As you’ll see in the following pages, this

credits her family for helping her find

issue of PAX magazine focuses on female

this balance, and I must agree. I have

executives within the travel trade.

no choice but to leave the office at a
reasonable hour to pick up the kids, and

I would estimate that something like 85

when I get home, my priorities change

per cent of employees in this industry are

from e-mails and meetings to cartoons

women, and more & more, we see them

and play time. This is the reality for many

taking the helm at various companies.

working women.

We’ve decided to profile these people
and highlight various principles and

I am very proud of this fifth issue of PAX

values they hold paramount.

magazine, as it offers insight to the
personal and professional development

You’ll see an interview with the Mazza

of our readers.

sisters from TRAVELSAVERS, and a
discussion with Transat Tours Canada’s

As we at Logimonde attend so many

General Manager Annick Guérard, each

industry events, nothing makes me

of whom share their perspectives and

happier then when people tell me how

experiences as business professionals.

much they enjoy reading PAX and

No doubt the knowledge they impart

what they learn each month. Mission

could also be applied to your own day-

accomplished! And when I visit the

to-day in some fashion.

offices of various travel partners and see
their growing library of this publication

I had the opportunity to partake in

(which has happened more than once!),

the interview with Annick Guérard,

my heart is filled with joy because it

and it reminded me how much I enjoy

means that you plan on refering back

speaking with other businesswomen.

to each issue, as we’ve always intended.

It’s so interesting to learn more about
their background and career path.

With that in mind, please continue

I must admit, the discussion was very

to share your comments with me:

inspiring and motivating for myself as

marie@logimonde.com.

an entrepreneur; I love talking about
employee management, marketing and
all other aspects of business.
Certainly, as we build our careers,
balancing work and family is not
always easy, especially as a business
owner or manager with children, pets...
and a boyfriend or husband! Guérard
mentioned during our interview that she
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Remember when Marissa Mayers got
the job as CEO of Yahoo in 2012? The
news seemed to earn equal number of
headlines as the London Olympics (maybe
that’s a stretch, but you get my point), and
while a large part of the conversation was
around her switching teams from Google,
gender was also a hot topic.
Think about it - not only did Mayers
become one of the youngest CEOs at
any of the world’s largest companies, she
is a woman! Many news reports took this
angle, but according to a Forbes article
published shortly after the appointment,
this executive is not the type to care for
gender-related questions. After all, it’s 2014
- is that detail even relevant anymore?
Maybe it shouldn’t be, but the fact
remains: it is, which perhaps isn’t a surprise
considering how the women’s movement
in Canada is such recent history; it was
only in the 1980s that sex equality became
entrenched in our Charter of Rights and
Freedoms.
A 2011 study by the Conference Board of
Canada indicated that while women have
made significant strides in many areas of
society over the past 22 years, that doesn’t
apply to workplaces in the ranks of senior
management positions. And it’s not just
about gender equality, Anne Golden, the
organization’s president and CEO at the
time said (notice: a female executive).

Thornburgh write, “Women in business
could learn a thing or two from women
in metal. They know how to support each
other and break into a male-dominated
business...What are female heavy metal
singers doing that gets them ahead? First
of all, they are not afraid to be themselves feminine and beautiful and a stark contrast
to the male singers. Secondly, they are
notoriously supportive of each other.”
In 2009, women made up almost 48 per
cent of the Canadian labour force, the
Conference Board reported, yet only 0.32
per cent (26,000 of more than 8 million
working women) held senior management
positions. There’s no question that women
are well-represented in the travel industry,
arguably dominating the trade. But for the
most part, if you look at executive roles at
major businesses, it’s not the anomaly we
probably hope it to be.
So, we’ve decided to dedicate this issue
to the women of the travel industry,
showcasing just a handful of the capable,
strong and inspiring female leaders
amongst us.

“Companies that fail to integrate
women’s perspectives into their high-level
decision making risk losing market share,
competitive advantage, and profits,” she
wrote.

As you noticed, Transat Tours’ Annick
Guérard is featured on the cover, and
she talks about leading one of Canada’s
top tour operators (pg. 34). You’ll also find
profiles on female entrepreneurs within the
trade, each of whom have made a lasting
mark on the travel landscape here (pg.
24). And finally, we feature the women at
the helm of TRAVELSAVERS, who together
have made a name for themselves on both
sides of the border thanks to their unique
approach to business management
(pg. 9).

I recently read a blog titled, To women in
business: Lessons from female heavy metal
singers, which outlined the challenges in
this particular genre for this particular
gender. Authors Joanie Connell and John

There is so much we can learn from
these stories, and gender aside, I think
it’s important for the travel community to
support each other on respective paths
in career growth.
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T

here are a few conclusions you’ll
likely come to while talking shop
with Kathryn Mazza-Burney and

her sister Nicole Mazza.
First, you’ll notice how these TRAVELSAVERS
vice-presidents value entrepreneurship –
they were born and bred with it, after
all – and second, you might admire how
they embrace change.
It all comes with the territory, having
grown up with their father’s business
that was established 44 years ago and
now has 18 brands under the American
Marketing Group, Inc. banner.
With the success of independent travel
agencies in mind, the approach has
been a malleable one that allows the
company to step in where there are
shortcomings in the marketplace, either
by creating solutions or by establishing
partnerships that add value to a service.
TRAVELSAVERS moved into Canada
nearly 15 years ago, and now has
275 licensees across the country. They
limit uptake to one agency per 50,000
population - it’s a matter of quality over
quantity - and vet applicants thoroughly
before bringing them on board.
“It is extremely important for us to find the
best of the best; that’s not necessarily just
revenue but those who are producing
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with our preferred suppliers, and those who are looking to get
highly involved & engaged in the products and services that
we offer,” Nicole says.
Keeping that approach paramount, they don’t want to be
referred to as a consortium - the classification doesn’t quite do
it justice, they say; this is a travel marketing company.
“When we look at the word ‘consortium,’ it’s more of a buy-in
club; they’re putting together everyone’s resources to have a
greater lion’s share,” Nicole says. “That’s only a small portion of
what we do as an organization. With the amount of companies
we have built - products, services and resources - it’s much more
than a consortium. We always refer to ourselves as a marketing
organization because everything we do stems off sales and
support for agencies.”
While service has always been a differentiator for them, they
changed the game earlier this year by introducing business
analysts to their team, complimenting the traditional business
development managers on staff. This means that dedicated
personnel work hand-in-hand with the top 25 per cent agencies,
getting down to the nuts and bolts of how each business runs
as an independent unit.
After evaluating and critiquing, these analysts help owners
and managers develop or revise business plans, determining
how they can concentrate their company differently by using
available products and services in order to drive profitability.
“We’re very hands-on with the training, very hands-on with our
BDMs – but needed to take it a step further. We needed to
get more involved with our top producing agencies who truly
were looking to grow that business but didn’t know how,”
Kathryn says.
“You’d be surprised at how many agencies today don’t have
business plans or succession plans,” she goes on. “We are getting
involved; we are helping them with the shifting of share, showing
them that booking every preferred supplier is not necessarily the
way to go. You’ve got to pare down your preferred list; you’ve
got to find your niche in order to be successful today.”
Over the past year, business has been good coming out of the
Canadian market and the Mazzas credit this to more agencies
recognizing the importance of having a specific focus.

10 PAX
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“We have seen exponential growth when they have pared
down the preferred suppliers they are working with - it’s that
old saying, Jack of all trades, master of none,” Nicole says. “We
find when they are very highly focused on a niche or lifestyle,
they have much more success.”
“Or, if you’re a larger agency, if you have 12 to 15 agents within
your shop, you have individual agents who are specialized.”
The business analysts - two of whom are based in the U.S. and
one in Canada - have been promoted to the role from within
the organization, which means each has a grasp on exactly
how existing platforms can be leveraged depending on desired
direction. They help recognize strengths - for example, highly
personalized service - and then identify weaknesses, such as
database management or succession planning.
These VPs say that the breadth of product and services within
the company can then be applied to propel licensees to further
success. And while it might seem uncertain how suggestions
of such magnitude might be received, Kathryn says that it is
typically welcomed with open minds.
“Change can be good,” she says. “They understand that it
impacts their bottom line dramatically if they learn how to
market themselves correctly; if they truly get out there and
they truly are salespeople. If today, you’re just sitting there and
waiting for it to walk through the door, you’re going to be out
of business rather quickly.”
In other words, they see that many know what they have to do
but not exactly how to do it, which is where the analysts come in.
Regardless of what action is required, it comes back to
an entrepreneurial spirit that has been engrained in the
TRAVELSAVERS values from the beginning.
“A lot of the agencies and the business models that are out
there, they are so exciting – they’re all entrepreneurs,” Nicole
says. “And we so support that spirit; that spirit runs through
everything that we do here.”
“They need to be true salespeople; they need to have that
passion. They can’t be what we call in the industry, ‘order
takers,’” Kathryn adds. “You’re never going to make money
that way.”
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technology

Frédéric Gonzalo

I

n the social media sphere, LinkedIn is sometimes
referred to as the class nerd; soft-spoken yet witty and
wise. Sure, we might rather talk about social media

darlings such as Facebook, Pinterest and Instagram,
or perhaps even trending mobile apps like WhatsApp
and Snapchat. But if you really mean business, LinkedIn is
truly where it’s at. This is particularly true when speaking
within a business-to-business context.

