


1

2

3

4

5

What differentiates WHL in the online travel 
booking space? 
In many respects WHL is doing the same job as exist-
ing giants in the industry such as Expedia, Travelocity,
Orbitz or Hostelworld. However, there is one critical dif-
ference- WHL has local people on the ground in every
destination serviced, and the others don’t.  

Lonely Planet, who are now an
affiliate partner of WHL, estimated
this year that of the 6,000 accom-
modation providers they recom-
mend around the world in their
travel guides, 47% could not be
booked on-line. And most of these
are in the developing world, and

almost all are small and medium scale operators. 
In WHL’s case, the local owners/operators of the

booking business (WHL’s franchisees) collect, load
and maintain the content and act as the interface
between travellers and the local accommodation and
tour providers.

Doesn’t the extra intermediary (i.e. the local
owner operator), just add cost? How can both the
franchisee and WHL make money? 
To work, this extra layer of cost has to be low, and it also
has to represent value to the key players—the fran-
chisees. A key to our success then, is in finding existing
profitable local tour companies to own and operate the
franchises, working for relatively low commissions on
accommodation bookings. For these tour companies,
being part of WHL offers an exciting new channel to
market to independent travellers. The franchisees make
money from the commissions they charge on bookings
and they also sell value-added services such as tours,
transport, services to travellers, etc. on which they make
bigger margins.

What progress has been made in rolling out WHL? 
Since beginning commercial sales just a year ago we
now have over 80 destinations sold and a further 20
or so in discussion. We’ve also been helped by the fact
that Lonely Planet signed up as an affiliate marketing
partner in March this year. 

Several of your destination sites are benefiting
from IFC Technical Assistance and support from
other groups such as SNV, GTZ, and USAID etc.
How important is this to your business? 
It is critical! This year alone, around 40% of our sites
will have benefited from some level of support from
the IFC and others. Most of these sites are in very dif-
ficult regions where quite a lot of effort has been
required at the destination to introduce the whole idea
of the internet, online bookings and the independent
traveller market to the industry. 

The money and TA goes to supporting the local
travel service providers and the owners/operators of
the booking sites.      

Why a sustainable tourism approach? 
To our knowledge the WHL Caring for the Destina-
tion ratings are the first internet and traveller-driven
model out there for sustainable tourism. This would
not be so interesting were it not for the fact that other
approaches to getting sustainable tourism occurring,
especially at the SME level, have largely failed. The
norm till now has been the use of industry codes or
standards, with inspection or auditing by experts to
assess compliance. It hasn’t worked. 

WHL decided, as an internet company dealing with
SMEs, to try an eBay approach to this problem. There is
a lot of research to suggest that a sizeable number of trav-
ellers would prefer to use travel providers who support
the local environment and local communities. This opens
up an interesting marketing opportunity for suppliers
doing something which is positive for the local destina-
tion. We call this Caring for the Destinationand we
include this information on the web site of the provider.

Five questions for Len Cordiner, CEO of World Hotel-Link

Len Cordiner
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A recent report commissioned by UNDP
and prepared by the National Council of
Applied Economic Research, a think
tank in New Delhi, has warned that
India’s booming economic growth could
slow down if HIV/ AIDS continues to
spread unchecked.  

According to UNAIDS’ 2006 report of
the global AIDS epidemic, India has an
estimated 5.7 million people living with
HIV—more than any other country in the

world. India’s rate of infection is officially estimated
between 0.4 and 1.3%, but unofficial estimates place the
rate as high as 4% in Mumbai and Pune. Overall, more
than 80% of reported AIDS cases are due to unprotect-
ed heterosexual intercourse, and a significant proportion
of them are in women. 

In India, IFC engagement on AIDS is a gauge of
leadership from IFC and its clients. Our vision is to
show that private enterprises can be partners with the
government and NGOs to curb the epidemic. Along
with other players such as UNAIDS, India’s National
AIDS Control Organization (NACO), the Interna-
tional Labor Organization (ILO), the Confederation
of Indian Industry (CII), the Federation of Indian
Chambers of Commerce and Industry (FICCI), and
the World Bank, IFC is raising awareness about the
crucial role that the private sector can play in India to
address HIV/AIDS.

IFC Against AIDS is expanding its work in India by
providing strategic technical assistance. After evaluating
what could be done to bring value to IFC clients and
contribute to the national efforts to face the epidemic,
IFC Against AIDS launched a program in January
2005 aimed at raising the ability of clients to proac-
tively address HIV/AIDS in three possible areas: 

n Workplaces: By raising awareness about
HIV/AIDS and promoting prevention across
company operations, and by extending educa-
tion programs throughout their groups and to
supply chain partners. 

n Company clinical facilities: By training
medical and clinical staff on HIV/AIDS and
sexually transmitted infections (STIs), i.e.
modes of transmission, prevention (with a
special focus on universal precautions related
to HIV infection in clinical settings), basic
counseling skills, syndromic management of
STIs, opportunistic infections related to HIV
and anti-retroviral treatment therapies. 

n Their communities: By supporting and
scaling-up the awareness and prevention
efforts around their operations, particularly
among migrant workers and trucking com-
munities with whom companies interact. 

