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TAANZ PRESIDENT’S REPORT – AGM 2023 

 

What another fantastic year to be in the best industry in New Zealand!!   

Customers continue to appreciate and understand the value that travel agents and brokers 

bring to the table.  We have seen growth back to and in some cases exceed 2019 levels.  This 

level of activity has allowed industry players to right their balance sheets and bank some 

profits, that provide appropriate returns for the expert knowledge, hard work and focus on 

customers that all in the industry have provided. 

However, we all recognise that this amount of activity has come with some pressure across 

the TAANZ members given the reduced number of staff to handle this level of enquiry.  We 

need to continue to look after ourselves and each other given the pressures we are all under. 

Remarkably given the volumes, it is clear, that TAANZ members have continued to deliver 

the highest customer services and standards.  It is a reflection of the professionalism that 

each TAANZ member has exhibited.  Irrespective of brand, we are all in this together, as any 

poor service could reflect on all in the industry.  Given the volumes transacted there has been 

very few customer complaints escalated to TAANZ or the media.  That is a credit to all and 

something everyone should be incredibly proud of. 

Recently we have seen a change in the Government and the TAANZ Board is expecting that a 

more favourable lens will be placed on travel and tourism.  The previous Government 

appeared to have difficulty grasping not only the importance of inbound tourism to New 

Zealand Inc. but also the total eco-system for airline movement requiring all four working 

parts in sync:  cargo in, cargo out, passengers in and passengers out.  Given Greg Hamilton’s 

contacts within the National Party, TAANZ is hoping to meet with the new Minister of Tourism 

(and hopefully have them change that to Travel and Tourism!!) to discuss next steps on 

building a successful and sustainable tourism and travel eco-system. 

TAANZ will also be looking to meet with the relevant Minister with regards consumer affairs.  

There are several initiatives that the incoming Government could enact that would better 

protect the New Zealand consumer in line with what we see happening in North America and 

Europe.  Such changes would give clarity to the consumer and ensure their funds are better 

protected.  It would be good if the Government considered: 

-  requiring full refunds rather than credits where a supplier does not deliver the service they 

have contracted to deliver, 

-  holding client funds in trust until the services are delivered and, 

-  require payment of compensation of reasonable costs when services are not delivered, and 

the customer incurs additional cost given such costs may not be covered by travel insurance.   

The outcome for TAANZ members is better clarity for the consumer and reducing the 

significant amount of work by the TAANZ members that goes into handling credits / refunds 

with suppliers, particularly airlines, where there is no additional income for this type of work. 

It is pleasing to note that the WTAAA is taking up the cause to question the use of ADM’s by 

airlines that may not be in line with IATA Resolutions.  There have been several questions 

tabled through the local APJC on this matter.  TAANZ through the APJC has also noted that 

there are instances where airlines may be misrepresenting ticket sales by travel agents / 

brokers as being standby tickets and hence denial of boarding of customers when these 

tickets were valid.  Such occurrences cannot be allowed to continue, and IATA needs to take 

the appropriate steps to curtail such practices. 



In reference to IATA, TAANZ members should note that the current bonding arrangements 

will be discussed in the early part of 2024 given the current contract runs through to Dec 

2024.  The TAANZ Board will brief the members as we work our way through this renewal in 

the first half of 2024. 

The Board has also been in discussions with IATA to ensure all in the industry is kept 

informed as the rollout of NDC continues.  As an industry we cannot bury our heads in the 

sand as the change is coming.  We must embrace the change as it continues to be 

implemented and look for the opportunities.  The Board implores members to keep abreast of 

NDC developments as they are rolled out as it will impact on the way we sell to our clients in 

the future. 

NDC is one of many challenges that TAANZ members will continue to face over the coming 

years.  As we are all aware, more and more suppliers are going direct to the consumer.  

TAANZ members competitive advantage is and will continue to be the long-standing 

relationship with customers.  This has built up significant amount of trust with your 

customers and will stand you all in good stead over time.  However, even with the current 

workload pressures, it will be imperative that the members are proactive with your clients.  If 

you are not, you are opening the door for suppliers to put tempting offers in front of your 

customers.  Customer knowledge is one of our industries key assets. 

So, what does 2024 and beyond hold?  There is no doubt going to be a couple of things that 

members will face over the coming year.  Firstly, that there is likely to be a general slowing 

in the economy as the higher cost of living / higher interest rates continue to suppress 

demand.  On the positive side we are seeing significantly more airline capacity coming into 

the country.  We know competition brings better pricing.  We are already seeing that on key 

routes now such as the North America market with the large American carriers entering the 

space with significant capacity. 

Having Greg Hamilton in the role of CEO has also been a blessing.  Progress is being made on 

the longer-term business plan, and the positioning of the consumer fund.  When Greg is back 

in the New Year these will be progressed further, and the members will be updated. 

As we make the run into the Christmas / New Year period I would like to again thank the 

TAANZ Board and co-opted members.  They give their time when most have full time jobs 

that are very demanding.  A huge shout out to both Christine Armstrong and Tom Leckie for 

the great work they do on the administration and bonding side of the Association 

respectively. 

This year marks the departure of Mark Abbot from the board.  Mark first started on the 

TAANZ board in 1988.  He has made an incredible contribution to the Association over the 

decades with his legal mind, commercial wisdom, and industry knowledge.  It has been a real 

pleasure to work with Mark over the years as he has helped guide TAANZ.  We wish him all 

the very best for the future. 

Also, I would like to take this opportunity to wish all the members the very best as we fast 

approach the end of the year.  It has been another big year with fantastic results across the 

industry.  Enjoy some well-earned time out over the Christmas / New Year with loved ones.   

All the very best. 

Cheers 

Brent Thomas 

President 

 

 



 

Membership Statistics 

 

 

 

 

 

May-10 May-11 May-12 May-13 May-14 May-15 May-16

Full Members

Head Offices 342 331 317 314 304 303 294

Branch offices 70 67 89 92 81 80 72

Total 412 398 406 406 385 383 366

Travel Brokers 401 431 476 522 533 564 402

Allied Members 77 73 59 69 68 72 71

*

May-17 May-18 May-19 May-20 May-21 May-22 May-23

Full Members

Head Offices 281 278 276 267 237 212 204

Branch offices 81 83 79 79 111 100 95

Total 362 361 355 346 348 312 299

Selling Staff 1861 1271 1077 1502

Travel Brokers 434 430 445 450 693 654 710

Allied Members 73 79 61 73 63 63 57

*  May21 onwards includes  Flight Centre membership figures
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