An evolving network
LinkedIn has been around since 2003, yet has adapted
well throughout the years. In the early days, it was
mostly a recruiting site where you would complete a profile
just like an online résumé: work experience, education,
skills, publications, etc. You could also add connections,
but that was about it. It was like a Rolodex on steroids!
Then what? Many wondered how LinkedIn could really
help…
That was then. But recently, LinkedIn has morphed into a
content-rich network where you won’t only find interesting
articles and discussion groups, but also people and
potential leads. Interested in developing some new
business online? Here are three ways to make LinkedIn
work for you:

12 PAX
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Example: Search for Product Manager, in Vancouver, within
Hospitality, Leisure, Travel & Tourism. (Based on my network. Results
will vary)
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Travel brands that get it
Even if there are more than three million company pages on
LinkedIn, great examples in the travel sphere are few and far
in between.
Nevertheless, here are a few inspiring pages to follow:

Club Med, with almost 25,000 followers on its Company Page,
uses it most effectively as a recruiting tool, taking advantage of
the “Career” tab. (NOTE: This feature is available for premium
accounts only.)

Four Seasons Hotels & Resorts is best in class, voted one of
LinkedIn’s Best Company Pages in 2013. They share plenty
of content with their 173,000-plus followers, enhancing the
employer brand while focusing on company values and
engaging future employees and partners.

Dutch airline KLM is considered a trailblazer on many social
media accounts. Starting this past summer, they added LinkedIn
to their customer-facing networks (Facebook, Twitter) where
they communicate regularly, in real-time, about operations
and customer service.

Interested in learning more about LinkedIn? Send me a request
online, and let’s keep in touch!

14 PAX
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advertorial

When a client wants to book a cruise, travel agents should think Encore Cruises. This
is the message Nathalie Tanious wants to share.
Appointed as vice-president of Encore Cruises on Aug. 4, Nathalie has enthusiastically
taken the helm of this division of TravelBrands. Cruise remains one of the fastest
growing segments of the travel industry, which is especially true in Canada where
growth outpaced other major global markets. In 2013, the market grew 14 per cent
in Quebec and nine per cent in Ontario, while the general trend varies between five
and eight per cent. Tanious says that anyone who wants a piece of this business ought
to work with Encore Cruises, whether delivering big ship or river cruise experiences.
Specializing in cruising, the company provides all necessary tools to help agents
improve their sales in this sector.
“In one call, everything is available at Encore Cruises – itineraries, flights, pre- and
post hotels, tours, and more. It’s a big advantage which saves time and therefore
money for travel agents,” Tanious says.
With Encore Cruises, resellers can trust its 25 years experience in the market with
a broad product inventory, technological advances serving travel professionals,
special promotions for travellers and agents, and the ability to pair experiences
with the various other divisions of TravelBrands.

Encore Cruises is founded
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MyTravel Canada acquires

MyTravel merges with Thomas

Encore Cruises

Cook Canada (TCC)
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Opting for Encore Cruises’ expertise means
travel partners can take advantage of
the latest technology. Making this choice
means agents will find the following benefits
in one place:

Access to on-the-spot pricing and inventory

Book anywhere, anytime
Compare up to four cruises at one time (from
various cruise lines, if desired)
Book flights from the TravelBrands network along
with the cruise

View and choose promotions

Make up to four reservations simultaneously

Have the option to pay in full at the time of booking

Browse itineraries, deck plans and Category
descriptions
At the time of booking, add requests for special
occasions, pre- or post hotel stays, and transfers
Contact the support team to request assistance
before, during or after making a reservation

That same year, the cruise division of
MyTravel merges with Encore. One

To celebrate their 20th anniversary,

brand, Encore Cruise Escapes, is then

the Encore Cruises brand is

created

reinstated
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Red Label Vacations Inc. acquires
TCC, which is renamed TravelBrands
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advertorial

When agents choose Encore Cruises, they can rely on the expertise of a company that has specialized in the cruise business
since 1991.
Encore Cruises is the essential resource for advisors who want to provide the best product for their clients. In Canada, Encore
Cruises represents 14 cruise lines including Carnival Cruise Lines, Celebrity Cruises, Costa Cruises, Disney Cruise Line, Holland
America Line, MSC Cruises, Norwegian Cruise Line, Princess Cruises (South Pacific) and Royal Caribbean International. The
Encore Prestige collection includes products from Avalon Waterways, AmaWaterways, Azamara Club Cruises, Hurtigruten and
Silversea Cruises.
This gives customers a choice of more than 198 ships and an incredible variety of routes around the world: Africa, Alaska,
Antarctica, Central America, South America, Asia, the Baltic Sea, Canada, the Panama Canal, the Caribbean, Europe, Hawaii,
the Mediterranean, Mexico, the Middle East, South Pacific and Russia.
By choosing to book with Encore, the world has no boundaries.

In addition to promotions offered by each cruise line
independently, Encore Cruises also offers promotions such
as onboard credits. For group reservations, the company
provides plenty of inventory and very good rates. Travel
agents also enjoy commission rates starting from 10 per
cent as well as loyalty points accumulated for each sale.

As part of TravelBrands, Encore Cruises benefits from the
synergies between all divisions of the business, which means
the possibilities are endless in creating unique itineraries.
Encore Cruises has more than 70 airline partners (offering
round-trip flights, openjaw tickets, etc…) operating out of 33
Canadian airports. Agents can also propose land extensions
pre- or post-cruise with products from companies within the
TravelBrands portfolio, such as Exotik Tours.

18 PAX
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Launched Apr. 1, 2013, Encore Prestige offers product
from five upscale cruise line partners. Because
customer expectations are high within this segment,
Encore Prestige features “white glove service” from
beginning to end, encouraging the best agents
to secure those cruise bookings.
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experience

Standing 2,430 metres above sea level, the Historic
Sanctuary of Machu Picchu is referred to by UNESCO
as one of the “greatest artistic, architectural and land
use achievements anywhere and the most significant
tangible legacy of the Inca civilization.” It was built
in the fifteenth century and abandoned when the

approximately 200 structures making up this religious,
ceremonial, astronomical and agricultural centre are
set on a steep ridge, crisscrossed by stone terraces.

Also known as Salar de Uyuni, Bolivia’s Salt Flat
is among the world’s largest at 10,582 square
kilometres. It is located in the southwest regions
of Potosí and Oruro near the crest of the
Andes and is at an elevation of 3,656 metres above
sea level. It is said to have been formed as the
result of transformations between several
prehistoric lakes. Covered by a few metres of salt
crust, it contains 50 to 70 per cent of the world’s
lithium reserves. Tourists flock there to see
the endless, flat terrain, famous for perspective
photography.
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Photo courtesy Ezequiel Cabrera

made known to the outside world until 1911. The

Photo courtesy Jordan Matchett

the sixteenth century. Following that, it was not

Photos courtesy Carlos Sala

Inca Empire was conquered by the Spaniards in

Photo courtesy Bolivia Travel

The Great Blue Hole is a world-class destination for
recreational scuba divers looking to explore the
natural attraction’s marine life, including tropical

Photos courtesy Travel Belize

fish and coral. The world’s largest natural formation
of its kind, it is a part of the larger Belize Barrier Reef
Reserve System, a World Heritage Site recognized
by UNESCO. Located about 70 kilometres from the
mainland, the Blue Hole is circular in shape, more
than 300 metres across and 125 metres deep.

