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ABHISHEK LAW

Kolkata, December 11 

Businesses, especially, small and

medium enterprises (SMEs), are

moving into a remote working

environment with the cost of

communications coming down.

Adoption of cloud technologies

has increased and the concept of

‘home-office’ has led to changed

investment patterns across

organisations, says Vishal

Agrawal, Managing Director,

India and SAARC, Avaya India. 

The company, he says, is ready

with both hardware and

software solutions to cater to this

“Covid-19-induced new normal”.

India continues to be amongst

the top 10 markets globally for

Avaya. In an interaction with

BusinessLine, Agrawal talks about

the India business, adoption of

new technologies post Covid-19,

and cost of communication

infrastructure, among others.

Edited excerpts: 

How big is India for you as a

market? 

Lot of investments will happen
in  India  in  the  digital  trans
formation  space  over  the  next

two to three years. While we do
not  share  countryspecifi��c
turnover, India is a strategically
important  market  for  us  and
amongst  the  top  10  markets
globally.

In  terms  of  outlook,  we  be
lieve  that  we  are  poised  for
doubledigit  growth  for  Avaya
here for the current fi��scal that
began October 1. We see increas
ing  demand  for  our  cloud
based  communication  solu
tions across both larger organ
isations and small and medium
businesses (SMBs). Avaya is also
investing  in  hiring  people,  to
wards  channel  growth  and
bringing  in  products  relevant
to the Indian market.

Are organisations willing to

make new investments in

communications?

As  the  Covid19  situation  gets

stabilised,  a  hybrid  work  cul
ture is evolving in offi��ces. Some
people  will  work  from  offi��ces,
some  will  work  from  homes.
Work from anywhere will be the
new  normal.  Online  onboard
ing  of  new  employees  is  hap
pening.  That  would  mean  or
ganisations will have to ensure
that there is seamless commu
nication  between  employees,
wherever  they  are  located.
There  will  be  a  lot  of  invest
ments  and  products  coming
in around homeoffi��ces
with  video  equip
ment  devices  and
technology  will
move to cloud. 

Moreover,  with
the centre relaxing
rules for ITeS it will
help create jobs in
small  towns
in India. In

the SMBs, digital adoption will
increase. From EPABX machines
to  other  communication
devices  and  digital  platforms,
these  businesses  are  already
opting  for  seamless
communication  solu
tions. Pilots across dif
ferent  organisations
are  already  being  car
ried out. A lot of solu
tions will come around the data
processing and security part.

Earlier,  communication  in
frastructure was heavy on

investments, but now it
will  move  to  con
sumerisation, thereby
being  a  costeff��ective
model.  In  terms  of
cost,  communica
tion  will  become

more  aff��ord

able  as  consumerisation  takes
place.  Days  of  building  mega
boardrooms  or  having  mul
tiple  videowalls  in  offi��ces  will
change,  primarily  across  large

organisations.  I  per
sonally  believe  con
sumers  will  look  for
optimum  value  and
outcome.  In  fact,  out
come loyalty will gain

traction rather than people pre
ferring brands.

So will customer-

engagement patterns

change? 

Voice  will  always  remain  crit
ical.  But,  it  will  get  enriched
with  videocalling.  Voice  will
come  at  a  premium.  Engage
ments  will  be  through  voice
bots or chatbots and such arti
fi��cial  intelligence  will  come
into play. 

There  could  be  more  ma
chine to human interactions in
segments  like  the  service  in
dustry, for insurance premium

renewals, for fl��ight and hotel
bookings,  and  so  on.  Many
SMBs, which previously sold
through  human  interac

tions, will look to adopt digital
channels.

With increasing adoption of

cloud technologies and

software-based

communication solutions,

how is Avaya – once a

pureplay hardware maker –

changing its offerings? 

As an organisation we have re
mained neutral. We can provide
any  solution  in  a  multicloud
setup. What is working well for
us,  we  constantly  innovated
and  collaborated  even  with
startups to bring in new solu
tions. We have made the trans
ition  and  our  solutions  can
pretty much work with any soft
ware  or  cloud  system.  Yes,  we
still  do  sell  hardware  servers
and  gateways.  However,  the
software runs on hardware, and
the latter, that include devices,
will  remain  intact.  Rather,
devices  will  be  highend  to
provide communication exper
ience to users. It will be some
thing  like  mobile  phones.  As
technology improved from 2G
to 4G, people started upgrading
to smartphones. 

