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 Message from the Chair, Mary Jane Hiebert, CTC 
 
ACTA’s 2018 Annual Report reaffirms that our association remains mission focused and that the           
3-year strategic initiatives ACTA began rolling out in 2018 are already achieving results on what 
matters most to our Members. The momentum built in 2018 continues to grow and bodes well for our 
future.  

The details of the achievements listed on the following pages – and there are many of them – speak for 
themselves. Our association has delivered impressive results in each of the four pillars central to our 
mission: Advocacy on behalf of our Members; Education that elevates the professionalism in travel; 
Promotion of the retail travel industry and the value of dealing with travel experts; and Connecting our 
Members to information, contacts and programs they need to be more effective. Credit is due for these 
achievements. 

As Board Chair, and as your peer in the travel industry, I am in a unique position to comment on what 
enables ACTA to deliver such strong results year after year. The team responsible for these results is 
evolving rapidly thanks to a very high level of engagement at every level, which includes your Board of 
Directors and the leadership of ACTA’s President and senior management team who are so committed 
to acting in the best interests of our membership and the retail travel industry. Adding to our team’s 
success are the regional councils who ensure we are on top of issues across the country. Our team is 
increasingly bolstered by the support and assistance we receive from senior executives and managers 
in travel agencies and among key suppliers and allies who understand the intrinsic value of ACTA as a 
trade association and our impact on Canada’s retail travel industry and the travelers that trust in us. 

2018 achievements were very much a team effort and influenced by the tremendous feedback gained 
from our Membership Survey, another example of the teamwork that enables ACTA to prioritize our 
efforts to matters you rank as most relevant.  

And we’re just getting started! 2018 was year one of our roll-out of strategic initiatives and positioned us 
well for 2019 and beyond.  Thank you to everyone who contributed to ACTA’s ongoing achievements in 
representing the interests and success of all ACTA Members. 
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 Message from the President, Wendy Paradis 
 

Our 2018 Annual Report is more than a recap of progress and achievements made by your trade 
association during the year. 2018 marked the first phase of our new strategic initiatives to focus very 
specifically on key areas that support the success and prosperity of our Retail Travel Agency Members 
based on what you our Members have identified as most relevant to you.  
 
The consultations we undertook last summer with Members across the country and the 2018 
Membership Survey were important initiatives for us. Together they helped ACTA better align our 
priorities, resources and activities with your needs going forward. We didn’t just ask for your opinions, 
we acted on them. 

The Membership Survey results let us know we’re already on the right track in our core pillars to 
Advocate, Educate, Promote and Connect. The high rankings for performance in all areas was 
welcome news and we learned that Members ranked promoting the value of using a travel professional 
as important to them with a 9.1 out of 10 in our efforts in the area of advocacy. Studying all of the 
results, we fine-tuned our efforts to address your priorities. 

You’re already seeing evidence of the carry-over from 2018 into this year with energized advocacy 
efforts, enhanced programs, better tools for your business, more timely communications on matters that 
effect your daily operations and stronger relationships with travel suppliers and others that share our 
interests in the vitality of the Canadian travel industry. 

All of our achievements are made possible by the support and commitment from ACTA’s Board of 
Directors, the expertise and diligence of ACTA’s senior team, support staff, Regional Councils and the 
countless travel professionals within ACTA who participate in making our association stronger. My 
thanks to all of you, and for the collaboration we enjoy with travel partners, suppliers and allies who 
work with us in so many ways in the best interests of the industry and the clients we serve. 

You work hard every day to elevate the value to your clients of dealing with travel professionals. Know 
that ACTA is working just as hard to make sure your efforts are recognized and respected as we 
represent your interests and ensure that your voice is heard on matters that are important for our 
industry and travellers.  

Your continued support helps us to fulfill our purpose as your trade association to work for your 
success. Our plan is to build on the achievements of 2018 to make 2019 even better. 
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 Review of Achievements 
 
Mission Focused … We exist to foster the success of our Travel 
Agency Members.   
Our mission as your national trade association is to ensure that we provide effective leadership and 
services in matters that impact retail travel industry Members and their clients. By fostering your 
success, we also ensure that Canadian consumers have professional, meaningful and ethical travel 
counselling services available to them. 

ACTA Members represent approximately 80% of the travel agency sales in Canada. On your behalf, we 
focus our activities on four key pillars: Advocate, Educate, Promote and Connect, to represent your 
interests providing you with key resources to elevate your standing with governments, industry and 
public stakeholders.  

Organizationally, we have four key functional groups within ACTA which correspond within our pillars. 
Each one is led by a Member of the senior leadership team, who is accountable for strengthening our 
commitment to our mission and strategic priorities. This structure better positions ACTA to help tackle 
the challenges and maximize the opportunities in today’s complex and rapidly changing retail travel 
environment.  

