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AUGUST 2019

CHAIRMAN'S REPORT

The last year has again been a challenging one for the travel industry, with a variety of issues to 

contend with, but generally speaking we enjoyed a positive trading environment, albeit with the 

predictions of a slowing economy in the near term. We should remain cautiously optimistic. 

During the period, IATA reported that global airline passenger traffic increased by 6.5% and 

locally National BSP revenue reflected growth of 7.8%. NZ resident short-term departures were 

estimated to have exceeded 3 million for the first time and Inbound arrivals estimated to have 

been close to 4 million, also for the first time. As well, significantly, CLIA reported that the number 

of New Zealanders taking an ocean cruise broke through the 100,000 barrier for the first time in 

2018, reaching a total of 112,000 passengers in a year of world-leading growth. The record result 

was a 14.6% increase on the previous year.

TAANZ delivered a surplus of $58,000 in the past financial year, improving the net asset position 

of the organisation to $3,345,000 (an increase of just over $1,100,000 since 2006), meaning 

members are backed by a strong, financially stable Association.

Membership numbers have remained stable and as result of a careful risk mitigation policy by 

the TAANZ Bonding Authority, there were no defaults during the year resulting in claims on the 

TAANZ Bond, making it the sixth 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 the introduction of NewGenISS (Resolution 812), 

which came in to effect seamlessly on 25 March 2019 and the implementation of the TAANZ Joint 

Bank Guarantee, which commenced on 1 January 2019.  A commitment to review the IATA Local 

Financial Criteria is also in progress.

Our over-arching goal in the year ahead, as always, is to be the clear voice of the Industry by 

taking a leadership position based on Protection, Education, Recognition, Compliance and 

Advocacy and demonstrate how we offer A Higher Standard. A specific initiative is to create 

greater consumer awareness of the value of a TAANZ Member by promoting, in conjunction with 

the membership, the Accredited Travel Advisor (A.T.A) brand, which was launched on 29 April 2019.   

On behalf of the Board, I thank-you for your ongoing support and commitment, it is acknowledged 

and appreciated. We understand and respect that we represent all members equally and do so 

with their best interests at heart.

Finally, I’d like to say 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 
CHAIR-
MAN'S  

REPORT 
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CEO'S 
REPORT

CEO'S REPORT

I take great pride in reporting on what we’re doing for you. During the last 12 months we have worked 

on simplifying things. We have heard that we need to keep our messaging plain, clear and relevant. 

This ‘simplification’ is now evident in everything we do, top down. Thanks for letting us know. 

MEMBERSHIP ENGAGEMENT – The annual membership survey was completed and our nett 

promoter score (NPS) remained at 50%. A “positive” NPS above 0 is considered “good”, +50 

is “Excellent,” and above 70 is considered “world class.” We are humbled with the result and 

deeply appreciative of your support. We are acting on the things you tell us are important to you 

widening our qualifications accreditation, surveying remuneration and benefits, keeping you 

connected to industry developments.

ACCREDITED TRAVEL ADVISOR (A.T.A) - We launched our accreditation 

brand A.T.A this year and we’re now helping members activate this brand in 

their business. A.T.A brands you as a professional advisor and supports your 

commitment to a higher standard of travel agency. 

PROTECTION – In January 2019 we initiated the TAANZ IATA Joint bank 

guarantee, an agreement which demonstrates our ongoing commitment 

to maintaining and backing members who choose IATA accreditation. We 

continue to maintain the Consumer Fund

COMPLIANCE – our external audit result was a good result for TAANZ compliance 

measurements. Accreditation improved from 89.6% to 90.4% of compliant TAANZ locations. Only 

5 years ago this number looked more like 20%, so congratulations to you for maintaining this high 

standard. 

FINANCE AND AUDIT - Financially, TAANZ remains in good health. We returned a surplus above 

budgeted expectation, a clean external audit, and improved Statement of Service Report all of 

which is recommended reading in this Annual Report.

IATA - Last year IATA’s New Gen ISS platform was launched.  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 has run smoothly to date and our 

implementation partnership with IATA has limited disrupt to members.  

