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Structure

At the top, Laxminarayan and Metzler managed in tandem as managing directors.
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At the top, Laxminarayan and Metzler managed in tandem as managing directors.
Laxminarayan oversaw trip operations on the ground and the sales and marketing, PR for the
company’s English-speaking markets (United States, United Kingdom, Australia), while Metzler
did the same for ET’s European customers. Corporate strategy, finance, and new destinations
were evenly split between them, with Laxminarayan in charge of South America and Metzler
responsible for Africa with their partner in Nairobi and Asia.

Structure

A In line with its horizontal management structure, at the second layer, seven functional
managers with an average age of 32 supervised a team and managed finance and accounts,
operations, marketing, customer management, and reservations.

To keep an international work environment, Laxminarayan and Metzler created an open
structure that allowed numerous opportunities for employee growth, which was not typical of an
w Indian work environment. Because of this philosophy, ET had not lost a person to another

company in the travel industry.

ET had a healthy and aggressive performance-linked bonus that was one of its big
drivers. Because the company believed that incentivized performance was a fragile way to keep
employees, it invested a lot of time in training and giving employees a sense of emotional
attachment to the company. This enabled ET to retain people at a time when attrition was the
biggest business challenge in India. ET’s turnover in the first five years was 15% to 20%, but
that number was reduced to just 5% in subsequent years.
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close to 100 people on four different continents and had booked more than 4,000 travelers
mainly from the United States, Germany, the United Kingdom, and Australia.

ET’s business model was based on: (1) thoroughly knowing its customers in order to
customize trips that met their expectations; (2) vertically integrating and controlling every aspect
of the trips; and (3) seamlessly executing all operations. This business model differentiated ET
from most travel companies that typically outsourced all activities involving clients after their
arrival at a destination. ET’s business model required that its employees be highly engaged with
customers and used extensive measurement and information systems to quickly identify
problems that could be remedied without delay.

Now, ET had the opportunity to further expand globally and offer customers a broader
choice of destinations for their customized vacations. This opportunity created a new decision for
Laxminarayan and Metzler to consider: Should ET continue to expand organically or should it
consider franchising in order to gain first-mover advantage in more countries faster? The two
entrepreneurs pondered the advantages and disadvantages of this decision.
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Genesis of the Idea

oSais
The birth of the idea for ET was somewhat of an accident and a surprise. At the end of Camdy  asdalslias Gt #

2003, while a student at INSEAD, Laxminarayan had visited India with several of his | T, pe PP

classmates. During their travels around South India, one student commented that his impression

of India turned out to be quite different from his mental picture of the country. Laxminarayan - — T -~ = =

recalled, “That set me wondering why there was a gap between the perception that outsiders bear o o

and what India can really be if promoted and presented in an excellent manner.” He wondered if
he was in the presence of a business opportunity.

oom

Wg3ss

oo 00l iald ol ot oolial S3 a5 sla Ll "™ an3E o5,y KIS 5l amy (@LS) (3o 5l BB 09580 7.5.6.3

ol "l L (6,108 STaal" G5 ye L o ee b oS bl | M eagn" 43S e g < "oldee" 43S gl

Dl g0 ool

BB Glol
Kahn-_p2.pdf ba
e Q pdf 015 a3l Kahnp3 (1).pdf \eiFF - 1FaP/e0/1F RnliotSAVE pdf D
fI7AGNASR6 pdf ()

5 pdf 034 el pdf 7742 1e:FL - 1F/20/1F tMJDobu7I5.pdf [5)

o L6 (513 Slyzil g oSS B

< pdf 033 63liuel pdf 59 L 1514 - Eap/e

o Jilb (718 Sl

<9 pdf o3b 3l pdf i VP - 1Far/0/1F UbhDnYeNvP.pdf ()

20

s



Golre and> ey wsaws 7.7
L g and> by o Cga (oolig cands Loy 8L LG 5l am g 09l (e 00ls ioled jleds ad 8o cand> loj plas! 51 L3
TS ey il S 5 00,8 Gl ) Slej sle a5 (SO > o) sl (gl 05l e o0l iuled and> o)LL

