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› Travel Tech intermediaries
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Global distribution systems (GDSs)

GDSs aggregate content from  travel service providers and 
other sources and provide technology solutions to both 
travel providers and travel sellers to make their 
distribution more efficient.

Online Travel agents

Online  consumer-facing platforms distributing travel 
services to travelers (“OTAs”)

Metasearch engines 

Facilitate the choice of consumers by displaying travel options 
and directing them to supplier and OTA websites and apps to 
book their travel. 

Travel Management Companies

Travel agents that fully manage the business travel 
requirements for individuals, companies, and organizations 
(“TMCs”).



› What can digital travel intermediaries bring to 
European Passengers when they travel? 

• Eu travel tech members are independent intermediaries, unaffiliated with any transport 
operator. As such, they have no control over the direct operation of transport services: 
we cannot make trains arrive on time even if we want to! 

• However, their role is critical for passengers, and even more so for multimodal travel:
 By definition, multiple transport operators are involved in a multimodal journey.
 Therefore, none of them is in a position to assist the passengers throughout their travel, from

journey planning to post-journey issues.

 Travel intermediaries could be the single point of contact for passengers throughout
their (often multimodal) trips. They are able to offer familiar interfaces and customer
service options in travellers’ native language, wherever they are travelling. This is not
the case for most transport operators.

 But they can perform this key information role only within the right EU policy
framework, ensuring they get access to the relevant data from the transport operators.





› Case study: a family under the Tuscan sun! 

• Emmanuel and Marie have 2 
daughters, Joséphine (5) and Agathe 
(2). They live in Brussels and want to 
visit Tuscany for their summer 
holidays. They are environmentally 
conscious and would like to 
optimise their journey, limiting CO2 
emissions as much as possible. 

• They are therefore considering 
booking an air-rail trip, going from 
Brussels to Florence by combining 
different modes of transport. 



› Before the trip

Emmanuel and Marie are first looking for their 
travel options. 

Travel intermediaries can “help both 
passengers and/or other intermediaries 
compare different travel options, choices and 
prices, and can facilitate the sale and re-sale of 
mobility products from different operators, 
whether they are private or public, within one 
mode or across modes”* 

On OTA platforms, Emmanuel and Marie could:

 Compare and combine offers from different 
modes of transport.

 get access to all relevant precontractual 
information : schedules, connection times, 
fares but also ancillary services and CO2 
emissions information

*MDMS Inception impact assessment roadmap



› Before the trip

Emmanuel and Marie need a lot of information 
before being able to make their choice, such as: 

• Air segment: possibility for the baby 
equipment to be transported and for the 
whole family to be seated together without 
additional costs (or for which additional 
costs?)

• Connection times and existence of a 
convenient transfer option between the 
airport and the rail station

Such information is currently too often missing
on travel intermediaries platforms as relevant 
data is purposefully not shared by transport 
operators or not shared under FRAND terms.

 Building such a multimodal journey can 
prove very cumbersome!  



› Multimodal Digital Mobility Services Initiative

“The deployment of multimodal 
mobility services can provide the user 

with a more seamless travel experience 
through more and better information 

on travel options and facilitated 
booking/ticketing” 

European Commission, MDMS IIA, 2021

Initiative announced in the Sustainable and Smart
Mobility Roadmap in 2020

• Will aim at facilitating comparison and
combination of available travel options through
journey planning and ticketing intermediaries

• Will cover all modes of transport: local public
transport, rail, road, air.

Status: impact assessment ongoing, legislative
proposal in Q1 2023





›
Case study: Brussels - Graz

Multimodal trip: 
Brussels – Vienna (air) 
Vienna – Graz (rail)

Price: EUR 76 (61 air + rail)
Duration: 6:00 h 
Emissions: 119 kg CO2 (107 + 12)

Single-mode trip: 
Brussels - Frankfurt (air)
Frankfurt – Graz (air)

Price: EUR 128
Duration: 4:30 h (+ transfer)
Emissions: 181 kg CO2 

• Highly visible
• Easily searchable, bookable, 

payable
• Indirect channels impacted by 

unfair practices (e.g. 
withholding cheapest options) 

• Invisible to travelers 
• Not easily searchable, 

comparable, bookable, payable 
• Lack of content access and 

unfair practices preventing fair 
competition and combination 
of modes

Multimodality in Europe – The Problem



› Impact of disintermediation strategies
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TSPs’ harmful practices Impact on consumers using MDMS

No fair intermodal or intramodal comparison

Diminished multimodal comparison and 
combination options

Reduced visibility for all offers

Reduced price transparency

Higher prices

Brand bidding / key word restrictions

Unsustainably low commission fees

Pricing /discount restrictions for independent 
channels

Surcharges for independent channels

Lower fares or ancillary services available only 
on direct distribution channels

Lack of access to real-time information 
(delays, disruptions)



› Making multimodal travel planning easier

1. Access to content of transport operators is the fundamental precondition for
multimodal platforms to be able to transparently distribute all modes of
transport and play their role as modal shift enablers.

