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Children 12 and under stay free this summer when sharing a room with one (1) full paying adult. Limited to two (2) children per room for Hard Rock Hotel & Casino Punta Cana and Hard Rock Hotel Vallarta. For Hard Rock Hotel Riviera 
Maya, the promotion is limited to two (2) children per room when traveling between June 1, 2017 - June 30, 2017 and limited to one (1) child per room when traveling between July 1, 2017 and August 31, 2017. Children’s age MUST 
be notified in the reservation. Ages reported for children MUST be accurate at time of travel. Proof of age will be required upon check-in. In the event that the ages of children are incorrect at time of travel, the difference in rate will 
be charged upon check-in. Applicable for US and Canada markets. Booking window Now - May 31st, 2017. Travel window: June 1st, 2017 - August 31st, 2017. Not applicable at Hard Rock Hotel Cancun and Hard Rock Riviera Maya 
Heaven Section. *$1,800 Limitless Resort Credit based on a 7-8 night consecutive stay per room. Bookings of 3 nights receive $500, up to $750 with a 4 night stay, up to $1,500 with a 5-6 night stay, up to $2,000 with a 9-11 night 
stay and up to the equivalent of $2,500 with a stay of 12-13 night stay and up to $3,600 with a stay of 14 nights or more. A 20% service fee will apply over the final price of all transactions using the Limitless Resort Credit promotion 
on all services or products available at Hard Rock Riviera Maya, Hard Rock Hotel & Casino Punta Cana and Hard Rock Hotel Vallarta. Service fee can only be paid with cash, room charge and credit card. Service fee cannot be paid with 
the remaining Limitless Resort Credit promotion balance. Other restrictions may apply.

allinagents.com   888-680-7625

Get up to

20% SERVICE FEES APPLY

AN ALL-INCLUSIVE EXPERIENCE
AN
EPIC
SUMMER
STARTShere
Kids stay free when you book the 

family getaway at the all-inclusive 

Hard Rock Hotels. That means endless 

room service, live entertainment, 

and beautiful beaches without ever 

having to break the bank. It’s all the 

makings of an epic summer story in 

one beautiful location.
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My story with Wazna, content marketing 

manager at Logimonde Media, began 

one April… on YouTube.

I had posted a job advertisement 

for the position, and I received, from 

Wazna, a particularly eye-catching 

video resumé.

I immediately appreciated this different 

approach… after all, here at Logimonde, 

we have a culture of doing things in an 

original way.

Wazna, who is passionate about 

communication, has a degree in 

this discipline. She arrived in Quebec 

from Algeria at the age of 10 without 

speaking a word of either French 

or English.

Determination is one of the defining 

characteristics of Wazi (like all my team 

members, she has her own nickname…), 

and she is now perfectly bilingual, 

jumping between the languages of 

Moliere and Shakespeare without a 

second thought. 

Wazna is a real personality – without 

question, the ray of sunshine of the 

group. She is both extroverted and 

endearingly candid, but is also blessed 

with versatility beyond her 28 years.

Having arrived at Logimonde in 2014, 

she deals with sales support, public 

relations, and also gives live video 

reports at major events in 

Montreal, Toronto, Vancouver 

or in-destination. 

Within months, she had 

already demonstrated 

her ability to adapt to 

the different demands 

of working for a media 

company, becoming 

a major asset to our 

team and even involving 

herself in the launch of our 

new products. 

From time to time, my children love to 

spend a day at their mother’s office… 

I honestly don’t know if they come  

for me, or because they know 

Wazna is going to take them to 

McDonald’s for lunch. It must be said 

– Wazi and McDonald’s is a great  

love story.

However, after this type of meal, it’s 

obviously necessary to burn off the 

calories. So it’s off to the gym for 

Wazna – who’s even managed to 

succeed in dragging several of her 

colleagues there. 

Didn’t I tell you she was determined?

Marie-Klaude Gagnon
Publisher
marie@logimonde.com

Years of service: 3 

Role: Content Marketing Manager 

Location: Montreal

Contact information: 

450 689-5060, ext. 220 

wazna@logimonde.com 
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Discover Germany.

Fly nonstop from Vancouver, Calgary, Whitehorse, Toronto and Halifax to Germany and beyond. 
This year again offering nonstop Halifax to Munich.

Flights begin May 1. through October 31. Offering Business Class, Premium Class and Economy 
Class. Great connections with Westjet to over 30 destinations throughout Canada and over 100 
connecting destinations across Europe. 
Check out our great fares!
 
Contact: reservation_usa@condor.com or call us 1800 524 6975
 

Born to fly.



BLAZEINFINITY-EDGE POOL

OCEANVIEW BALCONY DOUBLE SUITE

 The Evolution of  All-Inclusive ®

Savings up to 55% off of the published rate. Rates may vary by date. Offer valid for new bookings made March 1, 2017 through April 19, 2017. For travel May 1, 2017 through December 
24, 2017. For travel based on a minimum 3 night stay, 1 free child per 1 adult paid, limited up to 2 children per room. Children aged 12 and under. Blackout dates July 1 through August 
16 2017, November 22 through 25 2017.  Other blackout dates may apply. Kids Stay Free is only combinable with existing Hyatt Swing Into Spring promotional rates. Kids free is not 
combinable with any other promotions. Offer may be changed or withdrawn at any time. Not responsible for errors or omissions. Other restrictions may apply. Hyatt Zilara™ and 
Hyatt Ziva™ trademarks and related marks are trademarks of Hyatt Corporation or its affiliates. ©2017 Hyatt Corporation. Playa Hotels & Resorts, an authorized operator and 
owner of Hyatt Zilara™ and Hyatt Ziva™ resorts in Jamaica and Mexico. All rights reserved. PLA01810217

Call Your Preferred Tour Operator
800.720.0051  |  H YAT T.C O M

THE WOW FACTOR
■■ Luxurious accommodations featuring ocean views, with spacious suites available  
■■ Gourmet dining and kid-friendly options at an array of venues, like Blaze, our beachside grill 
■■ KidZ Club offering educational and entertaining activities plus kiddie pools and splash zones
■■ Five ocean-view swimming pools including an adults-only pool and an all-ages pool

A L L- I N C L U S I V E  R E S O R T S

SAVE UP TO 55% PLUS KIDS STAY FREE 

Swing Into Spring

PLA01810217 PAX-April-FP-PV_v1.indd   1 3/9/17   3:43 PM
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setting the stakes

 
 

 
 

Text: Fergal McAlinden

Photography: Dan Galbraith, Details Group
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very business owner remembers their big 

break, and Vivek Khanna is no different. 

After founding tour operator Tourcan 

Vacations in 1987, the aspiring businessman toiled 

in relative anonymity for some time, keeping  

his new company afloat and waiting patiently for 

his golden opportunity.

It was a while before that first breakthrough finally 

arrived. Air Canada was commencing service 

to Mumbai and they wanted a tour operator 

with local expertise who could supplement 

their flights in the region. Seeing an opportunity  

for his fledgling company, Khanna lobbied 

extensively to be given a contract and funding 

to promote India. 

“Being a new company, it was not easy,” he reflects, 

“but we were persistent, and we were involved with 

agents and people who liked us. After several 

meetings, Air Canada finally agreed to work with 

us – at the time, a relatively unknown company.”