Another UNESCO-designated site is Iguazu Falls, which
is primarily accessed through Brazil (Foz do Iguaçu)
or Argentina (Puerto Iguazu). There is a fee to access

Photo courtesy Visit Argentina

views from either country, but Eleanor Roosevelt’s
famous quote, “Poor Niagara!”, is very telling of its
magnificence. Devil’s Throat is referred to as one of
the most attractive falls, found on the main portion
of the river. Between 160 and 260 individual falls may
be seen depending on the amount of water pouring
into the gorge.

With the majority spanning across Brazil, Peru
and Colombia, minor amounts of the Amazon
Jungle can also be found in Venezuela,
Ecuador, Bolivia, Guyana, Suriname and French
Guiana, in total covering more than 5.5 million
Photos courtesy Tourism Ecuador

square kilometres. This spectacular area represents
Photo courtesy ProExport Colombia

more than half of the planet’s remaining
rainforests, and comprises the largest and most
biodiverse tract of tropical rainforest in the world,
with an estimated 390 billion individual trees,
2.5 million insect species, and some 2,000 birds
and mammals.
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An offshore territory of Ecuador, the Galapagos is
an archipelago of volcanic islands that span across
the equator. It is made up of 18 main islands, three
home to a number of endemic species including:
Galapagos land iguanas, marine iguanas, sea
cucumbers, flightless cormorants, blue-footed
boobys, mockingbirds, penguins, sea lions, hawks,
great Frigatebirds, waved albatross, and more than
50 species of fish. One of the most sought-after sights
in the area are the giant tortoises.

Photos courtesy Metropolitan Touring Image Bank

smaller islands and 107 islets or rocks. They are

Photo courtesy Bjorn Christian Torrissen

Easter Island is famous for its 887 stone figures,
called moai, created by the early Rapa Nui
people. It is said to have been populated in
the first millennium, but the civilization depleted
with the island’s natural resources. The average
height of the moai is about four metres, with
the average width at the base around 1.6 metres
across. Their recognizable design showcases large,
broad noses and strong chins and all but one are
said to be facing away from the ocean.

The Andes, the Caribbean, the Pacific Coast,
the Amazon and the Eastern Plains can all be
found within Colombia, a very geographically
Santa Marta, the oldest city in South America.
Boasting a combination of heritage, beautiful
beaches in Tayrona Park and the village of
Taganga, there is also a complex network of
ecosystems on the Sierra Nevada de Santa
Marta, plus a unique mountain range not to
be missed.
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diverse country. Here you will also find
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Commonly referred to as the world’s southern
most city, Ushuaia is a gateway to a nature
lover’s paradise with wildlife galore including
local birds, penguins, seals and orcas, thanks to its
location on the Beagle Channel. Other attractions
include the Tierra del Fuego National Park and
Photos courtesy Visit Argentina

Lapataia Bay. Visitors can take a journey on
the End of the World train, or skiers can access
both Cerro Castor and Glaciar Martial from
here. Ushuaia is also the nearest port of
call to Antarctica.

Situated in Guatemala, Tikal is known as one
of the largest archaeological sites and urban
centres of the pre-Colombian Mayan civilization.
Tikal National Park, declared a UNESCO World
Heritage Site in 1979, is home to a number of
temples and plazas from the Mayan civilization,
It is the largest excavated site in the American
continent, comprised of 222 square miles of jungle
all around the ceremonial center.
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dating as far back as the fourth century BC.
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pax people

Zachary-Cy Vanasse

The travel and tourism industry is well populated
with female entrepreneurs, to the point that
adding the qualifier of “female” seems a
little silly. Still, even as women throughout
the industry shatter glass ceilings day in and
day out, there remains a belief that men and
women do business differently.
But, that’s not necessarily a bad thing. In fact,
recent studies indicate that companies whose
boards have more women on them can be
linked to a 53 per cent higher return on equity
and their companies go bankrupt less frequently.
With that in mind, PAX set out to discover more
about the business philosophies of some of the
industry’s leading female entrepreneurs, and
to learn about their experiences as successful
women today.
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Rita Tsang started her career in the

is what separates the wheat from

travel and tourism industry before

the chaff.

she had even finished university.
While shopping for flights home

“You have to be able to see that

to Hong Kong during a break in

opportunity, because it doesn’t

her schooling, she recognized that

come all the time. I saw that the

there was a void.

travel industry does not require a
lot of capital since we were really

“I saw that the fares were so

just re-sellers, so it was something

expensive. And at that time there

that

was so little information about Asia

could afford to do, to be that

that I saw that there really was an

middle person. But if you’re going

opportunity,” she recalls. “So we

to be that middle person, you

began going to the airlines and

have to be able to provide that

negotiating bulk buy. At first, we

value.”

somebody

like

myself

were selling direct to the students
and then re-selling it to the

She admits that her youth played

agents. That’s when I got the first

a pivotal role in her decision to

taste.”

go for it.

Give the clients something they

“Really, as a youngster you have

want and need, and you’ve got

nothing to lose,” she says.

a good starting point, explains
Tsang. “To be relevant in anything,

However, once one has a little

you have to be able to provide

more skin in the game, dramatic

value to your customer. And in

decisions start to carry a little

recognizing that I could provide

more weight. That’s where having

that value to students like myself,

a healthy long-view approach

it really worked. That’s the whole

makes all the difference.

origin of Tour East.”
“You have to look at the long
Recognizing a demand is one

term,” Tsang advises. “You can’t

thing; having the ability to turn

just always look in the short term.

that into a successful business is a

Once you have established a

another thing all together.

business you should always be
very mindful of your cash flow.

For Tsang, the ability to see how

Always look at your bottom line.

a demand can be used to make

You should be aware that it can’t

yourself and your business valuable

always be sunny days.”
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Vicky Zaltsman had a determined

be ready to accommodate

spirit from a very young age,

your clients. That’s what they

having moved to Canada with

need now.” Travel agencies are

her family from the former Soviet

supposed to be promising an

Union when she was 12-years-old.

assisted experience, she says, so
she feels the only way to do that

Her first job in the industry was with

effectively is to be available.

K Iwata Travel, where she took a
post between studies.

It is a business strategy that she
has managed to infuse in her

“I loved it so much that I didn’t

employees at YYZ Travel as well. She

want to go back to school,” she

imparts to her staff the importance

says. “Working in travel hit me right

of making those connections and

off. Learning about destinations,

remaining engaged with clients.

sending people on trips, helping

Zaltsman says it doesn’t hurt that

them realize their dreams; for me,

her desire to be the helping hand is

it was everything and that’s what

not specific to her work; she carries

I wanted to do.”

that attitude with her in everything
she does.

She founded YYZ Travel in 1986, but
quickly realized that simply selling

“My staff and the people I know,

leisure wasn’t going to be enough.

they know I just want to help. I have

And so came a wholesale division,

my eyes open for anyone who I

Canadian Gateway, specializing in

meet and I get to know them and

travel to Eastern Europe and Israel.

try to pay attention to the details

Within the first few years, YYZ Travel

that matter.”

Group expanded again, adding
an incentive department and then

Being detail-oriented is part and

a corporate department. In 1988,

parcel to the equation, according

she joined forces with her business

to Zaltsman; if you are looking for

partner, Alexandra Pelts.

the little things that matter to an
individual, you’re more likely to

For Zaltsman, a lot of her success

understand what they need when

comes from always being available

they reach out to you.

to help her clients.
“People notice when you are
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“Literally 24 hours a day, my

doing something just for them.

computer and phone are glued

They notice and they appreciate

to me,” she says. “You have to

it,” she says.
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For Nilufer Mama, the foundation

adding the importance of “rolling

of success is integrity, tenacity,

with the punches.”

sincerity, optimism, hard work
and thinking outside the box,

“It was emotionally very difficult

she says.

when I lost my multi-million dollar
business, but I had to simply brush

All that plus a little elbow grease,

myself off and get back into the

of course. “When you couple these

arena and start again.”

elements with hard work, you’re
bound to fly.”