We consider our current program as a catalyst for
participation by larger corporates which are within
IFC’s area of influence. Our goal with this program is
to have a vast geographic area represented, as well as a
wide variety of sectors, to enhance the scope and
breadth of lessons learnt. 

IFC Against AIDS and IFC’s Corporate 
Citizenship Facility (CCF) are providing financial
support to clients of up to 50% of eligible costs for
projects, up to two years.

Sabine Durier is the Program Leader of ’IFC Against AIDS’. 
Email: sdurier@ifc.org

For more information please visit www.ifc.org/ifcagainstaids

India:
HIV/AIDS poses a serious threat to economic growth
by Sabine Durier

Sabine Durier, 
Program Leader

A notice board at a clinic run by the 
Ambuja Cement Group in India 
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What do you do if you are a small business in South-
east Europe and a client doesn’t pay you for goods or
services delivered? What if they are in breach of 
contract to provide you with services or goods?
Well, until about 3 years ago you only had two legal
options- either you took your complaint to a local
court and braced yourself for a long wait, or if waiting
wasn’t quite your cup of tea, you simply shrugged
your head, wrote off the loss and moved on.

Now with the introduction of a number of medi-
ation centers in the region, small businesses have a
third option to resolve their disputes- mediation
centers- which in most cases offer a quicker, cheaper
option for dispute resolution with mutually agreeable
outcomes for both parties. 

Mediation is a process in which a neutral third
party—the mediator—assists parties in an effort to
reach a mutually acceptable solution to a dispute.
The mediator uses a variety of skills and techniques to
help the parties reach agreement, but has no power to
make a decision. Because the agreement is negotiated,
it can often be more creative than a judgment
imposed by the court, allowing a greater probability of
a “win-win” solution. 

A solution that works…

Alternative Dispute resolution is part of IFC’s
overall program of investment and technical assis-
tance in the Southeast Europe region. IFC believes it
is an important factor in enhancing the business
enabling environment as it helps unlock capital and
improve access to finance, as well as reducing pressure
on the courts. In the past two years over 1600 cases
have been successfully mediated, freeing up about

€€12 million of commercial funds. Pilot projects
across the region, which were set up during
2004/2005, show an average success rate of 81%,
while also reducing time taken to resolve disputes from
an average of 466 days (time necessary to proceed a
case through the courts) to an average time of 2.4
hours through a mediation session. The speed of the
process continues to be one of the primary attractions
of mediation. 

Statistics from the mediation pilot projects 
in Southeast Europe

Number of cases Mediated 1920
Number of successful Mediations 1561
Success rate 81
Average time in court 
Doing Business Report 466 days
Average time in Mediation 2.4 hours

“The opening of the mediation centers in our country
is one of the most important elements in the reform of
our judiciary. Mediation centers provide a more efficient
and cheaper way of resolving commercial disputes while
at the same time cutting the back-log of cases we face in
our courts,” —Serbian Minister of Justice, 
Mr. Zoran Stojkovic

For businesses, mediation means quicker access to
blocked capital, fewer wasted resources, and a speedier
return to business as usual. For the government,
mediation is fast becoming a way in which backlogs
at the courts can be eased.

Mediation centers in the region are supported by
our donor partners the governments in Canada and
the Netherlands, as well as government, and legal
bodies in the host countries.

Southeast Europe:
Introducing a third way to resolve commercial disputes 

The recently opened Mediation Center in Belgrade, Serbia

Judicial reform has been identified as a major obstacle to pri-
vate sector development by the World Bank, the European
Union, and the country governments themselves. For SMEs
and entrepreneurship as a whole to flourish in Southeast
Europe(SE) there needs to be a conducive business environ-
ment where the rule of law is paramount. IFC has established
itself in that part of the world with a sustainable, bottom-up
approach to Private Sector Development.
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For more information about Alternative Dispute resolution and the IFC regional Facility , Private Enterprise Partnership for Southeast
Europe (PEP-SE)  go to www.ifc.org/pepse.



Vietnam:
Making it easier for entrepreneurs to set up 
and run a business
IFC and the World Bank’s Doing Business 2007
report listed Vietnam as one of East Asia’s top
reformers of business regulation, citing govern-
ment efforts on policies and regulations that
affected some of the key indicators on ease of
doing business.