The success with Air Canada gave liftoff to the 

company’s aspirations, and since then, Tourcan 

has never looked back. Its anniversary in 2017 

marks an eventful 30 years in business, during 

which time Khanna and general manager Phillip 

Solomon have witnessed dramatic change – in 

the evolution of Tourcan’s product, the expansion 

of destinations offered on its tours, and the 

introduction of air consolidation to its offerings  

in 1994. One factor, however, has remained 

constant: the prominence of travel agents in 

promoting and selling the company’s range of 

exotic itineraries. 

While continuing to produce the catalogue  

it first unveiled in 1987, the majority of Tourcan’s 

business now consists of unique, personalized 

vacations that are requested by the customer, 

relayed through the agent and created by one 

of the company’s destination experts. 

“We still have this magnificent brochure which 

started in 1987 with India,” Solomon tells PAX, 
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“and we have a ton of guaranteed departures 

to various destinations. Despite that, about 77 per 

cent of what we sell doesn’t come out of here 

anymore… we sell more customized tours than 

we do set departures.”

“We’re now known for 

customizing our itineraries to 

suit the needs of the individual 

traveller,” he continues. 

“People will use our brochure 

as a menu – they’ll go to a 

travel agent and say, ‘I want 

to go to China – can you 

customize it for me?’ That’s 

our strength.”

Glancing around Tourcan’s Toronto offices, it’s 

not difficult to see why Solomon affectionately 

describes the company as a ‘mini United 

Nations.’ The place is brimming with flags, 

memorabilia and mementos that reflect not 

only the diverse range of destinations on offer  

in the company’s catalogue, but also the 

variety of nationalities represented among 

its employees. 

The diversity of Tourcan’s staff, 

Solomon feels, is an invaluable 

asset that has helped position 

the company uniquely as an 

industry expert in selling its range 

of personalized tours in disparate 

exotic locations. 

“What’s important is that the 

staff who work here have been 

employed for their knowledge and 

expertise about the destinations 

that they sell,” he explains.  

“So, if an agent calls and wants 

to talk to someone about Africa 

– they’ll talk to someone who’s 

either l ived in that destination, 

was born and raised there 

and came to Canada, or 

someone who’s travelled there extensively.  

The same will apply for Asia, South America  

and so on. These people are experts in their 

field and know their destinations well.”

With some 98 per cent of 

its business still conducted 

through travel professionals, 

the company unsurprisingly 

retains a strong emphasis on 

its collaboration with agents. 

“We make ourselves 

extremely visible to the travel 

industry,” says Solomon,  

“in terms of guiding agents, meeting with them 

and their clients to help the process and close 

the sale.” 

Tourcan’s staff are equally happy to lend their 

expertise to agents who need a hand. “We 

won’t hesitate if someone has difficulty in selling 

a destination because they’re not familiar  

with it – we’re happy to do an online Skype call 

with them and their client and work through it 

with the agent.”

A recurring theme Tourcan began to notice about its 
customers was their interest in giving something back to the 
local communities of the destination they visit. This inspired 
the company to launch its Enriching Lives International Relief 
Program, aimed at improving living conditions for communities 
in Tourcan’s range of destinations – by providing clothing, books, 
pens and paper, and collaborating with suppliers to address 
other difficulties. 

“We have three projects we are currently supporting, in Peru,  
El Salvador and Tanzania, and we’re also looking at some projects 
in India and Vietnam,” confirms Khanna. “We’ll continue to look 
for more projects we can support and help down the road.”

“The idea is that we get involved to give something back, and 
then give clients the opportunity to go there,” adds Solomon. 
“If they want to make a contribution, they can.”
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“Some agents will approach us and say 

that they would like to promote a group 

departure to a specific destination,” he adds. 

“When this happens, we work very closely 

with the travel agent to help them put the 

itinerary together. 

“But this is what sets us aside from our competitors: 

we don’t just say, ‘OK, great, call us when you 

get ten or more people.’ We work with them in 

the promotion of the group: we will help them 

with the marketing; we will produce e-flyers  

  

An evolution in Tourcan’s business has 
come about after the emergence of a 
recent trend: the phenomenon of pre- 
and post-cruise travel. Here, Tourcan 
will cater to cruise customers who 
have arrived early to their cruise’s point  
of departure, or who want to experience 
some local sightseeing after their cruise 
has ended. 

“When clients arrive in Singapore, for 
example, ahead of a cruise,” Solomon 
explains, “an agent will call and say,  
‘I have people going on a cruise, can 
you do anything before they depart?’ 
We will transfer them to a hotel, give 
them accommodation and sightseeing 
– and then put them on a ship, and off 
they go. And we do it the other way 
around as well.” 

Worth bearing in mind if your cruise 
ends, but you’re not ready to go home 
just yet!
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for them that they can send out to their database. 

Where possible, myself or Wendy [Schader, 

sales director, Western Canada], out west,  

will go and do a consumer event with travel 

agents helping to do presentations to the 

consumer to help promote their specific group 

departure. We get very involved in the promotion 

and the marketing of the group itself.”

Tourcan's involvement in the Let’s Talk Travel 

trade shows, meanwhile, has also provided 

fertile ground for new sales and further growth 

in smaller communities with less exposure to  

the mainstream travel industry. 

“Have we seen sales from our participation in 

Let’s Talk Travel? Yes, we have,” affirms Solomon. 

“Have we established relationships with  

people in towns and cities that we probably 

wouldn’t have? Yes, we have. We all get the 

opportunity to go to Montreal and Ottawa  

and Toronto and the major cities,” he continues, 

“but they get to see us more than the others. 

This gives me, and all of us, the opportunity  

to promote our products in the travel industry  

in the smallest towns that we would not normally 

go to.”

As the company reflects with satisfaction  

on its successful first 30 years in business, 

attention inevitably turns to what’s in store 

for the future. While its leaders hope to see 

the opening of new and untapped markets 

in the years ahead, the continued evolution  

of its existing products is also the name of the 

game for Tourcan. “When you’ve been selling 

a Kenya safari for the last 25 years, you’ve also 

got to look at what can be done to enhance 

that particular experience for people,” 

Solomon opines. “You have to look at what 

you have, and how you can further enhance  

each experience.

“It’s essential to be able to not repeat what’s 

been done before, but to enhance what’s been 

done before.”

 
 
 

 



Perth Adelaide Melbourne Sydney

 

Experience wildlife when exploring Kangaroo Island or take a self-
drive tour and journey through spectacular scenery while enjoying 
exceptional food and drink on offer. With so much to discover, 
South Australia offers the ultimate reward for the curious at heart.
 
Three flights per week from Montreal via Doha to Adelaide, 
Melbourne, Perth and Sydney.
 
We look forward to welcoming you on board.

Enjoy some of the most 
exciting cities in Australia
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Frédéric Gonzalo

technology

Conference speaker & consultant 
specializing in e-tourism

here’s never a dull moment in the social media universe. All you have  

to do is take a look at the plethora of new features and opportunities that 

are changing the way we use and interact with Instagram, Facebook, 

Snapchat and many others. The ongoing battle is fierce as social media networks 

vie for users’ attention spans. The reason? Since social media networks rely  

on advertising dollars for a major chunk of their revenues, they need to keep user 

numbers and engagement up. And LinkedIn is no exception!