So came a ‘tours’ department another niche business - and with

And in her early days in the industry,

time, Millenium Travel blossomed

flying was what it was all about. She

into a renowned boutique leisure

founded Trade Wind Associates

company, eventually becoming

Canada Inc. in 1991, representing

a division of UNIGLOBE Enterprise

airlines that didn’t fly to Canada

Travel Limited, part of the Premiere

within the Canadian market. She

Travel Group.

was driven and determined to
succeed in this niche business,

She is enjoying her role as executive

and Trade Wind grew into a fruitful

VP at the new company, working

organization with offices in New

closely with owner Cyrus Rustamji,

York, Houston, Chicago, Toronto

and is growing the leisure side of the

and Vancouver.

business with quality independent
agents and new acquisitions. The

After nearly two decades, adversity

launch of Premiere Cruises this past

struck when the company’s

June was just the beginning of this

largest airline account parted ways

new chapter for the company.

with its Canadian representation,
despite

per formance

“I recommend this industry if you

and quality deliverables by her

great

have passion for the travel business,”

company.

she says. “If there’s no passion then
it is not a good idea to go into it,

Lucky for her, she’s a believer in

because it is not a business you

always having a Plan B.

really do very well in unless you really
have the drive for it.”

“In 1999, we opened an IATA travel
agency called Millenium Travel

For all entrepreneurs there is only

that was running parallel with Trade

one way to look, she says, and that

Wind as a sister company,” she says,

is “onwards and up.”
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Confidence has always been

“Women too often want everything

key for Christiane Germain,

to be perfect; they want their

co-president of Groupe Germain

careers to be per fect, they

Hospitalité, an attribute that has

want their families to be perfect.

helped propel her to where she

Sometimes you have to let go of

is today.

a few things. Not all at the same
time, but a few things. Perfection

“It’s not a matter of having done

is almost impossible to attain and

things,” she explains. “It’s a matter

if you try too hard, you may lose a

of knowing you can do them.

few things along the way.”

That’s very important. People want
to follow a leader and you want to

Finding a balance, not just in

give the impression you know where

a pursuit of perfection but also

you are going. So it’s important

between her brother/co-president

to show that confidence in the

and herself actually becomes a

direction that you are taking.”

business advantage, according to
Germain.

In addition, Germain stresses the
absolute necessity in surrounding

“My brother is different than I am

herself with good people, whether

and I think some of the differences

in her personal life or in the

are related to gender. It’s good

workplace.

to be in a context where you can
actually assume those differences,”

“The main thing is certainly the

she explains.

people around me,” she says. “One
thing I would say I’ve done right

So how does she know where to

most of the time in my career and

draw the line when it comes to

in my life is I’ve been surrounded

compromise of any kind?

by the right people.”
“If you don’t stick to your values,
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Of course, working hand-in-hand

after a while it’s going to disturb

with the concept of a good team

you. It’s going to create a conflict

is the concept of being a good

between who you really are and

teammate, which often means

[the work] you’re doing...On a

being willing to compromise - a trait

regular basis, you have to ask

she sees not just as necessary to

yourself: Am I sticking to my values?

working effectively with colleagues,

And if it is yes, then that’s great,

but also a valuable building block

and if no, then you make some

towards success.

adjustments.”
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After spending years working as

the premise of doing good

a financial advisor, Deanna Byrne

business, it would grow. I didn’t

needed a change. She enjoyed

really have time to think of

the interaction with people,

the what-ifs. You have to have

but had grown tired of discussing

confidence and you have to

insurance, injury and death with

believe in your product. And in

her clients.

yourself.”

So she got into the travel business

As for the strategy, she felt an

in a big way. At first she worked

organization that could deliver

for some traditional brick and

the kind of customer service

mortar agencies, where she

experience screen-fatigued clients

noticed that the proper support

were craving would find success.

system just wasn’t in place for
agents they had working from

And it has. The Destination Experts

home.

is looking to branch out into
Ontario and B.C., then Quebec,

The plan was to open her own

and eventually move into the U.S.

traditional agency while hiring

and Europe.

a couple of independents.
She made the job posting public on

Byrne’s confidence in herself - which

a Thursday and by the beginning

has allowed the company to reach

of the following week she received

this point - is the same confidence

750 resumes, give or take.

she carries through business
dealings in a male-dominated

With the realization that there
was

definitely

executive world.

something

happening, Byrne had to rethink

“I have found that whenever

her plans.

there were executives from
other large travel consortiums

“It was a leap of faith,” she

and host agencies, I’ve gotten

says of her decision to start The

the utmost respect and have

Destination Experts, which now

been really treated as an equal,”

plays host to 200-plus agents in

she says. “I believe that any

the Atlantic Provinces.

woman who is coming into this
business really has to come in

In actuality, it wasn’t just a leap

and put their confidence hat on

of faith; it was also confidence in

and really believe in what they

her plan. “I knew if I went in with

are doing.”
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hotel

Text: Terrilyn Kunopaski
Photography: Provided by Napo Wildlife Center

D

espite the pitch blackness, this night was more alive
than I can describe. It was a symphony of sounds as
nature moved about its business, many creatures just

waking from their slumber as the perfectly visible moon shone
overhead in a sky doused with stars.
I was in my cabin catching up on work, all the while finding it
a bit surreal to be connected to wireless Internet considering
my remote coordinates.
And then, screams; absolute shrilling cries of terror coming
from a few rooms away.
In retrospect, perhaps it wasn’t the best idea, but I ran out
the door to see what the commotion was about. A few of
the lodge managers were rushing into a nearby cabin, but
everything settled down rather quickly considering how serious
the situation seemed - whatever it was.
The next morning, I was told that a pair of our group members
had a tarantula in their room, which resulted in the drama. I
had this mental image of the two of them standing on the
bed sporting Fruit of the Loom pyjamas, holding onto each
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other while yelling for dear life. You see, the story is riddled in
irony, because of course this would happen to the friends who,
despite their fear of creepy crawlers and nature in general,
agreed to participate in a trip to the Amazon Jungle.
Interactions such as the one they had that night should be
at least somewhat expected in this area of Ecuador called
Yasuni National Park, which is home to more than 700 species
of plants, 500 species of birds, and 100,000 species of insects.
We were spending some time at Napo Wildlife Centre, an
‘alternative luxury’ eco-hotel in the Amazonian Ecuador with
a consistent five-star TripAdvisor rating. An important UNESCO
Biosphere Reserve and the largest tract of tropical rain forest in
the country, this ecotourism project includes the conservation of
more than 130 square kilometres. Getting there is an adventure
in itself, as it begins with a two-hour motorboat ride from the
town of Coca along the Napo River, followed by a transfer on
paddle-canoes for the remaining distance.
The lodge consists of 16 luxury cabanas and a large dining
hall with a library and, important to note, a well-stocked bar.
Attached to the bar is a 50-foot viewing tower overlooking
the lush surroundings.
The rooms span more than 450 square feet, each with private
bathrooms (including hot showers!) and a lake-view. One
caveat: even if you show up by yourself, you’re never really
sleeping alone as small frogs or flies find their own places

For the best travel industry news : PAXnews.com

PAX 31

to hang out. I’m typically a bit skittish when things that should
be outside come inside, but it really didn’t bother me - after
all, this was their home first.
While staying at Napo, the intent is not to be on the property for
the duration of your visit. In fact, days can start as early as 5 a.m.
for those who want to explore. While canoeing down the Napo
River and during subsequent hikes, we came across endless
natural beauty - from squirrel monkeys fearlessly jumping from
tree to tree and seemingly docile caimans peeking their heads
up from below the murky waters, to blue morpho butterflies
fluttering by in flashes of colour and an endless variety of birds.
Each adventure was led by experienced guides, in my case
named Jairo and Remi, who knew their way through the
rainforest like the back of their hands. It was a real education as
they introduced us to different insects and trees, and provided
interesting factoids such as how some plant life is used in
modern medicine. None of the excursions were too physically
taxing, which is why it’s common for Napo to host visitors of
all ages.
We also spent time at the Kuri Muyu Interpretation Centre where
the Añangu Kichwa community showed us their customs and
traditions. It was beautiful to see how they live off the land
and carry on their ancestors’ way of life. This is an important
element of the Napo experience, as these are the people who
established the Wildlife Center as an ecotourism destination in
order to showcase the wonders of Amazonia as well as their
lifestyle and beliefs.
Throughout the entire visit, we had great food and made great
friends. It was an immersion in a different way of life and while
it felt like we were a million miles away from modern civilization,
we had this remote experience and yet could easily connect
to ‘reality’ back home. Even still, the best connection was the
one we made to such awesome people and the breathtaking
nature.
And as we said our good-byes before continuing on our
escapades elsewhere in Ecuador, even the city slickers with
no time for bugs or mud couldn’t help but say how much they
were going to miss this place.
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HERE,
THE NIGHTS
ARE HOTTER.
LIKE 20 DEGREES HOTTER.
VEGAS IS BRINGING THE HEAT WITH ITS FIVE-STAR DINING,
WORLD-CLASS ENTERTAINMENT, INCREDIBLE WEATHER
AND AMAZING NIGHTLIFE. IT’S THE HOTTEST CITY WITH
THE COOLEST REPUTATION.