 
ACTA’s 2018 Membership Survey  
One of ACTA’s key strategic initiatives in 2018 was to research how well we are performing as your 
trade association. Member feedback was gained two ways – through consultations with Members and 
through an online Membership Survey conducted by NRG Research Group.  

The survey was hosted on the NRG Research Group web server to ensure confidentiality and 
anonymity of responses. 

The primary purpose of the Member research was two-fold:  

1. To assess the perception of ACTA Members as it relates to the organizations four strategic 
priorities: Advocate; Educate; Promote and Connect; 
 

2. To better understand ACTA’s Member satisfaction along with the usage and awareness of ACTA 
services. The survey also provided data regarding the characteristics of the ACTA Membership.  
 

More than 500 Members across the country took the time to assess our performance and to give us 
valuable insight into what Members consider the most relevant priorities for ACTA to pursue. 

Respondents represented a credible cross section of owners/managers and frontline Members in both 
Corporate and Leisure travel sectors.  
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Member Survey Highlights, Issues and Priorities: 
ACTA values the feedback members provided through the 2018 Membership Survey and 
Consultations. The ACTA team has already taken steps in all our Pillars to reflect your priorities and 
effectively communicate to you on the issues identified as most relevant to you.  

• Overall satisfaction with the work ACTA does on behalf of Members is strong. When asked, 97% 
indicate they are likely to renew membership and a strong percentage would also recommend 
ACTA to travel colleagues; 

• Member feedback on ACTA’s four strategic pillars (Advocate, Educate, Promote, Connect) are in 
sync with what Members identify as important to them. Both importance and ACTA performance on 
measures within the four pillars each achieved high ratings; 

• While the high ratings validate ACTA’s priorities, we learned that the membership now places as 
much value (9.1 out of 10) on promoting the value to the public of engaging a travel professional. 
This matches the high-ranking Members rating given to our advocacy efforts to different levels of 
government and regulatory bodies to address industry concerns and priorities. This was a valuable 
insight for ACTA and is now being reflected in our on-going activities; 

• In the Educate pillar, working with the travel industry to develop professional education programs 
and professional standards emerged as the highest ranked priority; 

• Supporting Members on issues relating to credit compliance, travel fraud, travel insurance and other 
business matters rated highest in the Connect pillar, followed closely by communications to 
Members about trends, innovations and policy changes to ensure Members are up to date on the 
latest industry developments; 

• Work with travel suppliers to encourage more emphasis on booking through a travel professional; 
• Improve the profitability of Travel Agencies by working to lower or at least stabilize costs such as 

credit fees, supplier surcharges and taxes incurred when arranging travel on behalf of clients; 
• Work with provincial travel regulators (Ontario, Quebec and BC) to ensure the rules governing the 

travel industry are fair for Canadian travel agencies; 
• Work with travel professionals, suppliers and government to continuously identify ways to combat 

fraud in the industry. 
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We Advocate…  On Behalf of Travel Professionals. 
As an industry led non-profit trade association ACTA advocates on behalf of our Travel Agencies and 
Travel Agents with governments, regulatory agencies, and travel suppliers in the best interests of the 
retail travel sector and consumers who benefit from the professional services offered by our 12,000 
Members.  

The 2018 Membership Survey validates that ACTA’s advocacy efforts are in sync with what our 
Members value with high rankings in importance and performance measures (9.1 / 10): 

• Advocating to different levels of government and regulatory bodies to address industry concerns 
and priorities; 

• Working with travel service suppliers to ensure a strong, equitable relationship between them and 
travel professionals.  
 

The Member Survey results represented the views of Travel Agency owners and managers as well as 
front line Agents and independent contractors. Results in July 2018, more than midway through a year 
saw ACTA advocating as the voice of our Members on many key issues that impact members, their 
business, and their clients.  

 
Highlights of ACTA’s 2018 Advocacy Activities and Achievements 
ACTA aggressively advocates on issues Members have identified as most relevant to their role as 
travel professionals. We focus on achieving results that benefit Members, their business, and their 
clients.  

Your voice was heard during 2018. 

IATA – A significant amount of our advocacy activities centered on IATA related issues and initiatives. 
While not all ACTA Members are IATA agencies, many agencies still make air bookings through other 
distribution channels so consequently, it is essential for ACTA to be at the meeting table with IATA’s 
Members and airlines to ensure that the issues of the agency community are heard and recognized in 
all discussions.   

• Agency Debit Memos (ADM’s) – ACTA worked closely with the IATA User Group on initiatives to 
improve the ADM situation in Canada. In addition to working on the technical side for commission-
related ADM’s, ACTA provided resources to assist Members in the prevention of ADMs. 
 

• PCI DSS Compliance – The March 1, 2018 implementation of PCI compliance led to immediate 
and extensive interventions by ACTA to help our Members understand and meet the new global 
credit card security requirements. We provided frequent information updates to Members and 
sourced an online tool to assist members in becoming PCI compliant to avoid penalties for non-
compliance.  
 