In 2016, a bombshell hit the world of social media: Microsoft announced that it had 

acquired LinkedIn, the popular social media network created for professionals, 

which is unique in the social media realm. 

Why did Microsoft acquire LinkedIn?

• 467 million active users on a monthly basis

• The largest business-driven social media network in the world  

• 18 per cent of users use LinkedIn with a premium (paid) account

• Tremendously under-utilized advertising opportunities and weak presence 

of company LinkedIn pages 

At the start of 2017, what was bound to happen finally happened: LinkedIn’s 

interface was completely revamped. You didn’t notice it? That simply proves just 

how much of a jolt LinkedIn needed to get people to get back on the network 

— and react! ;-)

Here are the four main aspects you should consider regarding LinkedIn’s 

new interface:

  



Have you ever performed a Google search with your 

name or company name? Unless you are a politician 

or public figure, you’re likely to see your LinkedIn profile 

pop up in the search engine results. Because it’s public, 

you need to take into account that your LinkedIn profile 

is like a website and requires some fine-tuning from  

a search engine optimization (SEO) perspective. Here 

are some tips you can use to update your profile based  

on LinkedIn’s new interface: 

• Make sure your profile includes a professional 

picture. What’s new: your profile picture is now round!  

You can also customize your profile’s background 

photo. Ideal size: 1536 x 768 pixels.

• Complete your profile: You have 120 characters  

to describe who you are and what you do.  

Use relevant keywords based on your field of 

expertise, strengths, industry and company you 

work at.

• Add your contact information: Add your website, 

telephone number, link to your blog, email address, etc. 

• Write a summary: The summary, which is located at 

the top of your profile, is equivalent to your elevator 

pitch. You can include multimedia content, such as a 

PowerPoint presentation, video or PDF brochure. Note 

that these items don’t automatically appear on your 

profile. Visitors have to click on “See more.” LinkedIn 

now only displays the three most recent (before the 

recent switch, LinkedIn displayed five). 

• Update your experience: Add any recent projects, 

contracts, jobs, awards and industry honors.

LinkedIn’s powerful search engine has always been one of its strong points, 

especially when you want to build a relationship with a supplier or find  

a potential client in a specific city or industry. Unfortunately, the search 

engine is one of the features that has changed with the new version 

of LinkedIn. 

With a Premium account, I have access to more filters when  

I perform my search. However, I cannot target people that belong  
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to groups. If you have a free account, there are few search 

options. You can no longer save search results either.

Nevertheless, LinkedIn’s search engine is still useful to help 

you find clients or business partners. You can filter results  

by person, project, company, etc. If you want to get better 

results, you should probably invest in a Premium account. 

Since LinkedIn is for professionals, it's a far cry from Facebook, 

Instagram, Twitter and all other social media with which 

people post things about their private lives. LinkedIn’s new interface, which looks 

a lot like the mobile app version, facilitates creating, sharing and viewing content 

within your professional network, which significantly contributes to building your 

credibility and highlighting your expertise in different fields. 

LinkedIn’s new design also features an improved news feed. Based on a 

combination of algorithms and content curators, the news feed is now more 

customized to reflect your interests and favourite topics. LinkedIn recommends 

relevant organic and sponsored content. At least, that’s the theory!

LinkedIn also has a new messaging feature. It’s no coincidence that it looks like 

Facebook and its Messenger mobile app!  

The messaging system was designed and activated for over a year on LinkedIn’s  

mobile app. Now, it plays an integral part in LinkedIn’s goal to foster discussions 

amongst users. In the past, it was hard to find messages that you had sent  

or received. You couldn’t even trace back your past LinkedIn invitations. With  

the recent design overhaul, you now can. You can easily access all of your 

messages right on LinkedIn’s home page. 

What do you think about LinkedIn’s new and improved look? Yay or nay?



Vacation is calling

MI CASA ES SU CASA
It’s not called Friendly for nothing. The all-inclusive Friendly Vallarta in Puerto Vallarta treats guests like family 
while treating them to an authentic holiday. We’re talking a leafy lobby, Mexican haute cuisine, exotic spa 
treatments (hello, Mayan mud treatment) and even a kids’ club under palm trees and beach palapas.

COOP16-598 PAXMagazine-FullPage-FriendlyVallarta_EN_FR.indd   1 2017-02-28   2:15 PM
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experience

anadians spend millions of dollars every year travelling 

to Cuba, but most don’t venture past their all-inclusive 

beach resort. To show the Canadian market the other 

side of Cuba – the one that’s more off-the-beaten-path –  

the country's tourism board, along with tour operator Cubatur, 

took PAX on a nine-day road trip to explore the island. 

"This is the first time we're doing this kind of cultural trip with 

Canadian media," said Karen Puebla of Cuba Tourism. But 

while this will be new for many Canadians, the infrastructure 

is already in place for this kind of Cuban experience, thanks  

to the country’s American visitors (Americans are only allowed 

to come to Cuba on "cultural tours”) and this is the preferred 

type of travel (in Cuba) for many Western Europeans.

Traversing both of Cuba's main highways, however, requires 

a bit of an adventurous spirit – the roads are riddled with 

potholes. "I wish in the future the roads are better," said 

Puebla. Fortunately, the bumpy ride did little to hamper 

our enjoyment. As cliché as it may sound, as we drove 

from Santa Clara to Cienfuegos (about two hours), on  

to Camaguey (about five hours), then to Santiago (about 

four hours), and finally Holguin (about three hours),  

the journey became as much a part of the experience as 

our numerous destinations. 

On our journey, we passed rolling green hills, horse-drawn 

transit (Cuba’s version of Uber Pool, perhaps), vintage cars, 

and local hitchhikers with no other way to get around.  

We stopped to give soap to a woman who lived in a shanty 

house with chickens wandering in and out (spawning a 

discussion over whether it's appropriate to be going into  

a random Cuban home to take photos). We also excitedly 

bought giant avocados at a roadside fruit stand and saw 

classrooms of children carrying flowers to a river to honour of 

hero of the revolution, Camilo Cienfuegos, who disappeared 

on Oct. 28, 1959, as he flew on a small plane from Camaguey 

to Havana. It was only because we were doing a road trip 

that we got to witness these kinds of special moments.

But whether we were traversing the country, or settling 

in for a good night’s rest, staying grounded in Cuban 

culture remained the theme. Most of our accommodations 

belonged to the Enchanted family of hotels: Hotel La 

Union in Cienfuegos and Avellaneva in Camaguey, with 

lunches and/or visits to the Iberostar Grand Hotel in Trinidad; 

Hotel Ordono in the seaside village of Gibara; and Hotel 

Caballeriza in Holguin. Each exuded a certain Old World 

charm as many were housed in historical spaces, such  

as a converted warehouse beneath a one-time residence 

or, in another case, a former stable. The ceilings in our rooms 

often stretched high enough for a loft to be added, with 

bare beams stained a dark brown, and enormous windows.