Sy,

Pod 2

» Strategic Marketing

» Find your niche and offer value better than th
competition

1
*
F
[

o L (5)liS Syl 5 oSS [
o ol (138 STyl

Gbes #

0 okl 5 Kahn-p2pdf 1

oo

BByl

35513 Ju6

Cumdy skl Slas

ands Gl ) 8l 4y

oeskFF ullS oladl &3 a3ile

L Gzl 1y 05 M0 1 s GUUS 3laj GaliBl a3 S 90 3 Sanyis UL @ 2 4553 O il sl e S y)lS

(C]

- oS glaj pljdl

21



oo plod gl oyl S 33 g 8

.\.wl) < sddlive J:LS gj)..)).w L.)"‘ ) uliS"“-’“) G»)L 9 uy‘s.u c‘ﬁ@ a IR lbl.o..: 6L@ uL?LuO‘

2ogS & laghs () coVlw () lolamin 39

OYlgus sasliio ozl saalio

OYlgus sasliie oZwl samlio

815 slas (gl l=ial

»518 )5 plis

Wi Fee - 1Fe¥ /e F/IA Ul:n.:i.al 69)21 Ul")
\WiPezes - 1FelfaF/IA cladal LU lo)
sy Fopgladal glaj Gae

3lad oAl

315 ropad

(F) S et (¥ ) OVlges slasai

£ olaa gsajl

\F FFee - IFal /R 1Y -olaa..l Eapi ls)
1B:eem0e = 1Fel/eF /Y pladal LU ls)
sy IF pladel gle) e

3,188 oAl

3,13 ‘0 ya)

Elo S pw 9

os.w ) w.: Gloleo 30 u.wé‘ (S O Ja.wy ),oL> JL> 09 ew)° @Lm

22



U«D{S 009}5' 10

.\.wl; ) ).:AJ U&A‘ Cond U"I )| Sl 00l 45‘)‘ ‘51 PN aslols 5o as @L&: Uw% uégﬁ‘ u&ﬁ‘

oS & lawhs [J coVlaw [J ol anio 98 i b3 pole olSisls) ol

> oS Condd

[~ (st o932) aan |

(0] Gilmgel OYlgw SGL

o

> elS Cuyiie

0

Lase

o S yrate 11
L S isled pos [ ialed Candg g S 53,8 Jlad yué [l o yls ol o8 Ceand ol 4o
aaless ools yisled 5 bemeiils (60,15 50 (IS Sl ol jo il (oS pags Jled alics il e K, 40 S5 Cdle [
S SUS M o il 43S (69, ol (BT jakate s 0gis ools ol sbiwl gl b

Co¥law [ lol amio 99 ( b3 pele alXiisly) alXdisls

0oMS Cuypae
Siaa
ey oulS ol <5,
2 b st 53 asigelstS o o oS Camnsd
il 3 RS O amals y gl et o
i T
S © ey O
4zl g plBd Coades
I 3 Gl s T’I n Jac 30,5 sl o 1 09,8 a5 1000004876_1162012 ;s 2

lles J155) ualicnsly, I

1 i09)5 a5 1000004876_3442114 ;30,3 2

LS 39551
O ilnzal ©Ylgm SGL
© Laws

23



3)

£

Oy 12
D18 0925 (3Pt (Seie Ao (YL K, Sk g yo

3325 sy ol By 31l b S Sl sl (5,155, 1y o 42 3L sl S WIS (oo (30 o 4o Sl

1.74MB
3

S5l

Db (oo pdy Sl ddgy Bi> 5 il g

il ooy el 5 b Ay o BB ol &b g ond 55,0 LB iales oISl

e oo Ba>ole ) jlam Joss Ggo 4 BB wgis solatul ailelu jo 00l 5,155 ,L LB 5l 4SS 90 o

diigy Ol | e B () e L 155k

b ulige— ©

DT &b
—
©ew

gy (3 olelanio 88 S eole olSiils

ot azs: ()
Bl pta )
PALIFe-ta jasis
an g [
PAf.AFer-1a ja5la
ose3 5 sl L G

Pdf.AFer-la ja5ls