• Next Generation IATA Settlement System (NewGen ISS) – We promptly provided a report to 
IATA dealing with the phased Canadian roll-out of NewGen ISS that began in mid-March and 
immediately caused problems for some of our Members. ACTA’s report cited Member feedback and 
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insisted on immediate customer service improvements including better communication, timing of 
training and accessibility to IATA personnel during the roll-out. Our report clearly outlined the 
administrative and financial burdens IATA’s initiatives were placing on Canadian Travel Agencies 
who are not at risk to airlines given the high usage of credit cards. We have continually 
communicated with Members about our discussions with IATA. Additionally, we provided ACTA 
Members with valuable information about accreditation models that could save them time and 
money. 
 

• Local Financial Criteria (LFC) – ACTA’s lobbying succeeded in keeping audited financial 
statements out of the requirements for Canada and travel agents now have options to Review 
Engagements achieved through the implementation of NewGen ISS.  
 

• Fraud – ACTA jointly leads the Canadian Travel Fraud Prevention Group together with IATA. We 
are pursuing tools that ACTA can share to help agencies prevent fraud, including 3DS 2.0 which 
permits a fraud liability transfer from the merchant (travel agency or supplier) back to the card 
issuer. 
 

NCFs and Supplier Issues – ACTA takes a strong position that fees and surcharges that are not taxes 
should be in the base fare and all ancillary fees should be commissionable. 

• Non Commissionable Fees (NCFs) – Addressed Member concerns to suppliers about imposed 
fuel surcharges and currency fees by airlines and the abuse of ‘Family and Friends’ discounts by 
tour operators.  
 

• Costco Travel and Pricing Concerns – Addressed concerns from Members in Atlantic Canada, 
Manitoba and Saskatchewan about Costco Travel’s discounting and their status with the Insurance 
Council of Saskatchewan. We also encouraged Travel Agents to work with suppliers that do not 
engage with discounters and to focus on the added value you offer to your customers beyond 
pricing.  
 

Provincial Regulators – ACTA shares information on our lobbying efforts with provincial regulators 
knowing that developments in one jurisdiction could quickly spread across the country. 
 

• Ontario – Progress on a long overdue new Travel Industry Act (TIA) and changes to the 
Compensation Fund was interrupted by the election of a new government in June 2018. Lobbying 
resumed in the fall with ACTA’s key message that the Ontario Travel Compensation Fund should 
not be funded by travel agencies and that TIA should be modernized to reduce financial and 
regulatory burdens. 
 

• Quebec – ACTA is monitoring and updating members on the impacts of new travel regulations that 
took effect August 2018  
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• British Columbia – The ACTA BC subcommittee is heavily engaged in compiling scenarios that 
identify the need for regulatory changes. 
 

Federal Government Relations – We substantially raised the profile and value of ACTA Members with 
the federal government during 2018. 

• Air Passenger Bill of Rights – ACTA presented on proposed legislative changes to the Canadian 
Transportation Act and actively participated in development of proposed air passenger rights 
regulations. We conducted extensive research and consultations with the CTA Review Committee 
to prepare our recommendations, which favour a balanced approach across Canada for passenger 
rights and the avoidance of unintended consequences to the agency community from any new 
regulations. 
 

Insurance – Travel insurance is an import product and revenue stream for a travel agency and 
therefore ACTA monitors all provincial insurance regulators to ensure Travel Agencies can sell Travel 
Health Insurance in an efficient and effective environment.  

• Alberta – ACTA and members of the ACTA Regional Council Insurance Sub-Committee have been 
engaged for more than 5 years with the Alberta Insurance Council (AIC) over challenges that face 
the industry in Alberta. In 2018 ACTA and AIC produced a webinar titled, ‘In the Know About Selling 
Insurance to Alberta Residents.’ We are escalating our efforts in 2019 by sending a clear message 
to Alberta legislators to reduce regulatory burden and ensure that consumers are properly insured 
with Travel Health coverage.  
 

• Saskatchewan – ACTA is lobbying aggressively to ensure travel agency interests are protected as 
the province works towards a new Act by January 1, 2020, postponed from January 1, 2019. 
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We Educate… To Elevate and Support Travel Professionals. 
ACTA provides a wide range of Education Services and activities that elevate industry standards 
through certification, accreditation, networking, and other learning and professional development 
opportunities. 

The 2018 Member Survey generated an intense level of importance from Members for ACTA’s 
Education Services. 

Members ranked the following activities as their priorities:   

• Education resource tool kits on specific topics such as fraud prevention, credit card information 
handling (PCI) compliance and anti-spam marketing rules;  

• Courses to achieve a professional designation (Certified Travel Counselor or Certified Travel 
Manager); 

• Webinars (both live and on-demand) on a variety of travel related topics.  
 

Highlights of ACTA’s 2018 Education Activities and Achievements  
2018 launched a revamping of the ACTA Learning Campus and an expansion of ‘just in time’ 
educational content and resources, mainly through webinars and starting with a podcast. 

