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Carlson Wagonlit has now 
been in India for over 12 
years. How has been your 
journey so far and what 
were the major challenges 
that you have faced? Is India 
any different from other 
parts of Asia? 

 

 
 
 
 
 

Ms Geeta Jain is the Chief Executive Officer for Carlson Wagonlit Travel India. Based 

in India, Ms Jain is a member of the CWT Regional Leadership team and has had  a 

highly successful career of over 18 years with diverse experience in General 

Management, Client Management, Operations, Finance, Analytics and Consulting. 

Ms Jain was Director, Global Business Travel at American Express and was a member 

of the Country Executive Team for American Express - a strategic role representing 

Travel across business. Ms Jain has taken up multiple roles, taking increasingly senior 

positions across businesses and functions over the span of 14 years with American 

Express. She has valuable experience of working in different geographies in her 

Strategic Consulting role with American Express from February 1998 till December 

2002. Prior to American Express, Ms Jain worked with a leading Financial Institution 

in India (The IFCI Ltd.) from 1994 till early 1998. She is a graduate in Political Science 

and has done her MBA from Indian Institute of Management- Ahmedabad 

  

CWT first entered India through a strategic partnership with a local player, Ind Travels, 
which became an associate for CWT in 1995. In 2000, CWT took a 50% stake in Ind Travels 
and increased it to 100% in 2008 and renamed it as Carlson Wagonlit India Pvt. Ltd. So it’s 
been a long journey for CWT in India. Speaking of the last 12 years, we have experienced 
exponential growth, which can partly also be attributed to the travel industry’s evolution in 
India. From 2003 onwards, CWT has had a Compounded Annual Growth rate (CAGR) of 
21%. We have had the benefit of doing business with a lot of our global clients in India and 
have also built healthy inroads in the local client base as well. We have a strong healthy 
mix of Global and local clients in India of 50-50% and are currently the market leaders. So 
it’s been a happy journey for us but having said that, we are not getting complacent and 
are looking at a similar exponential growth pattern over the next decade. 

Travel industry in India as well as globally is a very dynamic industry with a lot of pressure 
on the margins. While the Travel industry in Asia as a region is still not as mature as 
Americas and Europe especially in India we find that it is a very price sensitive market. So in 
an industry where the margins are always under pressure, price sensitivity plays a 
significant role. Besides, India is also known for its high touch servicing environment.  
CWT’s success has therefore been driven by providing best-in-class services and strong 
relationships with the clients on one hand and bringing efficiencies to keep the costs down 
on the other.  

 

 

Corporate leadership in 
India is male dominated, 
with only a handful of 
exceptions. How do you feel 
about being that exception?  

 

 

Honestly speaking, being in the top job always feels good though it comes with 
greater responsibilities. I know that statistically speaking, there are fewer women in 
the top jobs, but personally, I have never felt any reason why I, as a woman could not 
have grown in my career and not achieve what I have achieved. I can say that in my 
18 years long career, I have got equal opportunities as my male colleagues and have 
got the best exposure. Having spent more than 14 years in a global organization like 
American Express, I got tremendous exposure and while you do have to prove your 
merit, if the organization believes in you, they give you the right opportunities. As an 
individual, I have never felt any difference in terms of gender. This might also be due 
to the fact that I grew up in a middle class family as the youngest of 4 siblings (2 girls 
and 2 boys) and our parents had absolutely similar expectations from all of us when 
it came to academic performance and careers. So largely I have my family to thank 
for my outlook and attitude. 

In fact, my leader who is based in Singapore is a female and there are many other 
females as well in CWT Regional leadership team. So I feel that lesser number of 
women in the top jobs might also be because of their own priorities and outlook.  



 

 
 
Is the travel industry any 
different from other 
Industries in terms of 
employment opportunities 
for women? How many of 
your direct reports or their 
one-downs are females? 
Does Carlson Wagonlit have 
any specific hiring guidelines 
to encourage gender 
diversity during recruitment 
processes?  

