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TAANZ 
CHAIR-
MAN'S 

REPORT 
AUGUST 2018

CHAIRMAN'S REPORT

The last year has again been an eventful one for the travel industry, but generally speaking we 

enjoyed a strong trading environment, underpinned by a growing economy.

During the period, IATA reported that global airline passenger traffic increased by 7% and, 

locally, short-term departures were 2.9 million, also an increase of 7%. Inbound arrivals reached 

3.9 million, an increase of 4% and National BSP reflected growth of 7.5%, so all of these factors 

certainly align to a growing and thriving multi-billion dollar sector.   

TAANZ delivered a surplus of $103,000 in the past financial year, improving the net asset position 

on the balance sheet to $3,200,000 (an increase of $1,000,000 since 2006), meaning members 

are backed by a strong, financially stable association.

Membership numbers have remained relatively unchanged and as result of a careful risk 

mitigation policy, there were no defaults during the year, making it the fifth year in a row that this 

has been the case.

The TAANZ board of directors has continued to focus on providing strategic direction and good 

governance on stakeholder matters. There has been ongoing discussions with IATA, locally and 

globally via our membership of WTAAA, on PCI DSS compliance, the introduction of NewGenISS 

(Resolution 812) and the replacement of the TAANZ/IATA Agreement with a proposed TAANZ 

Joint Bank Guarantee.  

On the latter subject, I am very pleased to advise that the negotiation has been completed and 

agreement has been reached to implement, for a 3 year period from 1 January 2019, the TAANZ 

Joint Bank Guarantee as the replacement financial security with IATA, which will allow for an 

orderly transition and little impact on members.

In the year ahead, our goal, as always, is to be the clear voice of the Industry by taking a leadership 

position based on Advocacy, Compliance, Recognition, Education and Protection, to demonstrate 

how we offer A Higher Standard. As well, emphasis on the promotion and awareness of the value 

of a TAANZ Member to the consumer will be high on the agenda.   
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An immediate priority is to oversee, in conjunction with IATA, the implementation of NewGenISS 

in the first quarter of 2019, to ensure members are fully aware of the options open to them.

On behalf of your board, I thank you for your ongoing support and commitment, it is very much 

appreciated. We understand and respect that we represent all members and do so with your best 

interests in mind.

I’d also like to extend my special thanks to the board of directors; Andrew and Darlya at the 

Secretariat; Tom and Mary at the Bonding Authority and our lawyer, Andy Marshall, for their 

efforts and support over the last 12 months.

 

Kind Regards

Andrew Bowman 

President



TAANZ ANNUAL REPORT 2018 07

CEO'S 
REPORT

CEO'S REPORT

This last 12 months has been another incredibly busy time for TAANZ. The Board has continued 

to drive TAANZ reputation as the peak industry body for travel agents. As your Chief Executive,  

I take great pride in reporting on what we did and what we’re doing to ensure we remain relevant 

to you.

The Board has put a lot of effort into clarifying our Value Proposition – the 4 pillars of our value to 

members - and finding the right words and actions to demonstrate this

PROTECTION – the two TAANZ funding mechanisms that operate to ensure adequate protection 

in the event of the defalcation of a TAANZ member. The funds are unique to TAANZ and by 

extension serve to protect the interests of the customer and the wider industry reputation. 

EDUCATION – TAANZ accreditation recognises a broad base of education and qualifications for 

its members. We lead the sector with our ITO Service IQ in helping to arrange and implement 

training strategies for members. We continue to educate members on the value and benefit of 

using the TAANZ brand in their day to day business.

RECOGNITION – our flagship event, the National Travel Industry Awards recognises and 

rewards excellence across the sector helping travel agents elevate standards and enhance their 

professional reputation.

COMPLIANCE – through our Bonding Authority services we help members meet and maintain 

compliance with our financial requirements. In a self – regulating industry, TAANZ is the peak 

body responsible for setting and maintaining standards for its membership and so by extension 

the consumer.