• In 2018, an additional 6,712 users enrolled in ACTA’s Learning Campus and a total of 15,416 
modules were completed. 

• ACTA hosted 25 webinars available in English and French, which attracted 2,015 participants. 
Topics like PCI Compliance, Fraud Prevention and Independent Contractors drew capacity 
participation due to the relevance and timeliness of the information provided.  

• Provided information toolkits on webinar topics, destinations, and issues Members encounter every 
day in their business. 

• Increased convenient access (both live and on-demand) to accreditation and certification content as 
well as BC and SK Travel Health Licensing exams. 
 
 

Program Number 
CTC 1299 

CTM 151 

Travel Industry Specialist Programs 26 

Endorsed Travel Programs 25 

SK Insurance Exam 41 

BC Insurance Exam 332 

Webinars – English 17 

Webinars – French 8 
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By popular demand, two National Travel MarketPlace Conferences were held in 2018 in collaboration 
with Travel Market Report, one in Toronto and for the first time one in Vancouver. Attendance included 
more than 550 retail Travel Agents.  

Travel MarketPlace is a professional development conference catering to travel professionals and 
suppliers alike. The conferences feature industry-leading experts as speakers and provides education, 
training and networking opportunities needed to grow your business.  

 
• Educational workshops covering the industry’s most timely topics, including sales, marketing, fraud, 

technology, travel insurance, legal issues, social media and more. 
• Sessions catering specifically to brick-and-mortar, home-based, franchise and host agencies. 
• Networking opportunities with suppliers and your peers. 
• Tradeshow exhibit. 

 
Toward the ongoing effort in the development of professional Travel Agents, ACTA is a proud sponsor 
and active supporter of the Baxter Student Ambassador Awards presented to the industry’s            
most-promising student talent in tourism and hospitality programs at Canada’s leading colleges and 
universities.  In 2018, there were 14 award winners selected from across the country based on a 
combination of academic success, industry and community involvement, leadership skills, and a skill-
testing webinar presentation. 
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We Promote… To ensure that travelers know us as trusted experts. 
As one of our four key pillars, we promote Travel Agents and Travel Agencies in the Retail Travel 
Industry as experts in travel through various public relations activities.   

The 2018 Membership Survey revealed that ACTA Members now rank the importance of promoting the 
value of engaging a professional Travel Agent at 9.1 out of 10, matching the importance to Members of 
ACTA’s advocacy activities.  Based on such strong Member feedback, ACTA began immediately to 
focus more attention and resources on the Promote pillar as we move forward. 
 

Public Relations - ACTA communicates the value of Travel Agencies and Travel Agents to the public 
with a strategic communications process that involves traditional media, social media and in-person 
engagements that position our Members as travel experts. 

o Media Relations – ACTA contributes as an expert resource for electronic, print and digital 
media at the national and local level on Travel Health Insurance, Canadian Travel Trends, 
March Break and holiday travel planning, Air Passenger Bill of Rights regulations, fraud, and 
National Travel Agent Day. We also respond on behalf of our Members to media enquiries 
in the wake of hurricanes, floods, natural disasters, terror threats and political unrest that 
impacts travel safety. 
 

o Trade Relations and Community Branding – ACTA is actively engaging our Members and 
increasing awareness through social media channels. 
 

o Social Media – To grow our trade we created a following on Facebook, Instagram and 
LinkedIn. We are increasing our engagement and interaction with Travel Agencies, Travel 
Agents and independent contractors.  We continue to grow our exposure to consumers on 
these platforms by creating compelling, interactive and shareable content that reinforces the 
use of a professional travel advisor. 
 

o Consumer Shows – ACTA promotes the value of Travel Agents at consumer shows across 
the country, as well as on our website and directories.  2018 Consumer Shows include the 
Kelowna Airport Show, Ottawa Travel and Leisure Show, multiple Travel Agent Day events, 
Merit Travel show and, Uniglobe Carefree Show. 
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We Connect... To provide effective information, business tools, 
programs and contacts. 
The 2018 Membership Satisfaction Survey revealed that Members are strongly of the view that the 
specific priorities within this pillar should be “Informing Members of trends and innovations in the 
industry” and “providing Members with business resources such as a savings programs and tool kits to 
support their activities”. 

 
Highlights of ACTA 2018 Activities and Achievements 

• New and updated business tools for 2018 included tips and best practices on the topics of Fraud, 
PCI DSS Compliance, employment of Independent Contractors, and selling travel health insurance 
to Alberta residents. 

• Regularly connected with Members with online newsletters, advisories, and notifications of 
upcoming events and availability of new business tools and webinars to support retail travel 
business. 

• ACTA’s and Travel Market Report’s National Travel MarketPlace Conference in Vancouver (Feb) 
and Toronto (June) attracted more than 600 travel industry participants. These events included 
educational workshops, certification exams and promotion of membership benefits. 

• Increased business tools available to Members including “How To Do’s”, tips, best practices and 
webinars. 