 
 
 
 
 
 
Does the Travel Industry 
face any significant people 
related challenges in terms 
of talent availability, training 
& attrition? How does your 
company manage these 
challenges?  
 

 

I am an MBA by background and I consider myself a generalist with a single objective 
that any role that I take up, I should be able to make a difference for the organization 
and learn and grow as an individual. I have all throughout my career taken up new 
roles in unfamiliar territories and that has been my mantra of gaining confidence 
trying out newer things and challenging myself. I have moved to different locations, 
explored different functions with different skill sets throughout my career, and not 
being a technical expert in any area, I had the options of getting into any role where 
with my people management, interpersonal skills and situation management skills, I 
had the ability to perform. 

I saw a lot of value in the flexibility of opening myself up to new environments and 
also the fact that I have never looked at growth only in one vertical. I have moved 
different verticals even at same levels at times to gain new skill sets and this is 
something that not many people see value in but for me, it has been a great value 
addition. In addition to that, more than anything else, I believe that a leader’s 
credibility makes him/her succeed and I have been fortunate that I enjoy a lot of 
credibility with my work group. 

What has been your 
Management Mantra over 
the years? 

 

Historically, Travel and Hospitality industry has seen a predominance of women and 

even globally, more than 50% of the people employed in this sector are women. The 

recruitment patterns today however, are changing with roles becoming gender 

neutral and everything becoming more technology oriented. At CWT India, we have 

over 27% females in our global leadership team and 32% overall and although these 

are decent figures, we have a task cut out for us and are striving to improve these 

numbers.  

At CWT, there is no written rule around recruiting more females; however we are 

driven by the 6 core values within CWT, one of which is having a diverse workplace. 

As such, all our decisions centre on providing an equal opportunity environment. We 

are an equal opportunity employer and ensure that women candidates are not at a 

disadvantage. We do provide flexibility in our workforce, but at the moment are not 

making any policies that give any additional advantages to women. 

 

Travel is a very specialized industry and traditionally you would find that people, who 

join this industry, stay on in this industry because it becomes an area of 

specialization. Although now it is becoming more generic with technology playing an 

important role, there is still a need for intensive training not only on tools and 

processes but also the soft skills since travel is a very personal experience and needs 

to be handled appropriately. The good thing is that while we know that India is a high 

attrition market across all sectors, CWT India has managed to keep the attrition 

levels at a healthy 26-27%.  

  
 
 
 
 
 
 

 

 

 

 

 



 

 

 

 

 

 

  

  

  

 

 

 

 

 

 

  

 

 

 

 
The financial crises at Air India and Kingfisher and the resultant impact on their 
operations have caused some disturbance in the demand and supply. While capacity has 
not been a serious issue thus far as the other carriers have been adding capacity to take 
care of the client needs, there is still a direct or indirect impact on the ticket prices which 
does impact the overall demand.  

The Airline Industry is 
seeing turbulent times 
recently with Kingfisher 
and Air India in the news 
for all the wrong 
reasons. Does this 
impact Travel Agents or 
do travel volumes just 
shift to other airlines 
and not impact much?  

 

 
We are a very employee focussed organization and lay great emphasis on employee 

development and talent management activities. These are things, which I believe, help 

professionals more than that additional 5% hike on your paycheque.  

We at CWT India do a lot of employee development activities even at the entry level 

even though many companies do them only for the senior management. We identify 

high performers and put them through development centres so that each of them has a 

specific development plan. These are some of our practices that help keep attrition 

levels manageable. 

 
 
The Indian economy is 
now slowing down with 
growth rates falling off 
sharply. Has this 
impacted your business 
in India? 

                                                                                                                                                                

There are signs of slow down in the economy and while the growth rate in India has 

indeed slowed down, the situation is not that of negative growth. One thing that has 

helped CWT India in the past and even now is our healthy mix of global and national 

accounts. At CWT, we have seen a healthy 8-10% growth in our business this year 

largely driven by our ability to retain our business through excellent services, 

providing value add services and gaining efficiencies in our business model.  