WHAT WE DID
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A value proposition cannot exist in a vacuum. There has been no better way to understand what 

you value than speaking with members in the informal setting of the ‘town –hall’. These meetings 

have thrown up some value add innovations. In Wellington we took on board that there may 

be an opportunity to recognise the depth of the cruise industry qualification. We subsequently 

admitted CLIA’s qualifications to our already substantial qualifications accreditation programme. 

In Christchurch we heard that getting the TAANZ message to the newest joiner was important 

and subsequently delivered the ‘TAANZ standards’ survey for ‘newbies’. These innovations don’t 

have to be complicated or expensive to be effective and the town hall chat is certainly an ongoing 

focus of our engagement strategy.

These 4 pillars feed directly into our brand messaging – ‘a higher standard’. A lot of work was 

completed last year on the Brand emphasising the higher standard that TAANZ members choose 

to be associated with. It also meant having the advantage of authentically marketing your choice; 

in your stores, on your windows, through your brand websites and in media marketing campaigns. 

Collectively we now have brand standard messaging emphasising a higher standard to consumers. 

Work is continuing on this piece and we’ll continue to refine it delivering marketing collateral to 

help inform your agency personnel and in turn influence the customer.

Financially, TAANZ remains in good health. We returned a surplus above budgeted expectation 

which will be helpful for expenses and investment planned in the year ahead. The surplus was 

in part due to new joiner income and having taken a conservative approach to our budgeting. 

Neither of our funds were called upon in the last 12 months. We also returned a clean external 

audit and improved Statement of Service Report all of which is recommended reading.  To 

highlight one aspect of the report, qualification accreditation was down a little on the previous 

year but at ~ 90% and with many members engaged or to be engaged in some form of training we 

expect to see that number lift. Most pleasing is our qualification accreditation measurement of 

the total TAANZ consultant/ broker population is nudging 70% and that is tremendous progress 

and a very clear indication of the acceptance by members that we must continue to aspire to the 

highest of standards.
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FIVE REASONS TO CHOOSE A 
TAANZ ACCREDITED TRAVEL AGENT 

1. Advocacy  
 

Unfortunately, the unforeseen does happen. In the unlikely event that 

something does go wrong, you can be assured your TAANZ agent will 

do everything they can to get you moving again as quickly, and with 

as little disruption to your travel plans, as possible.  
 
2. Choice 
 

TAANZ agents work for you, and will always make unbiased 

recommendations. With long-standing relationships across a huge 

array of suppliers, your agent offers a world of choice, assisting you 

to make decisions based purely on what is the best fit for your needs 

and budget.  
 
3. Knowledge  
 

All TAANZ agents have the invaluable combination of formal training 

and real-world experience. Whether you’re planning to see the famous 

sights or looking for somewhere off the beaten track, they offer first-

hand insight along with professional, expert advice. 
 
4. Safety 
 

By aggregating official travel advisories with global and local 

intelligence, your TAANZ agent has accurate, up-to-date information, 

always. With TAANZ, you can be sure you have all the knowledge 

you need to make informed decisions regarding safe travel, before 

departure and beyond. 
 
5. People 
 

TAANZ accreditation gives you the assurance your agent is held to 

the highest industry standards - they are the best in the business.  

For your peace of mind, TAANZ members are bonded and must  

meet financial standards that non-TAANZ members do not. 
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WE CONTINUE TO INVEST IN THE PARTNERING SPACE particularly around the IATA programs 

that many members participate in and in our protection arrangements. Both of our Funds are in 

transformation. The Consumer Fund remains a very important piece of the Value Proposition. 

We reduced the maximum claim amount it would answer to based on historical claim data and 

a significant shift to credit and debit card use by the consumer. The Airline Fund will run off in 

December 18 and transform to the TAANZ Bank Guarantee. The ‘Guarantee’ will support our 

obligations for the next three years of TAANZ arrangements with IATA. The new arrangements 

with IATA were supported by a very dedicated working group of agents and local airlines 

who recognised the benefit of a collaborative industry approach to the BSP program and risk 

mitigation. This is significant for our members, many of whom are IATA accredited, because the 

bond held with TAANZ will continue to be recognised by IATA and the Bonding Authority will 

continue to apply its rigour to members’ financials. Tom and Mary at the Authority are to be 

warmly congratulated on their achievements over the last 12 months, particularly as neither of 

the protection funds were called upon.