‘Avaya is poised for double-digit growth this fiscal’
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Mumbai, December 11

Margins for online travel oper
ators  (OTAs)  have  come  down
by 30 per cent as they have had
to  off��er  discounts,  cashbacks
and  fl��exible  travel  booking  to
overcome the slump in tourism
due to the pandemic.

In order to attract customers
to  travel,  industry  players  like
EaseMyTrip,  ClearTrip,  Make
MyTrip,  SOTC,  ixigo,  and
Thomas  Cook  among  others
have  had  to  off��er  discounts  as
much  as  5060  per  cent.  Even
hotels  like  ITC  Hotels  have
launched  a  ‘100  per  cent  back’
campaign. Players  like Thomas
Cook, which focus on complete
packages,  have  had  to  partner
with key domestic carriers and
hotels for deals.

“Our teams have been able to
contract  discounted  rates
across  key  partners  and  we’ve

been able to pass on the benefi��t
to customers to give fi��llip to de
mand    with  attractive  value
addons and discounts ranging
from  1020  per  cent  as  com
pared  to  last  year,”  said  Rajeev
Kale, President & Country Head
– Holidays,  MICE,  Visa,  Thomas
Cook (India) Ltd.

Along with this, it has negoti
ated  special  fl��ightinclusive
deals with the added benefi��t of
fl��exibility  of  date  changes  and
this  is  seeing  a  very  encour
aging uptick. 

Yet, it hasn’t been able to use
its inventory more than 65 per
cent. 

In  the  airline  segment,  Both
ClearTrip  and  EaseMyTrip  said
that  the  travel  industry’s  mar
gins or commissions are driven
by volumes. ClearTrip’s Head of
Corporate Strategy Aditya Agar
wal said that “20 per cent of the
margins are linked to volumes

which  have  nosedived  this
fi��scal. 

India is anyway a low cost car
rier driven market, so margins
are slimmer anyway, this along
with lower volumes is a double
whammy  for  the  industry
players.”

Volume-driven industry
Currently,  for  MakeMyTrip  and
Cleartrip hotel bookings for the
Christmas and New Year period
stand  at  onethird  during  the
same  period  last  year.  As  state

wise  travel  regulations  con
tinue  to  evolve,  travellers  are
willing  to  wait  it  out  and  fi��rm
up  their  bookings  within  a
week  or  less  from  the  travel
date. The hotel segment is any
ways  deep  discounting  driven,
according to Agarwal. A Mckin
sey  report  on  the  travel  in
dustry in September explained
that the OTAs have highly vari
able  cost  structures,  which  al
low them to respond quickly to
market  downturns  and  pre
serve  profi��tability  better  than

other industries. However,  it  is
a known fact that the travel in
dustry is a volumedriven, mar
gin led industry. 

While  they  can  control  the
costs  of  marketing,  it  cannot
control the volumes because on
a yearonyear  basis  according
to  industry  data,  travel  has  re
covered only 2530 per cent.

EaseMyTrip’s  cofounder  and
CEO, Nishant  Pitti,  explained
that  the  OTA,  usually  has  two
types of models: Contract based
model  for  fi��ve  stars,  where  up
front  inventory  is  purchased,
and  a  commissionbased
model.

In  both  these  segments,  Pit
ti’s OTA has had to off��er higher
value  to  the  hotel  players.  For
some  hotels,  EaseMyTrip  has
had to purchase an advance de
posit for a hefty amount. 

“We  have  given  an  advance
deposit for ₹��50 lakh or crore in
stead  of  purchasing  inventory
from  the  hotels.  This  gives  us
the ability to utilise the invent
ory at our convenience, and we

get  a  better  discount  from  ho
tels.”  In  the  fl��atprice  model,
which  usually  applied  to  stan
dalone  hotels,  EaseMyTrip  has
been  able  to  get  the  “the  base
hotel  prices  at  a  30  per  cent
lower  rate  to  us,  compared  to
last  year.  This  discount  can  be
passed on to the customers,” he
explained.