• Launch of MemberPerks savings program in February.  Members now have access to over 2,500 
money saving offers from nationally recognized brands including restaurants, shopping, travel, 
attractions and more. 

• Connected Members to additional value-added benefits and services including member discount 
program to reduce operating expenses including business insurance and employee benefits, 
savings on Canada-Post prepaid envelopes and savings on credit card merchant services. 

• Based on feedback from the 2018 membership survey, ACTA launched a social media strategy 
focused on booking with an ACTA Travel Agent strategy. Utilizing Facebook, Instagram and 
LinkedIn, ACTA created inspirational B2C messaging to engage membership via posts that can be 
shared with their consumers. In addition, ACTA created membership messaging on ACTA’s 
priorities for membership with a soft-launch in December.  

• ACTA supported, promoted and hosted several successful Membership networking events across 
Canada including conferences, education and training events: 

o Two Travel MarketPlace Conferences (East and West); 
o ACTA Air Canada Travel Agency Leadership Awards; 
o Golf tournaments, culinary tours and airport tours; 

§ QC Travel Agent Day Trade Show and Dinner in May; 
§ BC, AB, ON, MB Golf Networking and Dinner in June, July & August; 
§ QC Gala ‘Bal en Noir’ and SK Dinner and Networking in September. 
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 Membership 
 

 
 

Member Services… We exist for and bring benefits to our Members. 
The 2018 Membership Survey was undertaken to help shape our priorities to best represent the issues 
you identified as the most relevant to you. The feedback Members provided told us much more than 
that. 

Survey responses revealed overall satisfaction with the work done on behalf of Members is strong, and 
when asked, 97% indicated their likelihood to renew their membership. A strong percentage of ACTA 
Members would also recommend membership to their travel colleagues.  

Members Value Their ACTA Membership Card and Helpful ACTA Staff  
Beyond the high rankings for importance and performance in our strategic pillars, Member satisfaction 
is linked directly to the value Members attach to their membership and the resources and support 
services that they receive.  

The “Helpfulness of ACTA Resources” was ranked 4 out of 5 in the 2018 Member Survey by Owners, 
Managers and frontline Members in these categories:  Staff, Business Resources, Supplier Directory, 
Membership Card, ACTAVision e-Newsletter and, Protect Insurance.  

 
Highlights of 2018 Membership Activities and Achievements  

• Increased focus on engagement of current ACTA Members to ensure members are aware of all of 
the tools and support ACTA provides to help Travel Agencies succeed. 

• In Fall 2018, ACTA participated in membership network and training events to support travel agency 
education efforts, particularly in the areas of new compliance and anti-fraud best practices. 

• An Independent Travel Agent Membership category was launched in February, 2018. 
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• Created more value-added benefits and introduction of ‘MemberPerks’ as an enhancement of the 
Membership card program.  This savings program offers cardholders access to over 2,500 benefits 
from brand name to local vendors.  It also includes over 400 health and wellness offers, helping to 
stretch the health spending account dollars even further. 

• Created more opportunities to connect with peers and suppliers.  Events like the Travel 
MarketPlace Conference and Premium regional education and networking events.  

 

ACTA continues to monitor and address changes to how and where professional Travel Agents operate 
in the retail travel sector. The trend of mergers and acquisitions within the retail travel agency 
community has reduced the number of traditional ‘bricks and mortar’ Travel Agencies operating in 
Canada. ACTA’s Membership count, which is based on physical locations declined slightly in 2018 due 
to mergers and acquisitions. However, the number of travel professionals associated with a Member 
Travel Agency remained consistent. The creation of the Independent Membership category launched in 
early 2018 continues to gain momentum in the retail travel sector.  
 

 

2018 Membership 

Region Retail Members 
BC/Yukon 179 

Alberta/NWT 121 

Manitoba/Saskatchewan/Nunuvut 91 

Ontario 451 

Quebec 164 

Atlantic 111 

Independent Contractors (National) TBA 

TOTAL RETAIL MEMBERS 1117 
TOTAL ALLIED MEMBERS 154 

TOTAL MEMBERSHIP 1271 
TOTAL ELIGIBLE ACTA MEMBERSHIP CARD HOLDERS 10,103 
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 Board of Directors & Team (December 31, 2018) 
 

The Association of Canadian Travel Agencies (ACTA) is an association of over 1200 Members 
representing approximately 80% of travel agency sales in Canada.  ACTA is governed by a Board of 
Directors that is represented by each of the seven regions. The Board of Directors has an Executive 
Committee.  ACTA also has consultative bodies, known as Regional Councils that liaisons with the 
Board of Directors, providing grassroots feedback on the matters that directly impact the membership.  
The President reports to the Board. 