2. Multimodal platforms must be enabled by law to distribute transport services
under “fair, reasonable and non-discriminatory (FRAND)” distribution
agreements providing a level playing field.

3. Such obligations and rights must be supported by a strong enforcement
framework: designated enforcement authorities, clear procedural framework.

The upcoming Regulation on Multimodal Digital Mobility Services offers a
unique opportunity to address current market challenges and facilitate fair
competition, increased consumer choice and more sustainable travel
options.



› During the trip

Emmanuel and Marie have booked 
their tickets and it is now time to leave. 
Before going to the airport, they would 
like to check that their trip will not 
suffer any disruption: 
- Confirmation that the flight/rail trip 

will not be cancelled (quite useful in 
COVID times)

- Existence of any delays or change in 
their travel information (change of 
terminal, platform). 

Such information is not always made 
available to travel intermediaries. 
Although it is available to some of 
them. 



› During the trip

Fortunately, the Rail Passenger Rights 
Regulation addresses the issue: ticket 
vendors have to inform their 
customers in case of disruption, an 
obligation supplemented by an 
obligation for rail operators to provide 
such real-time information to their 
ticket vendors.

Will get into force in 2023 

 Need for a similar obligation for all 
modes of transport. Passengers
should be treated equally wherever 
they book!           



› During the trip

Emmanuel and Marie have decided to opt for 
an air-rail journey, with a “self-transfer”: no 
connection guarantee, as opposed to through-
ticketing in rail or interlining in air. 

However, travel intermediaries are developing 
alternative solutions to allow their customers 
to get adequate assistance in case of a missed 
connection:

- In air, for “virtual” interlining (an 
intermediary builds a journey with two 
different flights, in order to offer the best 
possible fare to its customers), the 
intermediary can take liability for the 
connection through a “self-transfer 
guarantee”. 

- For air-rail journeys, there are already 
similar products.

 Journey continuation is a key issue for 
multimodal travel 



› After the trip 

Unfortunately, Emmanuel and Marie have 
seen their train being delayed on their way 
back, opening the possibility for them to get 
a compensation. 

COVID-19 has shown how difficult getting a 
refund or compensation from a TSP could 
be. It could even prove harder when you 
deal with multiple TSPs in multiple 
countries, with interfaces not always 
available in your own language. 

- In case of cancellations, refunds can be 
claimed through the intermediary. 

- Travel intermediaries can also assist 
passengers in their compensation claims, 
serving as a one stop shop for all claims 
related to a given journey.



› Travel – better protection for passenger and their 
rights

• As part of the Sustainable and Smart Mobility Roadmap, the 
Commission will review the passenger rights regulatory framework:

 Resilience to extensive travel disruptions (such as COVID)

o Refunds, insolvency protection

 Options for multimodal tickets

o Consistency between existing frameworks, journey 
continuation, information to passengers

 Better enforcement of passenger rights

https://ec.europa.eu/info/law/better-regulation/have-your-say/initiatives/13290-Travel-better-protection-for-passengers-and-their-rights_en


›

With multimodal itineraries involving by definition multiple operators, operating under different legal, 
technical and commercial conditions, implementing passenger rights will be challenging. 

In this context, travel intermediaries can fill a gap and be the one-stop-shop ensuring a seamless trip to 
the passengers and providing them with all relevant information regarding their rights, before, during and 
after the trip.

However, this is entirely dependent on such travel intermediaries getting access to the relevant data from 
transport services providers! 

Passenger rights and multimodal travel: the  role of 
intermediaries
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›
Traveller

Transport Operators

MDMSMDMSSearch

Comparison & combination

Fully transparent comparison
and combination of offers 
from all modes

Booking

Fully integrated booking, 
payment & ticketing on 
MDMS 

Updates

Real-time information on 
disruptions, delays

Provision of real-time 
information from TSP 
to MDMS 

Regulated content access 
for MDMS based on 
FRAND conditions

Multimodality in Europe: the vision
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