One of my favourites was the Hotel La Union in Cienfuegos, 

where the colourful tile work on the walls and courtyard  

Text & Photography: Steven Bereznai
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fountains really stood out. The colonial influence made  

me feel like I was in Spain.

Do be forewarned that depending on the city, and room 

location relative to the street or neighbouring businesses,  

it can get loud, as locals may stay up late. And while  

it was fun to go to a Beatles-themed bar around the corner,  

it was less fun for our travel companion who tried to get  

to sleep early; he shared a wall with said bar. Sleep aids  

and ear plugs are recommended as authentic doesn’t 

necessarily mean quiet. For myself, a half-tablet of Imovane 

did the trick. 

These small (and manageable) inconveniences came with 

pay-offs and, in fact, became part of our travel narrative. 

One benefit of this type of trip was a deeply enhanced 

gustatory experience. While Cuba gets a bad rap for food, 

the meals at these hotels were delicious, full of local fare such 

as curried lamb, rice and beans, and flan; this was definitely 

not all-inclusive buffet fare. One of my favourite restaurants, 

frequented by locals, was La Bodega, located in the small 

town of Bayamo. “Tourists don’t eat here,” said Puebla. 

We sat overlooking a green valley and clapped along with 

an all-female band of musicians/singers, enjoying traditional 

tastes in the form of café mambi (with honey), fried plantain, 

rice with beans, slow-cooked beef, and mango purée  

with strong cheese. Bayamo, which is a little more than 90 

minutes by car from Holguin, was also a wonderful place  

to get a visual taste of life in a small Cuban town, full of 

colonial architecture and history. Last year, the government 

started fixing it up as part of the town's 500th anniversary.
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Our trip also included many cultural activities that may  

be unknown to most Canadians.

In Camaguey, we discovered that Cuba has a world-class 

ballet. The city has the country’s only contemporary ballet 

company, and performances are only 5 CUC for foreigners  

(a little more than $6 CAD). We got to watch a rehearsal, 

and it was absolutely breathtaking. Because it was in their 

rehearsal space, I can’t comment on what the sets or 

costumes would be like (they rehearsed in simple black 

tights), but in terms of the footwork, grace, power, and 

choreography, they would be very much at home at  

the National Ballet of Canada. I would make a point of 

coming back to Camaguey for a full performance.

The performances at all-inclusive resorts, while fun, just 

don’t give a full appreciation of how important music 

and movement is to this tiny country. For something more 

immersive, in Santiago de Cuba, we watched the traditional 

Afro-Cuban drumming and dance troupe, Tumba Francesa. 

The dance style was a mix of influences (Haiti, France, Congo, 

and Nigeria) and felt like a folksy version of a Victorian ball, 

accompanied by whistling and drums. 

According to Puebla, these kinds of performances do 

travel to the resorts, but we had the privilege of going 

to the World Heritage building where this particular 

group has been performing for 155 years. One woman's 

family has been involved for eight generations, including 

her daughter, grandson, and nephew, and there was 

something special about seeing the photo of her great-

grandmother on the wall. The “in-house” experience was 

further enhanced by the neighbourhood kids hanging  

in through the window, creating a much more authentic 

atmosphere and joyful reaction than if we’d seen the 

show on a resort.

Of course, Cuba’s revolutionary history is well-known,  

and when we stopped at the Che Guevara memorial, 

we had to wait in the heat for 15 minutes while other tour 

groups went ahead of us. It’s absolutely worth visiting,  

but for something a little less known, we went to the Biran 

historical complex, about two hours from both Holguin 

and Santiago. 

It was on this farm that both Fidel and Raul Castro were 

born. Their father, Angel, immigrated to Cuba from Spain 

and bought the land, where he grew coffee, sugar cane, 

and citrus fruit. In 2002, it was turned into a museum with  

27 buildings, including the small school where Fidel and the 

children of the farmworkers studied. Canadian "tourists don't 

come here because no one knows about it," said Puebla, and 

sure enough, we mostly had the place to ourselves, though 

we were told it was busier in high season, and it could grow 

in popularity in the wake of Fidel’s death.

When I compare this trip to the personal vacation I took  

to an all-inclusive in Cuba a few years ago, it’s hard to believe 

I was in the same country. I still enjoyed finishing the 

experience in Holguin at the Hotel Playa Pesquero – an all-

inclusive resort – however, when I think of going back  

to Cuba on my own, I would definitely want to include a 

city-stay first, and only a few days on a resort. Agents may 

want to consider similar options for existing Cuba fans,  

or for other clients who may never have thought that Cuba 

might be for them.



advertorial

  

According to the latest market research conducted by 

MeetingsNet and The Incentive Research Foundation (April 

2016), spending on incentive travel is on the rise again 

– even matching its pre-recession level. With renewed 

resources, corporate travel planners can once again 

meet the demands of companies seeking authentic, 

unique and personalized experiences while targeting 

new destinations. 

If an incentive trip is considered as an expense for  

a company, the return on its investment is far greater – 

allowing it to motivate and reward its staff, but above  

all to engage them with the success of the business. 

  

For travel advisors, this type of travel becomes an incredible 

opportunity to highlight their expertise as group travel planners, 

while offering great added value to their customers at  

no additional cost.

Incentive travel also allows the agency to earn significant 

revenues. Contrary to what one might think, the opportunities 

are much closer than they seem: engaging with the chamber 

of commerce of one’s town, in a sports club, for example.

However, it’s not always easy to know where to start and how 

to convince customers who will want to accurately measure 

the success of the operation. 



  

With the group division of Club Med, you’ll have a big helping 

hand to make your group travels a resounding success.

Putting your trust in Club Med for groups means:

 ö Ensuring the support of a team dedicated to Canada 

who will take care of everything to help you. From 

booking flights, transfers, meeting rooms, activities (spa, 

skiing, golf, tennis, diving courses…), private cocktails, 

themed dinners, or excursions, everything is taken 

care of; you have nothing more to think. Not to forget, 

either, the support provided by the specialists present 

at destinations in each village.

 ö Offering a surprise-free solution where everything  

is included.

 ö Standing out by offering the most beautiful destinations 

in the world in one of the 68 Club Med resorts, from  

the French Alps to the Dominican Republic via Mexico, 

Brazil, Bali or the Maldives.

 ö Relying on the strong values associated with Club Med, 

such as happiness, in addition to a dedicated team  

of G.O.s and its high-end offers, to provide the return on 

investment expected by your customers.

 ö Benefiting from a range of fully customizable and 

flexible products. It’s possible, for example, to privatize 

a complex in its entirety or a 5-Trident section, meeting 

the highest standards of hospitality.

 ö Allowing you to come with a family: while the parents 

are in meetings, children can enjoy the best supervision 

at the mini clubs for toddlers.

(1)For more information: www.meetings-events-clubmed.ca

  

 
   

 

 
 

 

  

Our team is here to guide you and help you to find your 

clients. Don’t hesitate to get in touch with us.

So, invite your clients to compare the option of organizing 

an event in Montreal and a meeting at a destination with 

Meeting & Events by Club Med. They’ll soon realize that  

it’s more accessible than it seems to organize a group trip to a 

sunny location. Think of the astonishing effect of an organized 

event at the destination – allowing you to get out of the daily 

routine, to value each member of a team and to reinforce 

their commitment, through a unique motivational journey. 
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What would you say to plunging into the heart of a fascinating city that’s equal parts historic and modern? 
Now you can! Starting June 21, Air Transat offers a new flight from Toronto to Tel Aviv, via Montreal.