 

BOARD OF DIRECTORS 

 

TEAM 

Chair Mary Jane Hiebert, CTC 
(Manitoba/Nunavut) President Wendy Paradis 

Vice-
Chair André Desmarais, CTC (Québec) Vice President, Advocacy & 

Member Relations Heather Craig-Peddie 

Secretary Michael Thompson Director, Marketing, 
Communications & Partnerships Marco Pozzobon 

Treasurer Louise Gardiner, CTM Director of Education & 
Certification  Maggie Santos 

Directors 

Barbara Lee-White, CTC (Atlantic) Director of Membership Doreen Lynch 
Peter Keyter (Alberta/NWT) Regional Manager – Atlantic Fiona Bowen 
Karen Schabel, CTM 
(Saskatchewan) Regional Manager – Québec  Manon Martel 

Andrew Enns Regional Manager – Ontario Fiona Bowen 
Liz Fleming (BC/Yukon) Regional Manager – Western  Doreen Lynch 
Richard Vanderlubbe Meetings & Events Coordinator Deanne Mills 
Mike Foster, CTC (Ontario) Certification & Exam Coordinator Monica Perez Garcia 
Cyrus Rustamji, CTM Member Services Coordinator Julia Clarke 

   Communications & Marketing 
Coordinator  Katherina Thilavanh 
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 Regional Councils (December 31, 2018) 
        
 
British Columbia and Yukon Regional Council: 

• Linda Dinsmore CTC, Deluxe Travel/TPI  
• Liz Fleming, North South Travel & Tours Ltd. 
• Shelley Good CTC, CruisePlus Management Ltd.  
• Mark Greenwood, Travel Masters - NEW 
• Arlene Henderson CTC, Windward Travel/TPI  
• Kyle Oram, KVI Travel  
• Leta Repp, Dargal Interline Worldwide 
• Michael Scott-Iverson, Hagen’s Travel  
• Darren Single CTM, Odenza Marketing Group Inc.  
• Kimberley Wood, Transat Distribution Group  
• Deidre Baxter, Forbes Travel (Appointment)  
• Ravi Mehmi, Skylink (Appointment) – NEW 

 
Alberta and Northwest Territories Regional Council:         

• Shelley Ewing CTC, Tier One Travel 
• Dave Heron, Pacesetter Travel 
• Peter Keyter, South Travel Inc. / The Travel Lady Agency 
• Jacob Kos, Uniglobe One Travel  
• Terri Jo Lennox CTC, Travel Time 
• Jaime Murphy CTM, Magical Trips/TPI 
• Laurie Umscheid, Vulcan Vacations  
• Carla Lemaire CTC, MacEwan University (Appointment) 
• Anthony Tonkinson (Appointment) 

 
Saskatchewan Regional Council:  

• Barb Crowe CTC, Ixtapa Travel  
• Candace Glenney, Travel Masters 
• Sharon Kaendo, Leisure Travel 2000  
• Jamie Milton CTM, Uniglobe Carefree  
• Karen Schabel CTC, CAA Saskatchewan 
 

Manitoba and Nunavut Regional Council: 

• Mary Jane Hiebert CTC, Canada One Travel  
• Melanie Carter CTM, CAA Manitoba  
• Cheryl Gilmore CTC, Bonaventure Travel - NEW 
• Trish Middleton CTC, Continental Travel 
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• Karen Wiggett CTC, CAA Manitoba  
• Carey Duncan CTC, Travel Quest 
• Corwin Kostenchuk, Ixtapa Travel (Manitoba) 
• Scott Marohn – Winnipeg Airports Authority (Appointment) 
 

Ontario Regional Council: 

• Rashmi Brahmbhatt, Crossways Travel Bureau  
• Maria da Cunha CTC, daCunha Voyages Inc.  
• Mike Foster CTC, Nexion Canada  
• Monica Johnstone CTC, Uniglobe Travel Innovations  
• Thanushka Nanayakkara CTM, NARAT International  
• Norman Payne CTM, Uniglobe The Premiere Travel Group  
• Rita Polegri, Transat Distribution Canada Inc.  
• Patricia (Tisha) Saunders CTC, Marlin Travel (Orangeville) 
• Richard Vanderlubbe, Tripcentral.ca  
• Eugene Winer, I Love Travel  
• Louise Gardiner CTM (Appointment)  
• Jason Merrithew (Appointment) 
 

Quebec Regional Council: 

• Chantal Archambault CTC,  Voyages Florence  
• Justin Bordeleau, Voyages Arc-en-Ciel - NEW 
• Véronique Catteau CTC, Carlson Wagonlit Travel  
• Jose Manuel Cerrud CTC, Voyages Terra Natura Travel  
• André Desmarais CTC, Aeroport Voyage  
• Lyne Larivée, Voyages Vasco St-Lin Laurentides - NEW 
• Mélanie Quirion, Voyages Boislard Poirier - NEW 
• Isabelle St-Amand, espace voyages  
• Éric Douay, D-Tour Marketing Inc. (Appointment) 
• Tony Santelli CTC, Collège April-Fortier (Appointment) 
 

Atlantic Regional Council: 

