. The result also shows that the business nature of the industry 

(such as being a 24x7 globally operated company) is significantly dependent on using a 

vertically integrated software system for its operations. 

 

 

 

 

 

 

 

 

 



 

 

iv 

 

Table of Content 
Declaration of the candidate & Supervisor ................................................................... i 

Acknowledgements ...................................................................................................... ii 

Abstract ....................................................................................................................... iii 

Table of Content .......................................................................................................... iv 

List of Figures ............................................................................................................. ix 

List of tables ................................................................................................................. x 

List of abbreviations .................................................................................................... xi 

1. CHAPTER ONE - INTRODUCION .................................................................... 1 

Chapter Overview ..................................................................................................... 1 

1.1 Research area and Background ..................................................................... 1 

1.2 Research problem .......................................................................................... 6 

1.3 Research objectives ....................................................................................... 6 

1.4 Research Questions ....................................................................................... 6 

1.5 Motivation and Justifications ........................................................................ 7 

2. CHAPTER TWO – LITERTURE REVIEW ........................................................ 9 

Chapter Overview ..................................................................................................... 9 

2.1 Adventure Travel Industry ............................................................................ 9 

2.1.1 What makes Adventure travel distinguished? ...................................... 11 

2.1.2 Risk associated with adventure tourism ............................................... 12 

2.2 ICT and tourism ........................................................................................... 13 

2.3 Supply Chain Management and Travel /Tourism Industry ......................... 14 

2.4 Supply Chain Management and Integrated Software Systems ................... 16 

2.5 Types of Integrated Software Systems ........................................................ 19 

2.5.1 CRM ..................................................................................................... 19 

2.5.2 ERP ...................................................................................................... 21 

2.5.3 Enterprise Content management software (ECM) ............................... 24 



 

 

v 

 

2.5.4 Supply chain management software..................................................... 24 

2.6 Factors Identified ......................................................................................... 25 

3. CHAPTER THEREE – RESEARCH METHODOLOGY ................................. 26 

Chapter Overview ................................................................................................... 26 

3.1 Research Design .......................................................................................... 26 

3.1.1 Literature Survey .................................................................................. 26 

3.1.2 Data collection ..................................................................................... 27 

3.1.2.1 Data collection methods................................................................ 27 

3.1.2.2 Interview as a Qualitative data collection method ........................ 28 

3.1.3 Qualitative Analysis ............................................................................. 29 

3.1.3.1 Qualitative Data Analysis Methods .............................................. 30 

3.1.3.2 Qualitative Analysis Stages .......................................................... 32 

3.1.4 Data Collection methodology .............................................................. 33 

3.2 Conceptual framework for impact of vertically integrated systems to the 

management of adventure travel industry .............................................................. 33 

3.3 Research methodology ................................................................................ 35 

3.3.1 Qualitative Case Study Methodology .................................................. 35 

3.3.2 Research methodology justification ..................................................... 35 

3.3.3 Population, Sample selection and Sample size .................................... 36 

3.3.3.1 Group CIO – Michelle Beverage .................................................. 36 

3.3.3.2 Group business system support team head –Sarah Wallace ......... 36 

3.3.3.3 General Manager Sri Lanka (Intrepid Colombo) and Peak DMC – 

Anuruddha Karunathilake ............................................................................... 36 

3.3.3.4 Manager Technology Service Sri Lanka –Bathiya Perera ............ 36 

3.3.3.5 Travel Operation Manager Sri Lanka – Thilanka Karunarathne .. 37 

3.3.3.6 Peak DMC Sri Lanka Manager – Kosala Abeyrathne .................. 37 

3.3.4 Research instrument development ....................................................... 37 



 

 

vi 

 

4. CHAPTER FOUR –DATA ANALYISIS .......................................................... 46 

Chapter Overview. .................................................................................................. 46 

4.1 Research findings ........................................................................................ 46 

4.1.1 Risk and Nature of the Adventure Travel Industry .............................. 46 

4.1.1.1 Current business system and supply chain management. ............. 46 

4.1.1.2 Future ............................................................................................ 47 

4.1.2 Flexibility of Customization ................................................................ 48 

4.1.2.1 Flexibility of the current system ................................................... 48 

4.1.2.2 Features should be automated ....................................................... 50 

4.1.3 Data Quality and Data Accuracy.......................................................... 51 

4.1.3.1 Important to the business .............................................................. 51 

4.1.3.2 Steps taken to improve data quality .............................................. 52 

4.1.4 Customer focus of the system .............................................................. 54 

4.1.4.1 Starship Customer Management and Salesforce Migrations ........ 54 

4.1.4.2 Customer feedbacks ...................................................................... 56 

4.1.5 Ability to integrate with travel partners. .............................................. 57 

4.1.6 Special interview with DMC ................................................................ 59 

4.2 Summary of Research Findings. ................................................................. 60 

4.2.1 Risk and Nature of the Adventure Travel Industry .............................. 60 

4.2.2 Flexibility of customization ................................................................. 61 

4.2.3 Data quality and accuracy .................................................................... 62 

4.2.4 Customer focus of the system .............................................................. 62 

4.2.5 The ability of integration with travel partners. .................................... 63 

4.3 Descriptive Data Analysis ........................................................................... 63 

4.3.1 Analysis based on Conceptual Framework Themes ............................ 63 

5. CHAPTER FIVE – DISCUSSION AND FINDINGS ....................................... 65 

Chapter Overview ................................................................................................... 65 