LasVegas.com

up front

Text: Terrilyn Kunopaski
Photography: Michel Julien

I

t’s safe to say Annick Guérard is not your stereotypical
white-collar executive. There’s no mistaking how serious
she is about her job, but when it comes to management

style and getting down to business, the approach is a little
more light-hearted.
It’s this quality that she attributes to her professional success
thus far, complimenting her strengths in formulating and
communicating a vision, defining objectives, and creating
a collaborative work environment.
Guérard has been part of the Transat organization since 2002
when she took on the role of senior director, customer service
at Air Transat, prior to which she worked as a consultant for
the airline. Since then, she’s quickly moved up the ranks in
various senior positions within the different business units of
Transat A.T. Inc., also including responsibilities at Transat Tours
and Jonview Canada.
This experience prepared her for her current role as general
manager at Transat Tours Canada, where she is leading
the organization through an exciting yet challenging time.
“I learned about the different functions of the business in
these roles - product, marketing, distribution, pricing, yield
management, commercial,” she says. “I don’t pretend to be
an expert in all these fields but that’s not my job; it’s more to
surround myself with the right people and focusing on where
we need to go, and delivering on what we need to do.”
Speaking with Guérard from her office in downtown
Montreal, the key messages keep coming back to effective
communication, building a strong team, and nurturing a
positive workplace culture.
“I like when people bring their sense of humour to work; I
think it is essential,” she says. “We work so hard here that
at some point, we have to put things in perspective. When
we’re able to bring humour within challenges, it helps create
a healthy, pleasant environment where employees will look
forward to working. I see a direct effect – having fun at work
brings productivity up and of course, morale.”
In addition to this, Guérard feels it’s important to get all
people onboard with tasks at hand by ensuring everyone
is in the right position. Over the years, she has helped to
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break down silos within the organization, which has resulted

“We need to have common objectives, with the client at

in more clearly defined roles and responsibilities.

the centre. Otherwise, it’s not going to work and we’re not
going to optimize Transat results,” she says.

Part of this is communicating with employees about
what their interests and strengths are, and ensuring job

This task of defining objectives is key for Transat Tours

descriptions reflect that individuality. Equally imperative

Canada as it seeks to return its South program to profitability,

is having a cooperative

having faced a fair share

and collaborative team,

of challenges thanks to

which she admits is not

increased

always easy.

in the marketplace and

competition

accessibility of information.
“Sure, I can have the best people for the job but they might

In doing so, the company has taken time to evaluate the

not fit. If I can have the second best who are going to work

current landscape while also observing consumer behaviours.

together, I will take them. You cannot achieve anything by

This has resulted in operational changes that require a new

yourself; I prefer having people who are happy and who

direction from the “old way of doing things.”

will work together.”
“Our Product team would go south and look for good
The next step is having clearly defined objectives, she says,

products and then they would come back, turn to Marketing

directing everyone’s work toward common goals rather than

and say, ‘This is the product we should push to consumers,’”

individuals with contradictory priorities in mind.

Guérard explains. “It’s the other way around today.
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It’s the Marketing team listening to the different segments of

bringing to the supply chain?’ “You need to reinvent yourself

clientele, saying ‘This is what they need,’ and turning back

and adjust to those new conditions.”

to Product.”
Another priority in regards to teambuilding is trust, Guérard
One notable accomplishment she refers to is the introduction

goes on, valuing the ability to delegate tasks for the message

of Transat Holidays’ Experience Collection – product lines such

it sends to employees.

as Escapades and Duos – which is a direct result of listening to
these consumer demands.

“It tells them you trust them and it builds confidence,” she says,
noting that there is no culture of punishment at Transat. “If it

“People want to have a story to tell when they come back;

goes well, we do it together; if it doesn’t go well, I’ll always be

they want to be close and experience emotions,” Guérard

there to support you.”

says. “I think that was a big success for us when we launched
it two years ago, but this is only just the beginning.”

This encourages a free-flow of ideas and contributions from all
levels within the organization, and in fact, Guérard says she

The idea is making sure product is in the right place at the right

is “allergic to hierarchy,” avoiding any top-down approach

time for the right price, she says, and asking, ‘What value am I

to leadership.
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“I think people can contribute and express themselves with
liberty at Transat and it’s very well received; that’s part of who
we are,” she says. Illustrating the point, she brings up a recent
example: When Air Transat helped 12 Turkish sailors return home
after being stranded in the Port of Sorel-Tracy in Québec, it was
all thanks to an employee’s suggestion to senior management.
It’s this open line of communication that helps when tough
decisions have to be made, Guérard says when speaking
about staff cuts that have been implemented over the years.
“We cannot take things personally; we’re doing this for the
organization – to protect what we have, to protect who we are

Annick Guérard began her professional career in

in the face of consumers, and to protect the people who are

the transportation industry as a project manager in

staying within the organization,” she says. “When you explain

engineering consulting, and then worked as a senior

those changes, you need to explain the big picture; ‘Understand

consultant in organizational management for the

that if this is where we’re going, these are the decisions we need

Deloitte management consulting firm.

to make in the short term and in the mid-term.’ You need to talk
about the final destination.”

Since 2002, Guérard has held a variety of
management positions within different Transat A.T.

It’s a lot of responsibility for one person, but Guérard just keeps

Inc. business units, including working four years as

smiling. She says that having a family helps keep things in check,

senior director, customer service, for Air Transat. In

and on a personal note, also prioritizes good diet and exercise

2006, she joined Transat Tours Canada’s team as

to deal with stress.

director, brands, then served as its interim director,
marketing. A year later, she took over the leadership

Professionally speaking, it’s all about control and not letting the

of Jonview Canada in Toronto. In 2009, Guérard

pressure she is feeling get to her team. Again, it comes back

was appointed vice-president, marketing and

to communicating and discussing challenges and possible

web commercialization, for Transat Tours Canada.

solutions.

In October 2011, she took on the role of vicepresident, South market, and was then appointed

“My team helps me to see things differently,” she says. “When

to the position of general manager of Transat Tours

they have a problem, I’m always there. There’s always a solution

Canada, on Dec. 3, 2012.

and we’ll find it together.”
Guérard holds an MBA from HEC Montréal and
The mother of two doesn’t necessarily see her position as a

a Bachelor’s degree in engineering from l’école

gender-related accomplishment, noting that Transat has always

Polytechnique de Montréal.

had clear opportunities for women with ambition; this could
be in part due to the fact that it was co-founded by female
entrepreneur Lina De Cesare.
“I’m not the first woman to undertake a senior leadership role in
the industry and I won’t be the last,” she admits. “That being said,
I am always super happy when I see a woman being promoted
to a senior leadership role and the main reason is because it
gives a role model to other women by telling them if they really
want it, it’s more a question of willingness than anything.”
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analysis

All data provided by the UNWTO
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Top International Tourist Arrivals - 2013
1. France

84.7 million

2. United States

69.8 million

3. Spain

60.7 million

4. China

55.7 million

5. Italy

47.7 million

6. Turkey

the big spenders - International Tourism
Expenditures (US$ billion)
1. China

128.6

2. United States

86.2

3. Germany

85.9

4. Russian Federation

53.5

5. United Kingdom

52.6

37.8 million

6. France

42.4

7. Germany

31.5 million

7. Canada

35.2

8. United Kingdom

31.2 million

8. Australia

28.4

9. Russian Federation

28.4 million

9. Italy

10. Thailand

26.5 million

10. Brazil
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vogue

Featured on Air France’s Boeing 777300 and A380 aircraft, the airline’s La
Premiere cabin is ‘more than just a
seat – a private suite.’ Each seat in La
Premiere, made of high-end materials,
convert into a fully-flat bed more than
two metres long. A large table in the
seat’s adjoining console is available for
work or dining. Not only is there a range
of impressive technological features,
La Premiere also offers travellers a
menu designed by some of the world’s
top chefs, enhanced by a carefullychosen wine list.
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Cathay Pacific’s First Class cabins boast
leather-covered touches abound,
plus practical features such as a
personal closet and a spacious console
compartment. On the technology side,
travellers can use a 4.3-inch LCD touch
screen controller to easily recline the
seat, adjust lumbar support and turn
lights on or off. Cathay Pacific’s First
Class bedding features 500 threadcount cotton fabrics plus a new sleep
suit made with 100 per cent organic
cotton is also available.
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Each of Emirates’ First Class private suites
feature a sliding door, a personal mini-bar,
adjustable ambient lighting, vanity table,
and of course a seat which converts into
a fully-flat bed. The suites offer the latest
entertainment technology, while First
Class dining features a global menu and
Shower Spas allow travellers to refresh
on a long flight. Passengers receive Fast
Track vouchers at both check-in and
arrival, allowing them to zip through the
airport on their way to the First Class
lounge or a chauffeured vehicle.