New Brunswick 
• Erin Page-Foster, CWT Harvey’s Travel    

Newfoundland 
• Scott Stone CTC, Universal Travel  
• Heidi Pound CTC, LeGrow’s Travel  

 

 

Nova Scotia 
• Glenda Hunter CTM, CAA Travel  
• Mel Stewart CTC, Maritime Travel   

Prince Edward Island 
• Marilyn Long CTM, CAA Travel 
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 AGM Minutes 
 

MINUTES of the 
ANNUAL GENERAL MEETING of the ASSOCIATION OF 
CANADIAN TRAVEL AGENCIES TORONTO, ONTARIO 
JUNE 15, 2018 
 
Introduction by Chair 
 

ACTA Chair, Mary Jane Hiebert CTC, welcomed attendees and called the meeting to order at 8:44 
am. She introduced the President of ACTA, Wendy Paradis. 
 

Appointment of Secretary 
 

Heather Craig-Peddie, Vice President, Advocacy and Member Relations for ACTA, was appointed to 
act as Secretary for the purposes of today’s meeting. 
 

Introduction of Directors 
 

The Chair introduced the ACTA Directors present at the AGM: Liz Fleming (Chair, British Columbia- 
Yukon), Mike Foster CTC (Chair, Ontario), André Desmarais CTC (Chair, Québec), Louise Gardiner 
CTM (Director at Large), Cyrus Rustamji CTM (Board Appointee) and Andrew Enns (Board 
Appointee). She extended regrets from those Directors who were unable to attend: Anthony Tonkinson 
(Member of the Alberta-Northwest Territories Regional Council), Barb Crowe (Chair, Saskatchewan), 
Barbara Lee-White CTC (Chair, Atlantic), Richard Vanderlubbe (Director at Large) and Michael 
Thompson (Board Appointee). The Chair also introduced the new regional Chairs and Nominees to 
the Board of Directors: Peter Keyter (Chair, Alberta-Northwest Territories) and Karen Schabel CTM 
(Member of the Saskatchewan Regional Council). The Chair acknowledged and thanked outgoing 
members of the Board of Directors for their commitment and service to ACTA over many years: 
Anthony Tonkinson and Barb Crowe. 
 

The Chair recognized our event sponsor, Sabre Travel Network. On behalf of Sabre, she 
expressed Sabre’s sentiments of support and partnership of ACTA and the retail travel 
community. 
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Verification of Quorum 
Appointment of Scrutineer 

Motion: That Doreen Lynch act as scrutineer for this meeting. 
Moved by Peter Keyter and seconded by Liz Fleming. 
All in favour. None opposed. None abstained. CARRIED. The Chair declared the motion passed. 

The Chair noted that the notice of meeting was sent to members on May 24, 2018 in accordance 
with our bylaws, and she outlined the rules of procedure for the meeting. 

The scrutineer reported that the quorum requirement had been met – the lesser of a) 15% of the 
voting membership, and b) twenty-five (25) members – and it was declared that the meeting was duly 
constituted for the transaction of business.  

1. Approval of the Minutes of the AGM held on June 14, 2017

Motion: That the Minutes of the Annual General Meeting held June 14, 2017 be approved as 
presented. Moved by Cyrus Rustamji CTM and seconded by André Desmarais CTC. 
All in favour. None opposed. None abstained. CARRIED. The Chair declared the motion passed. 

2. Annual Report from the Chair

The Chair referred to her message on page two of the Annual Report. She recognized the 
commitment of the ACTA team to the priorities expressed in the core pillars of the Association - 
Advocate, Educate, Promote and Connect. She went on to say that the accomplishments of 2017 
are the springboard for the three-year strategic plan that has been launched to strengthen our industry 
for the future. 
The Chair thanked the Board, the ACTA team and all members who participate in our programs 
and Regional Councils. 2017 - ACTA’s 40th Anniversary – was a great year and 2018 promises to 
be even better. 

3. Annual Report from the President

The President referred to her message on page three of the Annual Report. She spoke to the positive 
results of our efforts addressing the priorities in key strategic areas and delivering on what matters 
most to our Members. Our enhanced focus on Advocacy and Education are bearing fruit. ACTA 
strengthened our voice in government relations at national and regional levels, and participation in our 
Education programs are soaring. The public profile in promoting the value of Travel Agents and our 
role in the Travel Industry has been raised, and Members are being connected with more meaningful 
information, contacts and programs needed for success in our industry. 

The President acknowledged that the Annual Report recaps the progress being made on multiple 
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fronts, and with new strategic initiatives being rolled out, 2018 will be even better. 
 
The President thanked the Members of the ACTA Board of Directors, ACTA Regional Councils and 
Committees for their contributions of time and feedback. Special thanks were extended to ACTA’s 
corporate partners for their investment of time and resources in order to support ACTA’s vision of a 
healthy and vibrant retail travel industry, where the Travel Agent is recognized as an expert 
resource and essential to their success. Finally, the President expressed sincere thanks to 
Members, whose continued support helps ACTA fulfil the role as YOUR trade association. 
 