 

 

vii 

 

5.1 Risk and Nature of the adventure travel industry ........................................ 66 

5.1.1 Current Business System and the Nature of Supply Chain. ................. 66 

5.1.2 Future ................................................................................................... 67 

5.2 Flexibility of the customization ................................................................... 67 

5.2.1 Flexibility of the current system .......................................................... 67 

5.2.2 Features to be automated ...................................................................... 67 

5.3 Data quality and Data Accuracy .................................................................. 68 

5.3.1 Importance to the business ................................................................... 68 

5.3.2 Steps have been taken to improve data quality. ................................... 68 

5.4 Customer focus of the System. .................................................................... 69 

5.4.1 Starship and Salesforce Customer management .................................. 69 

5.4.2 Customer feedback system ................................................................... 70 

5.5 Ability to integrate with travel partners ...................................................... 70 

5.6 What is the suitable system development approach for adventure travel 

industry? ................................................................................................................. 71 

5.7 Impact of vertically integrated software systems to the business. .............. 72 

6. CHAPTER SIX – CONCLUSION AND RECOMMENDATIONS .................. 74 

Chapter Overview ................................................................................................... 74 

6.1 Conclusion ................................................................................................... 74 

6.2 Recommendation ......................................................................................... 76 

6.3 Limitations ................................................................................................... 77 

6.4 Authors own evaluation ............................................................................... 78 

Reference List ............................................................................................................ 79 

Bibliography ............................................................................................................... 82 

Appendixes ................................................................................................................. 83 

Appendix A1 –Sample Questioner ......................................................................... 83 

Appendix A2 – Interview Transcript – Mr. Anurudhdha Karunathilaka ............... 85 



 

 

viii 

 

Appendix A3 – Interview Transcript – Mr. Thilanka Karunaratne ........................ 92 

Appendix A4 – Interview Transcript – Ms. Michelle Beveridge ........................... 97 

Appendix A5 – Interview Transcript – Ms. Sarah Wallace ................................. 105 

Appendix A6 – Interview Transcript –Mr. Bathiya Perera .................................. 111 

Appendix A7 – Special Interview Transcript –Mr Kosala Abeyrathne ............... 116 

Appendix A8 – Format of the Data analysis Sheet .............................................. 120 

Appendix A9 – Section of the Data Analysis Sheet with Sample data ................ 122 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

ix 

 

List of Figures 
Figure 1:1 Intrepid Brands and Operational Entities ........................................................ 3 

Figure 1:2 Business process and key entities of adventure travel industry....................... 5 

Figure 2:1 the tourism value chain .................................................................................. 10 

Figure 2:2 e Tourism trends ............................................................................................ 13 

Figure 3:1 Management of adventure travel industry and Impact of vertically 

integrated systems ........................................................................................................... 34 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

file:///C:/Users/Chatura/Desktop/Research%20Proposal_149068X_C.A.Wellage_final_proof.docx%23_Toc518199475
file:///C:/Users/Chatura/Desktop/Research%20Proposal_149068X_C.A.Wellage_final_proof.docx%23_Toc518199476
file:///C:/Users/Chatura/Desktop/Research%20Proposal_149068X_C.A.Wellage_final_proof.docx%23_Toc518199478
file:///C:/Users/Chatura/Desktop/Research%20Proposal_149068X_C.A.Wellage_final_proof.docx%23_Toc518199478


 

 

x 

 

List of tables 
Table 3.1 Main themes .................................................................................................... 34 

Table 3.2: Factor and questions ...................................................................................... 37 

Table 3.3: Research objective and question mapping ..................................................... 41 

Table 5.1: Discussion points categorization based on Research Objectives ................... 65 

Table 6.1 Conclusion points based on Research Objectives ........................................... 74 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

xi 

 

List of abbreviations 
        

Abbreviation Description 

SCM Supply chain Management 

TSCM Tourism supply chain management 

CRM Customer relationship management  

ERP Enterprise resource planning  

DMC Destination Management Company 

ECMS Enterprise Content Management System  

API Application Program Interface  

KPI Key performance indicator 

FIT Fully independent traveler 

AWS Amazon Web Servers 

GMSL General Manager Sri Lanka 

CIO Chief Information Officer 

MTOSL Manager Travel Operations Sri Lanka 

LBSS Lead Business System Specialist 

MTSL Manager Technology Sri Lanka. 

MDMC Manager DMC Sri Lanka 

SEO Search Engine Optimization 

ROI Return on investment 

BST Business Support Team 

POS Point of Sales 

ESB Enterprise System Bus  

NPS Net Promoter Scores 