But businesses in Vietnam register, operate, and are
regulated at the provincial level, where the local govern-
ment’s implementation of
reforms can be lax. In
many provinces, businesses
encounter cumbersome or
outdated regulation,
excessive licensing require-
ments, and arbitrary
inspections. All can cost
companies time and
money, deter investors,
deny job opportunities to
local communities, and
impede efforts to reduce
poverty.

With this in mind,
the IFC regional facility,
MPDF, launched a
provincial simplification program aimed at helping
local governments develop and implement effective
business reforms. In the pilot phase in Bac Ninh and
Binh Dinh Provinces,
MPDF is helping local
authorities streamline
the business startup pro-
cess. This includes regis-
tration, obtaining a tax
code, getting an official
company stamp, and
buying tax invoices.

IFC’s research shows
that current processes are indeed cumbersome.

On average, it takes a total of 126 detailed steps
over about 32 days to start a business in Bac Ninh.

While this is less than the Doing Business estimate of
51 days (an average for the capital, Hanoi), it is still
much longer than the six days for start up in nearby
Singapore or three days in Canada. 

In July this year, these findings were presented
to senior officials, along with a streamlined, ‘single-
door’ approach that could reduce start up to about
15 days. Additional reforms could reduce time

and start-up costs even
further.

The new process is
expected to bring a sig-
nificant rise in business
registrations. This in turn
will generate more tax
revenues for the province
and create more jobs,
accelerating the private
sector’s impact on pover-
ty reduction. 

As a direct result of the
Bac Ninh pilot, the Min-
istry of Planning and
Investment has asked
MPDF to provide techni-

cal assistance to a government taskforce that is respon-
sible for streamlining business registration nationwide.

IFC’s Executive Vice President, Lars Thunell, vis-
ited the project during
his trip to Vietnam in
August and said that IFC
was committed to foster-
ing improvements in
Vietnam’s business envi-
ronment. “Improving the
environment for doing
business is the key to
attracting both foreign and

domestic private sector investment.”
For more about the IFCÕs work in Vietnam, visit the regional 
facility site at www.mpdf.org

Participants at a Vietnam provincial 
simplification program

On average, it takes 

a total of 126 detailed

steps over about 

32 days to start a

business in Bac Ninh.
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St. Helena is a 39-square mile British dependent
territory located in the middle of the South Atlantic,
with fewer than 5,000 inhabitants. Between the early
1900s and the mid-1960s the island’s major industry
was growing flax, or hemp, which was used to make
ropes. Although there were ups and downs in the
industry, as world prices changed, it remained the
island’s largest employer, apart from the government.
In 1966 the whole industry suddenly closed down.
Legend has it that an official in the British Post

Office—which was a major buyer—decided to use syn-
thetic string thus killing off St. Helena’s flax industry. 

The truth is more interesting. In the mid-1960s
some of the flax mills were government-owned and
others were private. In 1965, after a government
review of wages, a decision was made to nearly double
the wages in the government mills. Wages were felt to
be too low for workers to live on adequately. The pri-
vate mills were not able to match these wage increases
and closed. Meanwhile, world prices for hemp continued
to fall, so the higher production costs of the government

owned mills meant that they were operating at a large loss.
Within a few months they too closed. 

The St. Helena Government then applied to the
British government—its colonial master—for emer-
gency help, to provide employment for all of the
former flax workers. The number of “development
aid” projects expanded dramatically. 

So, what can we learn from this? 

Lesson 1: government involvement in industries
which are price takers on world markets is risky, espe-
cially for the private sector. 

Lesson 2: investigating “received facts” can be
worthwhile.

Laurence Carteris Director of the IFC Small
and Medium Enterprise Department. Prior to join-
ing the IFC, Laurence worked for 10 years in
Botswana, Swaziland, Malawi and St. Helena. He is
a regular contributor to the World Bank PSD blog. 

Why St. Helena? Because it is one of the most
aid-dependent economies in the world. Because
there have been many attempts to develop the
island’s private sector and the aid business has not
always been good at learning from experience. If
we look closely, we are humbled by history. Above
all, because St. Helena is a wonderful place. Tap-
ping into the seam of stories about St. Helena gives
one a feeling similar to that which the geologist
who discovered Botswana’s first diamond mine in
1967 must have had—excitement at finding little
gems which can bring a lot of pleasure to people. 
For more about St. Helena go to:
http://www.sthelenatourism.com

And Finally...

A lesson from St. Helena
by Laurence Carter

Scenic view of St. Helena
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Outcomes is a quarterly newsletter published by the
Small and Medium Enterprises department of the Inter-
national Finance Corporation (IFC). The IFC is the private
sector arm of the World Bank group, set up with a mis-
sion to promote sustainable private sector investment
in developing and transition countries, helping to reduce
poverty and improve peopleÕs lives.
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