But that’s not all! Choose from our variety of packages and guided tours 
to fully explore Israel and its many attractions.

New flight from Toronto

Best North American Leisure Airline

Your Tel Aviv vacation is calling

airtransat.com



pax people
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I was not aware I had 

been nominated until 

after the voting started. 

I did vote in the different 

categories as I feel it’s a 

great way to recognize 

the hard work of people 

within travel. To be 100 per 

cent honest, I really did not think I could win as there are many 

amazing people in this category!

It started before I was even born with my mom and dad. They 

were in the tourism industry in Denmark and then when we  

all immigrated to Canada, they started Nordic Tours in 1977 

and kept the tradition going. I started in travel when I was  

16 by cleaning the office and I have never wanted to leave 

travel since then. 

In all of the jobs I have done in the travel industry, the common 

denominator and my favorite part is working with travel agents 

and travel professionals. I love that I have the opportunity to help 

travel agents succeed and make them better and in turn they 

have helped make me and the organization I work for better. 

I love what I do and I love the people I have the pleasure  

to work with at the support office of The Travel Agent Next 

Door. I don’t think there is a better job in travel than what I do 

today! So while how we do our business will probably change, 

my role likely never will.

There’s two: I have been able to find 20 amazing co-workers 

that I believe are growing as people through being challenged 

at work and being pushed to be the best they can be;  

and that this team has been able to put together a program 

that is supporting our agents to grow and have a better work/ 

life balance and grow as individuals.

My favourite place on the planet is being at home. In the past 

25 years I have been travelling an average of seven to eight 

months a year, but my favorite destination is Africa – from Egypt 

where the history and the people are amazing, to Kenya where 

the safaris and wilderness is like no other, to Tangiers.

  

I would love to go to Western Norway; my daughter was there 

recently and the countryside looks amazing. She walked  

one day for three hours to get to the top of the mountain  

and the view of the fjord – it was simply breathtaking and  

I would love to see and experience this.

The world is an amazing place and you shouldn’t let anything 

stop you from travelling to go see it all. While some countries 

are not safe presently, go to places that interest you, are off 

the beaten path and yes, make you nervous (in a good way); 

if you do, I am 100 per cent sure you will be pleasantly surprised.

A person that I admire and respect is Bruce Poon Tip of  

G Adventures. He has found a way to give back, while making 

it a win for everyone. I believe in giving back to the destinations 

you travel to and this is why we have made Pencils for Kids our 

charity of choice, with 99 per cent of all money going to local 

women in Libore, Niger for education and farming. 

I love building things, so I would probably flip homes. We did  

a major reno on our own house, in which we added about 1,600 

square feet, and I did all the electrical, painting, plumbing, tiling, 

drywall and so on. While I didn’t do any of the important stuff 

like structural beams or footing, I love working with my hands 

and being outside.

One thing that may surprise people is I love to cook. Recently 

Rhonda and I came back from India; we landed at 7am and 

6pm that same day we had a dinner party at our home for  

14 good friends. We served a six-course meal, all cooked from 

scratch and even homemade tiramasu.
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Tracy Poole started as a travel agent in 1986 and worked at the same agency for 12 years, 

before trying her hand at wholesale with Cook Island Holidays in 1998. In 2000, Poole 

joined Fun Sun Vacations as a BDM, a position she held for eight years (where she was...). 

Poole left the industry briefly after that, but returned as a BDM for Western Vacations/

Huntington Travel, and from there moved on to her "ultimate dream job," working for 

Disney to cover a mat leave as the company’s Western Canada representative. Poole 

joined TravelBrands in March 2016.

 
  

I would like to think it’s 

because at some point I’ve helped to make their job  

a little easier or their day a little more fun.

 
My brother was thinking of opening a travel agency in 1986 

and he wanted me to run it, so off I went to travel school.  

The agency never materialized, but here I am.

Hands down, it’s the people. It’s the people I work with,  

the people who are my clients and the other fabulous reps 

and industry people.

 
My job changes pretty much every day it seems. I used to think 

about that a lot more, but now I just take this crazy industry one 

day at a time.

 
I would say that it’s winning this award twice, but I think also 

that any boss I’ve had in the travel industry would hire me again  

if they had a position available and I’m proud of that.

Even though they’re both close to home, it would be Hawaii 

and Anaheim. I’ve been going to Hawaii since 1964 and since 

I joined the industry, I’ve met so many amazing people in these 

destinations, they both feel like an extension of home.

It used to be Africa and yes, I’ve gone to Kenya and Tunisia  

on two separate trips. I would say now it’s Tahiti.

 
Pack your patience. Things so often don’t turn out  

the way you plan them in your head.

 
So many people on this list – but for sure any boss I’ve 

had in the industry. Theo & Henry Bruinsma who used to 

own Fun Sun taught me a lot, and currently it’s my boss, 

Bruce Lidberg. He always has a way of reminding me that  

we’re not solving all the world’s problems, we’re 

selling travel. 

 
Well, I tried that once for about three years and I didn’t 

like it much (the being out of travel). I would retire and 

spend more time with the kids and grandkids.

I was a gold medal-winning synchronized swimmer. Believe 

me, those days are LONG gone, but I like to shock people 

with that fun fact!
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Julie Dort grew up in Saskatchewan, boarding her first international flight when she 

was 18 years old and bound for the Netherlands followed by Egypt. Five years later, 

Dort headed to New Zealand and joined Flight Centre for six years before moving 

back to Canada in 2009, after being away from – and missing – the four seasons 

and her family. Not too long after returning to Canada, Dort “met the man of her 

dreams” and settled in Calgary.

 
 

I would say that I’m very 

passionate about what  

I do. I have inspired many people to join the travel industry 

and have built long-term friendships with co-workers, suppliers 

and customers. 

I travelled with a friend to New Zealand. I was only meant  

to stay for six months but fell in love with the country and ended 

up staying for almost six years! I decided that if I was going  

to make New Zealand my home I wanted to be in an industry 

that would allow me to back to Canada fast if I needed to. 

My favourite part of the travel industry is that it’s always changing; 

every booking or inquiry is never the same. I love it because  

I learn new things every day. The other thing that I love is that 

my clients always surprise me with their stories and why they 

are booking travel. 

In five years, I definitely still see customers wanting to work with 

a travel expert, someone that has been to the destination 

and experienced it. Technology is always changing, but 

people stay the same – they want a human connection and 

a personal touch. 

I would say that staying with the travel industry for over  

10 years is one of my greatest accomplishments. There are 

some challenging days. You’re dealing with people’s hopes 

and dreams – this can bring on a lot of stress and anxiety.  

On the other side, helping people realize their hopes and dreams 

has also kept me going! 

I love travelling to Europe, especially the Czech Republic. 

I was travelling with some friends that grew up in the 

country, so they knew all the amazing places to see. We 

travelled through the countryside and stayed in historic 

manors and biked to Austria.

  

My top bucket list trip was to hike the Inca Trail in Peru. 