Debuted

earlier

this

year,

The

Residence by Etihad is the world’s
first private multi-room cabin on a
commercial passenger aircraft, each
with a dedicated butler. With modern
Arabian design and featuring a living
room, double bedroom, separate
ensuite shower room and measuring
125 square feet in total area, The
Residence is located on the upper floor
of Etihad’s A380 fleet. This cabin is fully
WiFi enabled and equipped with the
latest Panasonic eX3 entertainment
system, controlled by video touch
screen and handset.
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After recently taking delivery of its first
A380 aircraft, Qatar Airways gave its
“signature touch” to all aspects of
the aircraft, including the First Class
cabin which boasts only eight seats.
Comfort is the main priority, evident in
the 90-inch pitch with a fully flat bed
donned in Frette Linen and a duvet.
Exclusive meals are designed by worldrenowned chefs, and an on-demand
menu service allows guests to enjoy
sweet or savoury delicacies at any
time. Each space can be transformed
into a conductive work space with
laptop power, USB plug and an on-air
mobile service.
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escape

Text and photography: Michele Peterson

I

n his 1934 travelogue Beyond the Mexique Bay, writer Aldous
Huxley compared Guatemala’s Lake Atitlan to Italy’s Lake
Como, saying it was Como “with the additional embellishment

of several immense volcanoes. It really is too much of a good thing.”
As I wound my way through the street market of the lakeside village
of Panajachel, dodging stalls laden with rainbow-hued tapestries
and carts overflowing with cashews, I caught glimpses of Lake
Atitlan at the end of the cobblestone street and had to disagree
with Huxley - I would never get too much of the spectacular view.
Set in the highlands, a two-hour drive northwest of the capital of
Guatemala City, Panajachel has long drawn an international
crowd of explorers, artists and even revolutionaries such as Che
Guevara. Today, it’s a popular spot for studying Spanish, shopping
for indigenous handicrafts and exploring nearby Mayan villages.
I was participating in an excursion offered by Jardín de América,
the Spanish language school I’d chosen for my two-week stay.
Accompanied by a local guide, a classmate and I were headed
to San Pedro La Laguna, a tiny village at the base of Volcan San
Pedro, a three-kilometre tall volcano on the opposite shore of
the lake.
“Excursions are an important part of learning a language,”
explained our guide Jose. “They’re a great way to gain insights
into Guatemala’s culture and practice your vocabulary.”
“As long as no one asks me to talk in the future tense, I should be
fine,” laughed Linda, a fellow Canadian who also studied four hours
daily in the shaded garden at Jardín de América. Although she
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was in the Beginner level class and I in Intermediate, we’d meet
up during the pausa - coffee time - happy to take a break from
conjugating verbs.
Since no roads surround Lake Atitlan, the only way to reach San
Pedro is by boat. As we boarded a simple skiff with open air
windows and wooden seats, we took in the view. Surrounded by
a necklace of volcanoes mirrored in turquoise-jade waters, Lake
Atitlan looks like an eye brimming with tears, a fitting image for
Photo credit: INGUAT, Guatemala’s Tourism Institute

a lake so deep the indigenous Maya people believe it to be a
portal to another world.
“Its depth of 300 metres makes it the deepest lake in Central
America,” explained Jose as we bobbed our way across the calm
lake surface. “The lake was formed when a volcano erupted and
created a caldera, a perfectly round crater that filled with water.”
“Are any of these volcanoes still active?” I asked, looking at the
three dark volcanoes looming before us.
“San Pedro stopped erupting thousands of years ago but Atitlan
and Toliman are still active,” he explained with a shrug of his
shoulders suggesting he wasn’t too concerned.
“Don’t some volcanoes in Guatemala erupt regularly?” I asked.
“Yes,” he agreed. “Pacaya near Guatemala City has been active
almost continuously for its lifetime. The Maya people believe each
volcano has a Nuahtual (a soul) and is a living, breathing entity.”
San Pedro volcano certainly looked as though it could be alive.
Sunlight skipped across its green slopes so it seemed to shape-shift
before our eyes, becoming closer one minute and then dark and
brooding the next.
Upon arrival at the San Pedro dock, still wobbly from the 20-minute
boat ride, we jostled for space with locals on a narrow uphill path.
It seemed Mayan culture was very much alive in this village as
most of the Tz’utujil people were proudly wearing their traditional
traje, prism-coloured woven shirts for the men and wrap skirts for
the women. It was a peaceful scene with shoeshine boys taking
a midday break by jumping off nearby rocks to swim in the clear
waters.
Jose commandeered a tuk-tuk, a motorcycle with a cabin
for two in back, and we were soon on our way to Parque
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Ecologico Volcan San Pedro in the cloud forest near the top

“It’s the Xocomil,” shouted the captain.

of the volcano. The air was fresh as we hiked a narrow path
flanked by a patchwork of avocado and papaya orchards.

I’d heard of the strong, sudden, midday wind that sometimes

As we climbed higher, shade-grown coffee bursting with glossy

happens on Lake Atitlan but thought we’d left early enough

red berries appeared.

to miss it.

“Coffee needs three things to thrive - shade, sun and good soil

“The Maya believe the Xocomil carries away sins,” said Jose.

and they get all three here,” said Jose.
“I knew my Spanish was bad, but I didn’t think it would be
“Wow, look at that view,” said Linda, when we stopped for a

considered a sin,” I shouted, as a crushing thump threatened

break. We could see the whole town before us, a peninsula with

to catapult me right out of the boat.

the boat docks and the main square above it.
“Mierda,” cursed a Spaniard from Valencia seated near me.
“Many visitors to San Pedro also hike Indian Nose,” said Jose,

Dressed in slim pants and a fitted dress shirt, he unleashed a

referring to a hill that resembles a Mayan Lord. He was hopeful

string of profanities each time a wave drenched him with cold

we might be tempted to linger longer in town, but homework

water. The Xocomil wind might have been washing away my sins,

beckoned and it was time to return to Panajachel. Enroute, we

but it was also teaching me a whole new Spanish vocabulary.

stopped at the market to watch as two elderly men played
checkers using bottle caps, and then browsed the food stalls

Once we arrived safely at the dock in Panajachel, I observed

where the toasty smell of maize corn tortillas filled the air.

that while the Maya people credit Lake Atitlan’s volcanoes for
having unique souls, the legendary Xocomil wind deserves top

“Rich in iron and vitamins…good for energia,” said one vendor, a

marks for personality.

Maya woman wearing a lacy floral blouse. She offered us dulce
de ayote, a delicious Guatemalan dessert featuring chilacayote,
a long-necked squash steamed in rapadura (pure sugar cane

INGUAT is Guatemala’s Official Tourism Agency www.visitguatemala.com
Jardin de America: Study Spanish four, five or six hours daily, one-on-one with an accredited
teacher www.jardindeamerica.com

juice) and generously spiced with cinnamon.
With a combination of Spanish and sign language she introduced
us to other products such as chiles from Coban, tiny salted
fish and avocados with dusty reptilian skin that looked like
nothing we’d seen in a Canadian grocery store. Our Spanish
skills exhausted, we stopped for a photo-op in front of the brightly
woman weaving on her backstrap loom.
Finally, as the setting sun slipped behind the volcano we headed
back to the boat. As we left the harbour, our passage was
smooth. Then, a massive thump jolted us out of our seats. It was
followed by a wave even bigger than the one before it. Giant
cresting waves began hitting the small boat with such force it
felt like riding a mechanical bucking bronco in a western saloon.
“What’s happening?” Linda shouted.
Between the howling wind, the pounding waves and the shrieks
of the passengers I barely heard the answer.

