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Driving Down the Cost to Process Bookings  
through Business Automation 
 

ABOUT COLPITTS WORLD TRAVEL 

 

Colpitts World Travel has been the established leader in providing global travel 

management services for more than 120 years. Headquartered in Dedham, 

Massachusetts, today the company operates 25 offices throughout the United States 

with additional offices across the globe, including international headquarters in 

Toronto and Edinburgh. With more than a century of experience, Colpitts World 

Travel is uniquely positioned to provide its clients superior customer service and cost 

savings. As a shareholder and co-founder of GlobalStar Travel Management network, 

Colpitts World Travel has access to more than $17 billion in purchasing power and 

the ability to deliver a consolidated, global travel management program in 75 plus 

countries around the world.  

 

Further, through its membership in national and international travel consortia, 

Colpitts World Travel is able to extend that value to its clients in the form of reduced 

fares and rates. Backed by more than 100 years of travel industry experience, 

Colpitts World Travel prides itself on exceeding customer expectations. Today, the 

company continues to build upon its reputation and aggressively focuses on 

developing and delivering value to its customers thanks to experienced travel 

consultants, proactive client relationship managers, proprietary discounts, extended 

business hours, 24/7 service and technology solutions for securing the lowest fares, 

helping travelers during travel and extensive expenditure reporting.  

 

Colpitts World Travel places a premium on good corporate citizenry and is a staunch 

supporter of a variety of charitable organizations and efforts, including The Jimmy 

Fund, Marine Toys for Tots Foundation and the Asthma Foundation. 

 

 

 

THE CHALLENGE: STANDARDIZE BOOKING PROCESSES 
GLOBALLY 

 

Colpitts World Travel’s US headquarters is located in Massachusetts. Their global 

operations include offices in Canada, Scotland and Germany. 

 

As Colpitts expanded its presence worldwide, they wanted to standardize operations 

and processes to benefit their global clients. Each country used different products for 

quality control, ticketing, itinerary delivery and reporting. In addition to using 

different GDS’, Colpitts faced challenges presented by different languages, country-
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specific practices and processes, as well as varying taxes and credit card fees, to 

name a few.  

 

 

 

IMPLEMENTING CORNERSTONE’S iQCX 

 

Colpitts upgraded from Cornerstone’s deployed ResQCX® system to the iQCX® 

platform about five years ago, at which time the product provider handled all 

reservation management. Colpitts hired Marcia Thompson, Automation Technology 

Manager, about two years ago to administer the quality control technology in-house. 

 

“One of my proudest moments was bringing all the countries on board,” says 

Thompson, referencing her initial challenge to integrate all reservations from all 

countries into one QC process. “The ability to set up my own tables within the iQCX 

platform to handle the many differences in processes across the globe was very 

useful.” Thompson utilized the iQCX platform to create a system whereby each office 

can update its own unique criteria for reservation considerations such as fees, 

contracts, client billing and air, hotel and car details. 

 

Thompson led the effort by Colpitts to automate and improve many other processes 

during her first two years with the company. Initiatives included standardizing the 

appearance of itineraries and implementing auto-ticketing for all country offices. 

Colpitts’ goal in the next year is to introduce split ticketing thereby further enhancing 

the auto ticketing process. 

 

In addition to programming her own ResRules, Thompson is one of the first 

Cornerstone customers certified to place them into production herself, eliminating at 

times a two- or three-day delay. “I could not live without the ability to immediately 
place my business rules into production myself. It’s a major feature that makes things 

flow so much better.” 

 

Next on the horizon is an automated policy approvals process. New developments 

will speed up the overall system and allow agents to gain approvals without checking 

queues or exchanging emails and phone calls in order to complete a reservation and 

purchase tickets. Automating approvals will ultimately save time since virtually every 

client has some type of unique policy in place. 

 

Colpitts’ President & CEO Alan Krensky said he always aims to leverage the latest 

technological advances to make company procedures more efficient for staff with the 

goal of better serving clients. Hiring Thompson to manage the iQCX system was one 

milestone in Colpitts’ aggressive push to maintain its reputation as an innovative 

leader in travel management. 

 

Reflecting on the past two years, Thompson proudly states that “the consolidation of 

technology is one of my greatest achievements.” 



  iQCX Case Study: Colpitts World Travel 

 

 
 

 
iQCX Case Study: Colpitts World Travel © Cornerstone Information Systems Page 4 

KEY BENEFITS 

 

 Consolidated technology globally from five systems to one system 

 Gained an immediate response to customer demands 

 Increased auto ticketing from 10% to 50% 

 Enhanced reputation as a company that embraces and utilizes new technology 

 

 

 

About iQCX 
 

iQCX is a web-based reservation management platform that automates manual tasks 

and processes, issue tickets, deliver itineraries and produces travel program 

reporting and analysis. 

 