This was a dream trip my sister and I had been planning 

for 10 years. We finally had the chance to go in October 

2013 and tacked on a side trip to the Galapagos Islands. 

My new bucket list trip is an African safari.

I always say to pack your bathing suit (or at least a change 

of clothes) in your carry-on, because if your luggage gets 

lost at least you can relax by the pool or beach. 

I was lucky enough to have a travel club and this was 

where the passion began. In Grade 12, a group of high 

school students (with a few teachers) headed out to 

Amsterdam and Egypt. When I lived in New Zealand, 

there was a lady I met at the local gym I was working 

at. She worked for Flight Centre and had this energy 

about her. This is when I decided I wanted a career in  

the industry.

I would most likely be organizing and running recreation 

activities for seniors.   

  
I was in Air Cadets for three years when I was young and 

got to fly a glider plane and a small propeller plane!
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Although Gary Armstrong was born and raised in the UK, the majority of his formative years 

were spent travelling the world, visiting and living in the places his parents were working  

in at the time. That list includes Gabon, Holland, Brunei, Nigeria and Sakhalin. After moving 

to Calgary in 2007, Armstrong worked in retail (photography) for five years, while working 

towards permanent Canadian residency. Following two years in B2B travel sales, Armstrong 

joined G Adventures last September.

 
 

I have to confess that this is 

actually my second Rookie 

of the Year nomination and award! My good friends  

at Travel Gurus in Edmonton beat PAX to the punch. I hope 

it’s because I work hard, I do my best every day and I have 

a great support network both at G and amongst my new 

friends in agencies across Alberta.

Travel can open a person’s eyes to the world around 

them, show them different ways of living, customs, cultures 

and in many ways make them confront their prejudices  

and ethnocentric bias. Plus it’s fun to get away from the 

Great White North once in a blue moon.

I appreciate the great people I get to meet and work with on 

a daily basis. Travel is customer service, and I enjoy working 

in customer service. It’s not like this in every industry, but  

in travel, people tend to be happy and want to help.

I will be replaced by AI of course. The machines are smarter 

than us and they can do it better. I think we are lucky  

in travel in that this statement has already proved untrue, 

but after six months in the industry, I’ll learn what I’m meant 

to be doing right now.

Well, winning two awards in my first six months is pretty 

awesome – that’s never happened at work before! I still 

have a lot to learn, and I feel that I have to take that step 

first. Learn, understand then focus on what I’m looking  

to accomplish with that knowledge and work towards it.

This is actually an easy one for me: wherever my family happens 

to be. That’s usually Edinburgh, which is a great destination, 

as long as you don’t mind the cold, the dark, the rain and the 

cold. But occasionally it’s Calgary which is great too – being a 

tourist in your own city & province can be a real eye-opener 

  

Probably Mars, and that sounds crazy, because it is. But space 

tourism could be in our not too distant future. If Mars is one  

of the inclusions, great, if not Earth from space will do just fine.

 
Let’s just pretend that common sense things are a given. 

Then, remember to have fun! Families fight, friends argue but 

once you're back home you’ll only remember the good times,  

so remember to have fun and don’t worry about the small stuff.

 
That’s easy – it has got to be Bruce Poon Tip, the owner and 

founder of G Adventures. Of course I’m biased, but have you 

heard him speak? A man with a singular vision to make travel 

sustainable, by ensuring the positive economic impacts of travel 

stay with the people whose country we are visiting.

 
I’d probably just be running on the hamster wheel of life, hoping 

for that big break into doing something that I loved to do.  

I’m still on the wheel but the view is great and I feel that my time 

on this wheel is producing a positive effect, not wasted effort.

I have a twin brother. He looks just like me and he lives in 

Edinburgh, so if you see me in Edinburgh, it may not be me, but 

Paul instead. But say hello anyway, he probably won’t mind. 

Just don’t mention Brexit.
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Wanderlust has always been in Holly's blood, she tells PAX. Even as a child she would 

get excited to simply visit the airport to pick up visitors, let alone go anywhere herself. 

Joining the travel industry was just the next logical step. Straight out of travel school 

she began working at Marlin Travel Oakridge in Vancouver, where she remained  

for five years, until joining Exotik Tours in 2011. Throughout her tenure at Exotik  

she has lived in Vancouver, Montreal and Toronto, giving her a unique perspective 

on the travel needs of customers nationwide.

 
 

My dedication to the 

job, fast response time (when humanly possible!) and 

patience. I’m proud to be in this industry and advocate 

for it whenever possible.

Because the world is an incredible place and I want  

to see/know about it all.

Working on the detailed FIT itineraries, when I can really 

dig in and create something spectacular.

 
In the Exotik department, we have the advantage  

of working with the destinations that most passengers are 

not comfortable booking themselves online, so there will 

always be the demand – millennials like to have things 

done as fast and easily as possible, so I can’t see that 

changing as the population ages.  It’s all going to be 

about keeping up with the changes in technology and 

accessibility to stay relevant.

Winning Reservation Agent of the Year!

Chiang Mai, Thailand. The people are so friendly, the 

countryside is beautiful and the night market is fantastic.

  

Vietnam/Cambodia.  Not yet, but hopefully soon!

Embrace the destination. Remember, you are the outsider 

and that knowing even one word in the local language 

can go a long way to building bridges and making your 

trip all the more special.

Tom Myring. Taught me everything I know and he’s just 

an awesome guy.

Either a novelist or painter.

I run adventure races like the City Chase and Rugged 

Maniac and one day dream of competing on the 

Amazing Race.



Ready Set Sail offers are based on Promo(s) RF, RG & PJ.  Offers are per stateroom based on double occupancy, for 1st and 2nd 
guests sharing a stateroom and excludes 3rd/4th guests. Offers are available for new bookings only, apply only to the cruise portion 
of Alaska Land+Sea Journeys, are not combinable with any other discounts and are not transferable or refundable. Offers are 

applicable on select 2017 & 2018 departures. Prepaid gratuities (hotel service charges): Holland America Line pre-pays room gratuities on behalf of guests. Gratuities for bar, dining room wine accounts, or spa/salon services are not 
included. Onboard spending money is offered in the following amounts: cruises 6-13 days: interior and ocean-view staterooms receive US$50 per person (US$100 per stateroom); lanai and verandah staterooms receive US$100 per 
person (US$200 per stateroom), and suites receive US$150 per person (US$300 per stateroom); cruises 14 plus days: interior and ocean-view staterooms receive US$100 per person (US$200 per stateroom); lanai and verandah staterooms 
receive US$200 per person (US$400 per stateroom), and suites receive US$250 per person (US$500 per stateroom.) Internet credit (US$100 credit per stateroom): Holland America Line cannot 
guarantee the availability of Internet connection or speed. Offers are capacity controlled, and may be modified or withdrawn without prior notice. Other restrictions may apply All references to 
Holland America Line are: ©2017 Holland America Line. All rights reserved. Ships’ Registry: The Netherlands. For full terms and conditions, see www.travelbrandsagent.com or contact us. © 2017 
Encore Cruises is a wholly-owned division of TravelBrands. B.C. Reg. # 3597. Ont. Reg. # 50012702. Quebec permit holder # 702734. 5450 Explorer Drive, Suite 300, Mississauga, ON L4W 5N1 | A7421

Bookings: March 20 – June 1, 2017
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TravelBrandsAgent.com

#TravelBrandsLovesAgents

Join us on Facebook  
Search for “Your 
TravelBrands BDM”  
on Facebook

Loyalty Rewards
Book. Collect Points  
Reward Yourself Today!