Photo credit: INGUAT, Guatemala’s Tourism Institute

painted statue of St. Peter the Apostle and watched a Maya

See South America?
Or really experience it?
The true South America Insiders, our unique local
knowledge and exclusive contacts, built with our 68 years’
expertise, take you deeper – with Insider moments like
sharing authentic meals with locals in their homes.
And we also make it all hassle-free, from the journey to
where you stay and seeing the icons.
Experience why we win the most guided travel
awards globally.

Spirit of Argentina NEW
10 days

From $5,773** pp
twin share
Internal flights included

Buenos Aires. Iguassu Falls.
Bariloche. All the classic sights
of Argentina are experienced
– but you also travel deeper to
meet people who unveil the true
spirit of this dramatic country.

Costa Rica Eco Adventure
8 days

From $1,950** pp
twin share
Internal flights included
Filled with unique moments,
this trip takes you into the
treetops of Monteverde’s cloud
forest and to meet locals, like
chocolatiers who grow their
organic cocoa here.

Save up to

South America Revealed
16 days

From $7,867** pp
twin share
Internal flights included
Joining locals, from weavers
in Peru to cocktail-makers
in Rio, this adventure immerses
you in the culture and traditions
of South America’s most
diverse nations.

Terms & Conditions *Savings of $2048 per couple ($1024 per person) is based on the Icons of South America guided vacation, departing March 8, 2015, when paid in full by November
20, 2014. Discount is based on twin share and applies to the land portion of the tour price only. Valid on new bookings only and taxes are included. Deposit is due within 3 days of booking
and the balance must be paid in full on or before the discount’s end date. Discount can be combined with other brochure discounts where applicable and only applies to vacations
featuring the ‘Early Payment Discount’ in the price panel. Not combinable with last minute deals. Subject to availability and may be withdrawn at any time. **Advertised prices are based
on the following departures: Spirit of Argentina: March 10, 2015; Costa Rica Eco Adventure: April 10 – Dec 11, 2015; South America Revealed: May 1 – Sept 18, 2015. ˚Save $100 per couple
on itineraries featured in the 2015 Trafalgar South America brochure. Valid on new bookings only made by October 31, 2014. A deposit is due within 3 days of booking. Full payment
due by November 20, 2014. Combinable with all brochure discounts where applicable. Not combinable with other limited time offers, show coupons or Last Minute Deals. Please quote
promo code PPTPAX10 at time of booking.
TICO # 1583987W. 33 Kern Rd, Toronto ON M3B 1S9

$2,048*

PER COUPLE
Pay by Nov 20, 2014

EXCLUSIVE MAGAZINE OFFER
SAVE an extra $100˚ per couple
Book by October 31, 2014
Contact your travel agent
Call 1800-352-4444
www.trafalgar.com

business sense

Blake Wolfe
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future proof

A

s a science fiction fan, I

a science fiction movie; it exists

love movies like The Matrix,

– today.

Terminator

and

2001

A

Space Odyssey. A common theme in

Welcome to the real world

these and others is the idea of “the

Nolan Burris

machines” taking on tasks and roles

While all these techno-travel marvels

formerly performed by humans. In a

can be distressing to us, they present

dramatic yet predictable twist, artificial

opportunities for travel consultants

intelligence eventually turns sinister or

to evolve into a new level of

decides that humans are no longer

indispensability. Yes, you can become

necessary.

indispensible, more valuable, and more
desirable than ever, but to get there,

At the risk of sounding nostalgic and

you must be prepared to let go of

paranoid: I remember how, when I was

old ideas - even some that may have

a young travel consultant in 1979, cruises

served you well in the past.

and tour packages were only available
from human travel agents. Any machines

The machines are winning, but

in the mix were just for information

only in one extremely narrow way:

storage and retrieval, or document

transactions. Information, data, prices,

printing.

availability and reservations are easy
in the machine world, but there are

Today, almost all cruises, tours, flights

some things utterly impossible for them

and more are available directly

to accomplish.

from “the machines.” While our iPads
haven’t tried to wipe out humanity,

In the real world of emotionally driven

they and their clones have succeeded

humans, things like compassion, advice,

in rendering a large number of

guidance, support, relationships, and

humans unnecessary in the eyes of

even a friendly smile can transform

consumers. The trendy new Google Glass

transactions into something machines

does it by projecting a virtual screen

cannot reproduce.

of options into your field of vision,
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allowing you to speak and blink your

The problem today is that bookings still

way to a beach resort booking. This is

represent the largest source of revenue

not a metaphor, and I’m not quoting

for most travel agencies. But not for all!
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There are now agencies that earn significantly more revenue

do have a flat-screen television on the wall. I even use it to

from professional fees than they do from commission. In

display those weekly video calls with mom. I routinely refer

many cases, fees account for 75 to 80 per cent of their

to a tiny computer called “iPhone” for weather forecasts.

total revenue.

It speaks turn-by-turn directions in my car, and even listens
while I dictate email and text messages. This IS the future.

This does not mean that they no longer make bookings
or produce transactions. It also doesn’t mean they have

After studying generations of trends and patterns in this

turned their backs on commission or supplier relationships.

industry, I don’t see a bleak future for travel professionals.

Those connections have become even more important –

However, I do see new business models where both agencies

with a twist; while they used to be mostly concerned with

and suppliers are thriving - still in partnership but with a

commission rates and overrides, the conversations are now

different, healthier relationship for the mutual benefit of

dominated by service excellence for their clients.

travellers. Sadly, some folks can’t or won’t adapt. Some
will just continue with what they do now until it no longer

Commission still matters. Reservations still matter. But, when an

matters. Others will boldly go where no travel agency has

agency has transformed into a fee-based travel consultancy

gone before.

service, nothing matters more than client satisfaction.
In the recent remake of the old Battlestar Gallactica series,
It’s not a model that solely depends on wealthy luxury seekers

humans created robots called Cylons. They did the work

or CEO-level business travellers. It does require rethinking

humans didn’t want to do. They eventually became self-

and retooling quite a few things including revenue streams.

aware, and modified themselves into living breathing,

It also means not ignoring the march of the machines into

conscious beings. Then, they attacked their creators in a

the welcoming arms, homes and offices of your clients. We

bloody 40-year war.

aren’t likely to stop it, but we can leverage it.
In the final episode humans and Cylons realized they were
Like in the movie Terminator, I often wish I could go back in

better together than apart. They put down their weapons

time and somehow prevent the Internet from being created.

and created a new future for all. As I type this article on

Unfortunately, I’d lose Words with Friends, Netflix, and my

my laptop, I’m starting to wonder what it might be thinking

weekly video chats with mom. We too have welcomed the

of me.

machines into our daily lives.

The future is now
Nolan Burris is a top-selling author, for mer travel agent, failed musician and self-

As a child, I was captivated by the futuristic fun of the
cartoon The Jetsons. While I don’t have a flying car yet, I

For the best travel industry news : PAXnews.com

professed techno-geek. He’s also a popular inter national speaker both inside
and outside of the travel industry. He is the founder and chief Visioneer of Future
Proof Travel Solutions in Vancouver, British Columbia: www.futureprooftravel.com.
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news

Check out some of the top headlines that caught the attention of our readers. Find daily
national travel industry news updates on PAXnews.com, or PAXnewsWest.com for news from
Western Canada.

Collette has named Nalinie Sharma as
marketing manager for its Canadian
offices. New to the travel industry, she
previously worked as marketing manager
for Bank of Montreal, prior to which she
served numerous roles in marketing with
Algorithmics.

The 10th annual Connect Barbados Conference took place Sept. 3 to 6 at the Lloyd
Erskine Sandiford Centre in the capital Bridgetown, drawing delegates from across the
globe, including representatives from Canada, the U.K., France, Brazil and the Netherlands.

Porter Aviation Holdings Inc. is exploring the
idea of selling its passenger terminal at Billy
Bishop Toronto City Airport, the company
has announced, in the interest of a saleleaseback agreement.