McKinsey’s report
McKinsey’s  report  said  that  in
the future, OTAs might consider
moves  across  the  value  chain.
“Suppliers  have  long  been
working to limit their depend
ency  on  the  desirable  volumes
OTAs  provide  a  gateway  to.  In
this  new  world  order,  though,
OTAs might be stretching their
thinking in fi��nding ways to se
cure  room  inventory  (or  air
plane  seats  and  cars,  for  that
matter). Eff��ectively splitting the
commission,  independent
hotel  owners  might  also  get
better  returns  from  using  an
OTA  brand  for  their  hotel, ”
McKinsey’s report stated.

As travel regulations continue to evolve, travellers are willing to

wait it out BLOOMBERG

Margins of online travel operators plunge
To woo customers amidst the pandemic,

players forced to offer discounts, cashbacks

Clovia raises $4 million
New Delhi, December 11

Lingerie brand Clovia on

Friday said it has raised $4

million in funding from

Golden Birch Investments,

SheCapital Venture Fund and

other investors. The

proceeds from pre-Series C

round will continue to fuel

Clovia’s growth in the

coming year, according to a

statement. PTI

ZY
“Lot of investments will happen in

India in the digital transformation

space over the next two to three

years.” 

VISHAL AGRAWAL,
MD, India and SAARC, Avaya India
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To Buy/Sell Chennai posh Residenti-
al, Commercial, IT Park, School, In-
dustries, Hotel, Resorts, (Genuine Pro-
perty Consultant Ltd, 8939934344/
8925167527.
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RAJESH KURUP

Mumbai, December 11

The  Department  of  Telecom
munications (DoT) has exten
ded  the  validity  of  State
owned Bharat Sanchar Nigam
Ltd’s  (BSNL)  Unifi��ed  Access
Service  Licence  (UASL)  by  an
other  20  years,  enabling  the
telecom operator to continue
off��ering  services  across  the
country.

The  licence  was  granted
with retrospective eff��ect from
February  29,  2020.  Following
the  issuance  of  the  licence,
BSNL  will  be  able  to  provide
mobile (2G, 3G and 4G), fi��xed
line,  satellite  and  other  com
munication  services,  sources
close to the development said.

Earlier  on  December  6,
sources had told BusinessLine
that  the  public  service  unit
was  expecting  the  govern
ment  to  extend  its  licence
within a week of submitting a
Performance Bank Guarantee
(PBG)  of  ₹��250  crore  for  the
UASL. 

BSNL  had  issued  the  PBG
earlier  this  week,  and  as  per
expectations the order grant
ing  the  extension  was  issued
on  Thursday,  one  of  the
sources said.

Under  the  licensing  agree
ment, BSNL can also continue
to provide National Long Dis
tance, International Long Dis
tance, verysmallaperture ter
minal  (VSat)  and  the  Public
Mobile  Radio  Trunking  Ser
vices  services  among  others.
The  public  sector  unit  had
been using 900 MHz and 1800

MHz  spectrum,  and  had
sought the same bands across
all its circles.

While  the  frequency  alloc
ated  could  not  be  immedi
ately  confi��rmed,  sources  said
that  BSNL  is  believed  to  have
been given permission to use
the same bands.

BSNL’s  licence,  which  was
awarded in 2000 for a 20year
period  and  got  Government
approvals  for  rolling  out  of
services  in 2002, had expired
in  February  this  year.  While
the  operator  continued  to
provided services without a li
cence,  it  was  seeking  an  im
mediate  extension  of  licence
for another two years. 

Demand for 4G 
However, BSNL is yet to be al
located 4G spectrum, without
which  the  PSU  would  fi��nd  it
diffi��cult  to  off��er  quality  ser
vices  and  retain  highvalue
customers.  The  Stateowned
fi��rm  is  already  four  years  be
hind  private  operators  in  of
fering these services.

BSNL  offi��cials,  who  had  a
meeting  with  Telecom  Minis
ter  Ravi  Shankar  Prasad  on
November  27,  are  also  slated
to  meet  Home  Minister  Amit
Shah to apprise him of the im
portance  of  4G  in  the  revival
of  the  beleaguered  telecom
company. 

Amit  Shah  is  the  head  of  a
sevenmember Group of Min
isters constituted to fasttrack
and oversee the implementa
tion  of  revival  plans  of  both
BSNL and MTNL.

BSNL’s telecom licence
extended for 20 years
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