TravelBrandsAgent.com
Developed exclusively for our travel professionals, 
Access is a one stop shop that gives you all the 
flexibility you need to search and sell travel 
products to anywhere worldwide.

Book Today!
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your cruise coach

he big news in the cruise 

industry for the past year has 

been about Cuba. After the 

Obama administration relaxed travel 

rules for Americans to Cuba, cruise lines 

have been vying for approval to sail into  

the Caribbean's largest island, opening 

up a whole new destination for the region.

In the spring of 2016, they finally got 

their wish, as the Cuban government 

granted approval for ships to visit. At 

press time, American-based cruise lines 

Azamara, Carnival, MSC, Norwegian, 

Oceania, Regent and Royal Caribbean 

have all announced sailings to Cuba. 

Itineraries include four- to five-night 

getaways, seven-night sailings, and  

a few 10+ nights sailings.

No doubt about it, these cruises are 

largely marketed to Americans, and 

judging from the abundance of short 

sailings from Florida, the getaway 

market from the East Coast stands  

to benefit most.

While Canadians have always been 

able to travel to Cuba freely; cruising 

has now become a new way to 

experience Cuba aside from the  

all-inclusive resorts.   

When considering cruises to Cuba,  

it is important to note that, as of press 

time, with the exception of MSC which 

embarks in Havana, all other American 

cruise lines are sailing from Florida.  

In fact, they are actually Caribbean 

cruises, with a port call in Cuba (most 

only call in Havana). Most ships stay 

overnight, allowing guests to partake 

in daytime excursions as well as the 

vibrant nightlife. But keep in mind that 

these cruises offer a taste of Cuba only.

For a more comprehensive Cuba cruise 

experience, clients may wish to consider 

Ming Tappin is the owner of Your Cruise Coach 
Consulting and has been cruising since 1991. 
Based in Vancouver, Ming works with travel 
agencies to grow their cruise business, and 
preaches the merits of cruise travel to the world. 
Ming can be reached at ming@paxnews.com.

calling
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Celestyal Cruises. The Athens-based 

Greek cruise line has been sailing  

to Cuba since 2013. Promoted as Your 

Cuba Cruise, it started with a seasonal, 

seven-night circumnavigation of Cuba, 

with embarkation and an overnight 

stay in Havana, calls at Cienfuegos & 

Santiago de Cuba, a beach day and a 

stopover in Montego Bay (embarkation 

in Montego Bay is also an option.) 

This program was so successful that in 

2016, Celestyal made it a year-round 

commitment. It is all-inclusive onboard 

– all beverages, an excursion at every 

port, and gratuities to shipboard staff 

are part of the cruise fare.

I have experienced Celestyal's Cuba 

cruise through Transat Holidays’ winter 

program. The ship – Celestyal Crystal 

– typically carries less than 1,000 

guests, with a Canadian, American 

and European mix. Cruising on a ship 

this size means great camaraderie 

onboard, as you see the same guests 

at meal times, on tours and around 

the ship. For this reason, the ambience  

is very social; a resort casual dress 

code and friendly staff ensure a no-fuss 

experience. Providing comfort and 

full service, the ship is best sold as  

a hotel at sea, where the destination 

is the primary focus.

To fully immerse guests in the Cuban 

experience, Celestyal offers an 

extensive enrichment program 

onboard. House entertainers and 

musicians are all Cuban, and shows 

focus on folklore, music and culture 

of the Cuban people. Daily talks in 

the theatre include Cuban history, 

politics, a fascinating demonstration 

of Cuban musical instruments, as well 

as a lecture on the history of the Cuban 

cigar.  And of course, there are plenty 

of opportunities to purchase and smoke 

said cigars during the cruise.

At each port, a complimentary 

excursion is offered, via walking 

tours or panoramic drives on motor 

coaches. Highlights include a visit to 

Hemingway's watering hole in Havana, 

the magnificent Tomas Terry Theatre 

in Cienfuegos, and Santa Ifigenia 

Cemetery in Santiago de Cuba – final 

resting place of Cuba's legendary 

figures and national heroes, including 

the late Fidel Castro.

The Celestyal Crystal embarks in 

Havana every Monday and in Montego 

Bay every Friday. Air Canada Vacations, 

Hola Sun and Transat Holidays offer all-

inclusive packages with seasonal and 

some year round flights from major 

Canadian gateways. As permits are 

granted, there will surely be more 

itineraries released by other cruise lines. 

Keep abreast of trade news, as Cuba 

cruising will continue to be a hot topic 

going forward.
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up front

CLASS IN 
SESSION



 
Alexander Handa, CEO of I Love Travel, recalls. “That 

was our childhood – and that’s where I learned  

to be a tour guide.”

What began as an offshoot of his family’s business 

Handa Travel – three friends selling graduation travel 

packages to Ottawa-area high school and university 

students in the late 1990s – has grown into six student/

youth lifestyle travel brands, with a common theme 

of “students celebrating life” and mirroring father 

Inder’s success in the travel industry. 

The younger Handa’s travel odyssey started out with 

early trips to India each December, where the family 

would stay until spring – and warmer weather – 

returned to Canada. Between classes “at a school 

where we didn’t understand a word and were doing 

calculus in second grade,” Alex recalls, he got  

his first taste of the tour operator world, learning 

lessons which would eventually inform his own staff 

decades later.
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“We still train our staff with some of 

the things we learned on those trips,” 

he says. “We had to remember that 

it wasn’t our holiday, it was someone 

else’s... There was a time when a hotel 

suffered a major fire and half of it had 

burned down on one of those early 

trips. There were 200-300 people, and 

they all decided to stay there and just 

put cots in the meeting space. My dad 

hired a band, opened the bar and  

we had a buffet dinner. I still tell all of 

our destination staff this story because 

anything can happen; if you’re not 

ready for that, this isn’t the job for 

you. You need to think on your feet 

as a tour guide to turn a situation like 

that around.”

Working at the family travel agency 

since the age of nine – doing everything 

from posting the latest sales on a 

board outside the store to eventually 

making bank deposits and helping with 

accounting – Alex would eventually 

organize his high school’s graduation 

trip, sending 80 students from around 

Ottawa to the same Acapulco hotel. 

The following year, a high school trip 

organized by Eugene Winer – Alex’s 

childhood friend and eventually I Love 

Travel’s COO & president – would see 

the tradition continue. Handa and 

Winer were joined by Justin Van Camp 

(I Love Travel’s chief marketing officer) 
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and brought the concept to Toronto as an experiment, 

which turned into a success and saw I Love Travel officially 

separate from Handa Travel in 2005.

“Our goal with the business is that there are so many niche 

student tour businesses; we’re not in the educational space, 

we’re strictly leisure,” Handa explains. “There’s a lot of 

companies offering teacher-led trips; our space is students 

celebrating life.”