PARTNERSHIPS – are key to our flagship reward and recognition programme, the TAANZ 

National Travel Industry Awards. NTIA 2018 was a tremendous success and as this report goes 

to print the TAANZ NTIA 2019 will have been completed and industry superstars honoured. 

The generosity and loyalty of our sponsors right across the industry is deeply appreciated. The 

winners were:

PEOPLE - I would like to congratulate Ms Darlya Redfern, TAANZ Membership Services 

Administrator for the hard work she puts into providing your membership services and helping to 

deliver NTIA. My thanks also to Tom Leckie and Mary Hall at the Bonding Authority. We are again 

delighted to report that no TAANZ member defaulted and owed money to airlines or consumers. 

This is a tribute to the way you run your businesses and to the Authority’s diligence. 

GOVERNANCE – Finally, I wish to acknowledge a hard working and active group of Directors. A 

sincere thanks to Andrew Bowman, Mark Abbot, John Willson, Brent Thomas, Keith Sumner and 

Wendy van Lieshout for their energy and support throughout the year that was.  

Wishing you all good business and as always, get in touch and let us know what’s on your mind. 
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CEO'S REPORT

Category Winner

Best Agency Support    Air New Zealand

Best Industry Representative    John Stewart -Air New Zealand

Best Technology Supplier  Travelport

Best Hotel Group    QT Hotels & resorts

Best Car Rental Operator    Avis Rent a Car

Best Tour Operator    The Travel Corporation 

 Best River Cruise Operator  Avalon Waterways

Best  Cruise Operator RCI Cruises NZ 

Best International Airline – Offline  Virgin Atlantic

Best International Airline – Online    Air New Zealand

Best Niche Wholesaler World Journeys

Best Wholesaler Go Holidays

Best Broker Fiona Atkinson - NZ Travel Brokers

Best Broker Brand Jackie Bell - The Travel Brokers

Best Broker Team Janine Mallon - The Travel Brokers

Best Travel Agency Manager - Corporate Lynn Retter - Corporate Travel Management

Best Travel Agency Manager - Retail Kim Dunwell - helloworld Palmerston North

Best Young Travel Agency Executive - 

Corporate 

Mark Leadbetter - House of Travel

Best Young Travel Agency Executive - Retail Danielle Scott - House of Travel

Rookie of the Year - Corporate Steven Krzanich - Orbit World Travel 

Auckland

Rookie of the Year - Retail Anna O' Dell - House of Travel Ferrymead

Best Brand Corporate - Multi Location Orbit World Travel

Best Brand Corporate - Single Location Orbit World Travel Christchurch

Best Brand Retail - Multi Location helloworld Milford & Browns Bay

Best Brand Retail - Single Location YOU Travel Orewa

Best Travel Agency Brand helloworld

Best Travel Consultant – Corporate Michelle Furness - APX

Best Travel Consultant – Retail Tony Jackson - House of Travel New Market

Air New Zealand Lifetime Industry 

Achievement Award

Chris Paulsen

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 2019

MAY 
2009

MAY 
2010

MAY 
2011

MAY 
2012

MAY 
2013

MAY 
2014

MAY 
2015

MAY 
2016

MAY 
2017

MAY 
2018

MAY 
2019

FULL MEMBER  
HEAD OFFICES 364 342 331 317 314 304 303 294 281 278 276

FULL MEMBER 
BRANCH LOCATIONS 66 70 67 89 92 81 80 72 81 83 79

TOTALS 430 412 398 406 406 385 383 366 362 361 355

APPROVED TRAVEL 
BROKERS 315 401 431 476 522 533 564 402 434 430 445

ALLIED SUPPLIER 
MEMBERS 79 77 73 59 69 68 72 71 73 79 61

10 YEAR MEMBERSHIP REVIEW

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

2019 3,140,827
2017
2018

1993
1994
1995

1996
1997
1998

1999
2000

2001

2002
2003
2004

2005

2006
2007

2008

2009

2010

2011
2012
2013
2014

2015

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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