Vision Travel Solutions has announced the
promotion of Lynda Sinclair, CTM, to the
newly-created position of vice-president,
leisure travel. She has been with Vision
a total of eight years, most recently as
director of leisure business development.
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Switzerland Tourism in Canada has
announced the appointment of Evelyn
Lafone (pictured here) as market manager.
Lafone succeeds Mirko Capodanno, who
was appointed district manager, Western
USA, based in Los Angeles.

Ronald Veno has been announced as
the new president of Kensington Tours,
coming off 18 years with Amercrombie
& Kent. He replaces Phil Sproul (pictured
here) who recently moved on from the
role at the end of August.
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1 - Of Transat Tours Canada, Nicole
Bursey, commercial director, Ontario &
Atlantic Canada, and Denise Heffron,
VP national sales & commercial, join
300 travel agent partners at the
Toronto Sun Academies event for
Transat Holidays & Nolitours.
2 - TravelBrands hosted its first annual
Charity Golf Classic and raised
$114,000 for The Hospital for Sick
Children. Pictured here are owners
Enzo, Joe and Frank DeMarinis.

1

2

4

3

3 - At the annual Beaches & Baseball
event with Visit St. Petersburg/
Clearwater: Dustin Shelton, Alden
Beach Resort on St. Pete Beach; Leroy
Bridges, Visit St. Pete/Clearwater;
Sara Engelskirger, Clearwater Beach
Marriott Suites on Sand Key; Matt
Prewitt, St. Pete/Clearwater Sports
Commission; Kevin Smith, St. Pete/
Clearwater Sports Commission;
Stephanie Alexander, Sirara Beach
Resort on St. Pete Beach; Rob Price,
Visit St. Pete/Clearwater; Jen Carlisle,
Clearwater Marine Aquarium; and
Kirsten Fisher, Clearwater Marine
Aquarium.
4 - David Han, ConnectWorldwide
Canada, represented Las Vegas at
IncentiveWorks with Jamie Heidorn
and Amy Riley of the Las Vegas
Convention & Visitors Authority.
5 - At an exclusive Air Canada event:
Virgilio Russi, senior director, Canada
sales; Duncan Bureau, VP, global
sales; Lucie Guillemette, VP, revenue
management; Derek Vanstone,
VP, corporate strategy, industry &
government affairs; Yves Dufresne,
VP, alliances & regulatory affairs; and
Craig Landry, VP, marketing.
6 - Tourico brought 20th anniversary
celebrations to Canada, hosting a
special event in Toronto. Pictured
here: Jason Soss, president, global
business development for Travel
Holdings, Inc.; Matias Elisavetsky,
VP Canada, Tourico Holidays; and
Deborah Kenton, BDM, Canada.

5

6
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1
1 - Thailand’s Consul General Sutthiluck
Sa-ngarmangkang (centre) with tourism
delegates at the launch of the Discovering
Thailand Festival at her private residence in
Vancouver.
2 - At the Tahiti Tourisme North America (TTNA)
reception in Vancouver: Mari Masuda, director,
promotions & incentives, TTNA; Michael Mullin,
director of sales, Boomerang Tours; Tekura Kelly,
trade & promotions coordinator, TTNA; and Jeff
Crochet, communications manager, TTNA.
3 - During WestJet Vacations’ Hawaii road show
at the Terminal City Club in Vancouver: Nav
Brar, contract coordinator, WestJet Vacations;
Dianne Giovannetti, product buyer, WestJet
Vacations; Christina Aldanese, regional
director, Hawaii Visitors & Convention Bureau;
Yehudi Altman, product manager, WestJet
Vacations; and Emily Spadafora, sales rep,
B.C. & Alberta, WestJet.
4 - Celebrating Yucatan during Mexico Fest:
Fernando Alvarez of the Mexican Consulate,
Claudia Franco Hijuelos, Consul General
of Mexico in Vancouver; Eric Luis Rubio
Barthell, chief of staff, State of Yucatan; and
Rodrigo Esponda, director, Canada, Mexico
Tourism Board at the MTB travel industry golf
tournament at the Richmond Country Club.
5 - Of Insight Vacations at the India 2015
product launch at Sula Restaurant in
Vancouver: Marie Anne MacRae, global VP,
strategic partnerships; Cris David, president,
Canada; Claire Rottare, sales manager, B.C.
& Yukon; Lisa Ray, global brand ambassador;
Jeff Element, president, Travel Corporation Canada; and Michelle Lee Hoy, PR & digital
media specialist.

Virgin Atlantic Airways announced that it
will not re-launch its seasonal VancouverLondon Heathrow route for summer 2015.
The last day of service on the YVR-LHR route,
originally launched in May 2012, will be
Oct. 11 2014.
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3

4

Cesar Mendoza left his post as director
of the Mexico Tourism Board in Western
Canada for a position as coordinator of
assessment and special projects for the
MTB, based in Washington D.C. He will be
replaced by Rodrigo Acosta.

5

Sunwing Vacations appointed Farole Kikkert to
the Western Canada sales team as business
development manager for Southern Alberta.
She is responsible for servicing all travel
agencies in Southern Alberta and parts of
South-Eastern British Columbia.
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There was a good turnout for the
Association of Canadian Travel Agencies
AB/NWT’s annual golf event despite a
last minute change in plans thanks to
unseasonal snowfall. Most participants
instead took part in a bowling tournament,
while others kept original plans of a spa day
and Mantracker activity. Thanks to ACTA
& WestJet for making it possible for PAX to
take part in the event!
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By: John Tennent

By: Angie Mohr, CA, CMA

By: Jae Shim and Joel Siegel

From the pages of the long-running weekly
publication The Economist, this book
provides finance managers with step-bystep breakdowns of their daily tasks, offering
guidance on how to carry out the work, as
well as the range of economic principles that
may be applied in various situations. Examples
drawn from more than 100 top international
companies illustrate many of the book’s
points, while financial terms and practices
are explained to the reader as well.

Financial Management 101 is an introduction
for entrepreneurs – both new and established
- in money management, explaining how to
manage the most important aspects of small
business finance in a straightforward manner,
from budget planning to understanding
financial statements. Part of the Numbers
101 for Small Business series, the book was
written with small business owners from both
Canada and the U.S. in mind.

Covering the spectrum of financial
management tasks and issues, Outline of
Financial Management is a reliable resource
for any manager or business owner with
finance questions. Now in its third edition,
the book provides enough information
to solve 1,042 commonly-encountered
financial problems.

By: Gene Siciliano

By: Stephen R. Foerster

While most businesses will appoint one
person or department to be in charge of the
company’s finances, all managers should
be able to understand and interpret key
financial tasks and concepts. Finance For

While modern financial management practices
can come across as complicated and cryptic
to anyone unfamiliar with such concepts, a
minimum level of financial understanding is
important in the current business climate. Using

The Non-Financial Manager provides the
essential information that those managers,
required by managers who are not directly
involved with company budgets and
financial forecasts.

clear-cut language and real-life examples from
Wal-Mart and Coca Cola, the author illuminates
the world of balance sheets, industry analysis
and valuation measurements to managers
outside of the financial realm.
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By: John A. Tracy and Tage C. Tracy
An all-in-one kit from the popular For Dummies
series, this book takes a light-hearted yet factual
look at all aspects of financial management
within a small company, including a list of 10 rules
for small business survival. A CD-ROM
included with the book contains a number
of financial templates and forms such as
cash flow statements and expense
sheets.
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W H Y B O O K WITH U S ?
Earn higher commissions
with our all-in pricing
Experience conﬁdence with our
4+ all inclusive offering
We’re proudly Canadian,

HELP YOUR CLIENTS
DISCO VER THEIR

flying over 5M passengers to
their sun destinations

PER FECT VACATION
L EA R N MO R E A B O UT
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Roundtrip seat selection
Priority baggage & check-in
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@ CANJETVACATIONS

1-800-809-7777

W W W. S I R E V. C O M

SOMETIMES THE BEST PLACES ARE
THE ONES YOU’VE NEVER BEEN TO.
INTRODUCING YEAR-ROUND FLIGHTS TO PANAMA CITY
AND RIO DE JANEIRO THIS DECEMBER.
Immerse yourself in Latin culture with our year-round service to Bogota, Buenos Aires,
Lima, Santiago, and São Paulo. And with new service to Panama City and Rio de Janeiro,
we’ve got Latin America covered.
For more information contact your travel agent or visit aircanada.com