As we look over the horizon we see the emergence of IATA’s New Gen ISS platform. Through this 

platform IATA is modernising the BSP to better address the needs of the travel industry whilst 

providing IATA accredited agents with choice of payment options. New Gen ISS is currently being 

deployed in other markets and is slated for New Zealand in Q1 2019. You can be certain that we 

will be working with IATA locally to ensure information on what to expect will be available before 

the migration. Done well, we expect minimal impact or disrupt.  

PARTNERSHIPS ARE KEY to our flagship reward and recognition programme, the TAANZ 

National Travel Industry Awards. As this report goes to print we will on the doorstep of the 6th 

NTIA where we will honour our industry superstars. NTIA exists because there is a deep belief 

that the program is essential to promoting and recognising excellence. It also exists because of the 

generosity and loyalty of our sponsors right across the industry and to whom we owe a significant 

thank you.

I would like to congratulate Ms Darlya Redfern, TAANZ Membership Services Administrator for 

the hard work she puts into making NTIA the success it is.

WHAT WE'RE DOING
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Still on the value of Partnerships, The inaugural TAANZ summit hosted by Air New Zealand will 

be held on the 10th of October 2018. The summit will cover a rich day of agent airline interaction 

including a panel of the Airline’s executive team ready and prepared to answer questions. 

Guest speakers will join us presenting ideas on the future of the workplace, technology, the 

sustainability. We’ve also asked IATA to join us to present an overview of its future service 

delivery in the New Zealand market. We anticipate the success of this event and it becoming 

another of TAANZ members annual must attend programs. 

Top line statistics continue to show Kiwi’s travelling in ever increasing numbers and by all 

accounts our Brands are doing a great job growing side by side with this demand. The challenge 

remains for agents to continue find ways to grow the share of the pie. Given the vast array of 

innovative technology and distribution solutions, the travel sector, of which the vast majority are 

TAANZ aligned, are well prepared for that opportunity.

Finally I wish to acknowledge the hard work and active role the Board plays in bringing our 

offering to life. A sincere thanks to Andrew Bowman, Mark Abbot, John Willson, Brent Thomas, 

Simon McKearney and Wendy van Lieshout for their diligence. Wishing you all good business and 

as always, get in touch and let us know what’s on your mind. 

Andrew Olsen  

Chief Executive
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TOTAL NZ RESIDENT DEPARTURES BY CALENDAR YEAR

25 YEARS OF GROWTH
Total New Zealand Residents Departing (Short Term)

As at May

MAY 
2008

MAY 
2009

MAY 
2010

MAY 
2011

MAY 
2012

MAY 
2013

MAY 
2014

MAY 
2015

MAY 
2016

MAY 
2017

MAY 
2018

FULL MEMBER  
HEAD OFFICES 380 364 342 331 317 314 304 303 294 281 278

FULL MEMBER 
BRANCH LOCATIONS 73 66 70 67 89 92 81 80 72 81 83

TOTALS 453 430 412 398 406 406 385 383 366 362 361

APPROVED TRAVEL 
BROKERS 324 315 401 431 476 522 533 564 402 434 430

ALLIED SUPPLIER 
MEMBERS 83 79 77 73 59 69 68 72 71 73 79

10 YEAR MEMBERSHIP REVIEW

1993 799,659

1994 823,834

1995 920,107

1996 1,092,879

1997 1,131,682

1998 1,166,418

1999 1,184,510

2000 1,282,791

2001 1,286,593

2002 1,292,979

2003 1,373,632

2004 1,432,541

2005 1,777,939

2006 1,876,838

2007 1,996,314

2008 1,967,100

2009 1,918,300

2010 1,943,330

2011 2,037,091

2012 2,124,936

2013 2,162,918

2014 2,213,059

2015 2,321,054

2016 2,445,423

2017 2,723,923

2018 2,906,315
2017
2018
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1997
1998

1999
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2012
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2016
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This consolidated performance report is to be read in conjunction with the accompanying notes from page 25-31
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This consolidated performance report is to be read in conjunction with the accompanying notes from page 25-31
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