 

 

 

 

 

As you deal with several 
companies across 
industries, do you see 
some sectors being 
more impacted than 
others?  

 

 
 
You find that there are necessary expenses for Corporates and there are 

Discretionary expenses. Wherever there are discretionary services that a company is 

providing, the business model will always have more impact during slowdown. So 

Travel, Consulting and IT are some of the sectors where you have a higher 

discretionary spend and therefore are the ones that are impacted more during 

slowdown. 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

In a price sensitive 

market like India, do you 

feel that it is limiting for 

players like you to come 

up with innovations and 

better services?  

 

 

 

                                                    

 
 
Price Sensitivity is a definite challenge and it is more difficult for us to sell Value added 

services in a price sensitive market like India compared to the more matured markets. 

But if we do not invest in providing better services to our clients simply because of 

price sensitivity, we would just be commoditizing our services. So to that extent we do 

understand that it’s an investment to differentiate ourselves and it definitely pays off. 

As a travel management company, we take pride in providing our customers with 

services and products that no other TMC provides; so it becomes our unique value 

proposition. More importantly, we are a global player and our customers expect the 

same level of services and products in all parts of the world.  

 

                                                                                                                                                             

We have recently released our Global Travel forecast for 2013 and have observed that 

the industry continues to steadily move upwards and prices in 2013 are expected to 

stabilize in most regions including APAC. If we look at the prices of the airlines, we 

forecast that there would be an increase of around 2.5% in the APAC region. Hotel 

rates would rise by 3.5% and car rentals by 5.9%. Having said that, we are also 

projecting that there shall be an increase in the meetings and events of Corporates by 

6%. So although the rate of growth is still healthy, it is declining. The strategy that we 

have been following globally is of making sure that we have higher value added 

services for our clients and move away from the air centric model. We are doing a lot 

more for our clients and would like to project it appropriately. Recently we received a 

Global Business Travel Award for the best new product innovation, which is called CWT 

To Go. 

CWT To Go is a mobile application that every Smartphone can launch. It can store all 

your travel information, schedules and more importantly, provide Real time 

information of your travel locations or airports. This product has been received very 

well by our clients. Now was this product a necessity? Absolutely not, but it is 

something which as a TMC we would want to go out and do for our customers. The 

strategy is therefore to go beyond just the basic air and hotel services and making sure 

our clients get a package deal with a delightful experience. We aim to be not just the 

most optimum TMC in terms of travel spend for the clients, but also for the travellers 

and provide them with a truly delightful experience. 

 
 
 
 
 
 
 
 
“The views expressed in this document are the author's own and do not represent those 
of Executive Access India Private limited”. 
 

 

 

 

How do you see the 

global travel industry 

shaping up in the next 

24 months? Do you 

foresee some major 

changes in terms of 

regulations or overall 

strategy of players in 

this sector? 

 

 

 



 

 

 

 

 

 

ABOUT EXECUTIVE ACCESS 
Executive Access India was setup in 1995 and is today one of the most prominent global executive 

search firms in India. We cover 9 industry practices and have till date executed more than 1500 

search mandates at leadership levels. Our client list is a health mix of Fortune 500 companies as well 

as most respected Indian corporates. Although a firm with global capability and coverage we are still 

boutique at heart because we understand the need to be nimble and innovative.  

Our core strength is undoubtedly our knowledge base and a team of efficient and experienced 

consultants with in-depth understanding of their chosen sectors. We are the pioneers of the 

“Accountability Clause” in the Indian retained search and have always striven to align our business 

model with the needs of our clients. 

  

Our services include the following 

 
• Executive Search 
 
• Leadership and Board Consulting           
 
• Executive Intelligence 
 
• Capital Introduction Services  

 

 

 

 
For queries please contact: info@executiveaccess.co.in 
 
Executive Access (India) Private Limited,  
Unit 6, D2, 3rd Floor, Southern Park,  
Saket District Centre,  
Saket, New Delhi: 110 017.  
Phone No: +91-11-40511200,  
Email: delhi@executiveaccess.co.in, www.executiveaccess.co.in 

 