4. Financial Statements for the Fiscal Year Ended December 31, 
2017 and Report of the Auditors 
 

The Chair asked Louise Gardiner CTM, ACTA Treasurer, to present the audited 2017 
Financial Statements. 
Motion: That the 2017 Financial Statements be approved as presented. 
Moved by Liz Fleming and seconded by Karen Schabel CTM. 
All in favour. None opposed. None abstained. CARRIED. The Chair declared the motion passed. 
 

5. Appointment of Auditors for 2017 fiscal year 
 

Motion: That Cooper Bick Chen LLP be appointed the auditors for ACTA for 2018 and that the 
Board of Directors be authorized to fix their remuneration. 

Moved by Louise Gardiner CTM and seconded by Mike Foster. 
All in favour. None opposed. None abstained. CARRIED. The Chair declared the motion passed. 
 

6. Election of Directors of the Corporation 
 

The Chair stated that it was time to elect the Directors of the Corporation. 
On April 9th, ACTA advised Members of the call for nominations. Applications for the nine positions 
open were received by the deadline. The Nominating Committee met to review the nominations and 
proposed a slate of Directors. The slate was sent to the Members and a deadline was provided should 
any Member wish to stand for election. No positions were challenged and the proposed slate of 
Directors currently stands. For each position, the Chair asked for a vote to elect the nominee: 
 

Vote: to elect Liz Fleming as Director 
For: 64 
Against: 0 
Abstain: 0 
There were more For than Against so the Chair declared Liz Fleming as Director. 
 

Vote: to elect Peter Keyter as Director 
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For: 64 
Against: 0 
Abstain: 0 

There were more For than Against so the Chair declared Peter Keyter as Director. 
 

Vote: to elect Karen Schabel CTM as Director 
For: 64 
Against: 0 
Abstain: 0 
There were more For than Against so the Chair declared Karen Schabel CTM as Director. 
 

Vote: to elect Mary Jane Hiebert CTC as Director 
For: 64 
Against: 0 
Abstain: 0 
There were more For than Against so the Chair declared Mary Jane Hiebert CTC as Director. 
 

Vote: to elect Michael Foster CTC as Director 
For: 64 
Against: 0 
Abstain: 0 
There were more For than Against so the Chair declared Michael Foster CTC as Director. 
 

Vote: to elect André Desmarais CTC as Director 
For: 64 
Against: 0 
Abstain: 0 
There were more For than Against so the Chair declared André Desmarais CTC as Director. 
 

Vote: to elect Barbara Lee-White CTC as Director 
For: 64 
Against: 0 
Abstain: 0 

There were more For than Against so the Chair declared Barbara Lee-White CTC as Director. 
 

Vote: to elect Louise Gardiner CTM as Director 
For: 64 
Against: 0 
Abstain: 0 
There were more For than Against so the Chair declared Louise Gardiner CTM as Director. 
 

Vote: to elect Richard Vanderlubbe as Director 
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For: 64 
Against: 0 
Abstain: 0 
There were more For than Against so the Chair declared Richard Vanderlubbe as Director. 
 

7. Other Formal Business 
 

The Chair asked members if there was any further formal business to be brought before the meeting. 
No additional items were raised. 
 

8. Termination of Meeting 
 

Motion: That the meeting be adjourned at 9:05 am. 
Moved by Mike Foster CTC and seconded by Cyrus Rustamji CTM. 
All in favour. None opposed. None abstained. CARRIED. The Chair declared the motion passed. 
 

The Chair concluded by thanking our national sponsors for the year 2017: Air Canada, BrokerLink 
Insurance Brokers, Enterprise Holdings, Greater Toronto Airports Authority, Holland America 
Line, Manulife Financial Travel Insurance, Marriott International, Norwegian Cruise Line, Porter 
Airlines, Regent Seven Seas Cruises, Sabre Travel Network, Seabourn Cruise Line, SecuTrans, 
Travel Learning Campus, Velas Resorts, VIA Rail, Visit Portugal and WestJet. 
 
 

Heather Craig-Peddie Acting as 
Meeting Secretary 
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 ACTA by the Numbers – A Recap of 2018 





ACTA Air Canada Awards Winners

“Helping people 
to travel is not 
something you 
are good at… It’s 
something you do.  
Like breathing.”

Anil 
Dhawan, CTM 

Corporate Travel 
Agent Award

Isabelle 
St-Amand

Tomorrow’s Leader 
Award

Mira 
Laprell Elliot, CTC

Leisure Travel 
Agent Award

Corry 
Ticknor, CTM

Maguire-Wamsley 
Award

John 
Brouwer, CTC

Ches Chard 
Award

Barrie
Morgan, CTC 

Gerald Heifetz 
Trailblazer Award





Thank you to our Corporate Partners



We...
Advocate
Educate
Promote
Connect
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