For Handa, the future of the travel industry in Canada is 

a bright one. For starters, he believes that the death of 

the travel agent has been greatly exaggerated. While  

the Internet and the growth of OTAs have forced the 

profession to redefine itself, technology has also provided 

opportunities for that evolution.

“The future of the retail agent is going to be a chat-based 

consultant,” Alex says. “We’re seeing this in lots of industries 

and it will come to travel. What’s going to happen is that 

they’ll have the human on the other end where they can 

chat directly and arrange the booking. You’ll be able  

to have a rich conversation about your trip in a chat thread 

that would be similar to sitting down 

with a travel agent. I don’t think we’re 

too far off. Everyone is trying to come 

up with the ‘chat-bot’ that will replace 

travel agents, but I think that’s still  

at least 10 to 20 years off. 

“An agent can be so much more 

productive through chat or email versus 

the phone,” he continues. “You can 

only be on the phone with one person 

at a time; some people only chat with 

you for five minutes and then they 

run and do something else. That type  

of multi-tasking we do in our everyday 

life is not conducive to phone calls and 

sitting down with people.”

In selling travel to students over the last 

20 years, Handa has also seen plenty 

of change in the Millennial market 

segment. Making a comparison to the 

concept of high school cliques, Handa 

has found that the motivations of young travellers are flexible 

rather than narrowly defined, with youth oftentimes travelling 

to a single destination for a multitude of reasons.

“For example, they may want to go to Cuba and party but 

also do a volunteer project then visit Havana and party 

again,” Handa says. “To older generations that doesn’t 

make sense – you either want to party or to volunteer. It’s like 

how high school was – either you were a jock or you were 

a nerd. Nowadays you meet kids who are on the soccer 

team but also like to do computer programming and listen 

to heavy metal.”

This flexibility is a reflection of broader travel trends across 

all age demographics and all aspects of travel, Handa 

explains: where agents were previously able to pigeonhole 

clients’ presumed travel preferences based on factors 

such as age and income (or both), the model is no  

longer applicable. In addition, with the reasons for travel 

shifting to experiencing a destination rather than simply 

snapping a photo as proof of the trip, Handa says  

the challenge for agents lies in providing value beyond 

the dollar amount.

Breakaway Tours – Specializes in bus trips for high school students 
across North America during the ski season, including trips to 
Mont Tremblant, Quebec City and Kelowna, B.C.’s Big White Ski 
Resort. Breakaway also operates a Montreal March Break program  
for Ontario high school students.

Campus Vacations – Offers a variety of trips to university students 
across Canada and the U.S., including ski trips (Snowjam), Spring 
Break and the University of Dayton’s annual ‘Dayton 2 Daytona’ trip.

S-Trip! – Bringing together graduating high school students 
from across North America, S-Trip! offers student trips to several 
Caribbean destinations and includes a volunteer aspect  
on several programs.

I Love Travel is also partnered with Get Real, a youth-focused non-
profit organization which aims to energize LGBT students and allies 
to share their stories; Unleashed Travel, an Australia-based student 
travel company offering high school students trips to Fiji, Vanuatu, 
Cambodia and Europe; and Stoke Travel Co., a Spain-based 
student tour operator offering “party travel for the open-minded 
international” in various destinations across Europe.



For the best travel industry news : PAXnews.com40   PAX

“Travellers used to be very segmented 

– it used to be luxury travellers, 

business travellers, backpackers – and 

now what’s happening is the buckets 

are getting blended,” he says. “My 

mom stays at youth hostels when  

she goes backpacking in Europe; she 

stays there because they’re $20 a 

night instead of $200. On the flipside, 

our receptionist was staying at The 

Standard in New York for the weekend – it’s $700 per 

night. She went because celebrities like Drake go there;  

for her, rather than saving the money to go backpacking 

in Thailand for a month, she would rather spend  

the money for a New York weekend. That was unheard 

of previously.”

“Sometimes I’ll spend $1,000 a night, sometimes it’s $20; 

all that I care about is that it presents value and it’s  

an interesting experience,” he adds. “All that people will 

care about in the future is the experience, and if you’re 

not already specialized in something, it will be very 

difficult. The agents who pick one thing they’re really 

good at do the best; they get amazing referrals and  

no one questions you on price. If you can be good at 

something, people give you the respect of a professional. 

When you try and be everything, they’re going to compare 

you to everything else.”

  

“I’m still basically a teacher. I like to inspire people;  

it’s one of the reasons I’m in this business,” says Handa 

Travel founder Inder Handa.

It’s been quite the journey for Handa and his Ottawa-

based travel agency. While the business itself just 

recently celebrated its 40th anniversary, as his above 

quote indicates, the roots go back even further.

As a child, Handa and his family were among the 

many people displaced by the Partition of India, 

making the trek from what was to become Pakistan 

in August 1947. The 2,000-km journey and its hardships 

had an early yet life-long impact on Handa, which 

would be reflected in his career path.

A teacher by trade, Handa came to Canada by way 

of England in 1969, searching for a new role teaching 

math. While he originally planned to establish himself 

in the U.S., a friend persuaded him otherwise (“he said 

‘don’t go – you have a big mouth and Americans 

won’t like that,’” Handa jokingly recalls) and offered 
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him a return ticket and a blank travellers’ cheque if he would 

go to Canada instead, a decision which ultimately led to  

a teaching position at Ottawa’s Canterbury High School.

By 1976, Handa was looking for a new challenge and with  

his wife (and fellow teacher) Erna, opened a pair of health food 

stores in Ottawa, one of which contained the original incarnation 

of Handa Travel. According to Handa, the inspiration to get into 

the travel business was a desire to show their children – Alex, 

Nina and Tanja – the world, specifically their parents’ homelands 

of India and Switzerland.

“I found there was no agency taking care of you by finding 

a good price,” Handa recalls. “We opened with the goal  

of becoming last-minute specialists; in fact, we had a lot of 

clients sending friends and family members our way.

“Because I’m from a business background and grew up in that 

environment, it was not difficult to transition,” he continues. 

“When you do something, you need to do your best to achieve 

your goals. You’re not going to send someone to Spain or Italy to 

a two-star property. Travel is the same thing as being a teacher; 

it’s not about doing favours but helping them find what’s best.”

After selling the health food business to focus on travel, 

Handa also founded Taj Tour in 1981 to bring Canadian 

travellers to India, while eventually expanding the agency 

business to more than 30 locations with the purchase 

of Loblaws’ travel kiosk business in the late 1990s. While 

the company scaled back by selling the vast majority  

of those sites in the travel decline following Sept. 11, 

2001, the company continues to grow and evolve. Today,  

the focus is on Handa's four Canadian offices as  

well as via the company’s online booking engine and, 

when PAX caught up with Handa earlier this year, he was 

in New Delhi – where Handa currently has nearly 1,000 

agents – to help set up a new call centre, coming full 

circle back to India.

“We started in India because there are huge possibilities in  

this market – it’s growing at five per cent every year,” he says.

And while 40 years in travel may seem a long time to some, 

Inder continues to steer the business he founded to provide 

travel services which couldn’t be found elsewhere.

“When you work for yourself, you don’t feel it,” explains Inder. 

“You either work hard and be free or work for someone 

else. Money is not the motivator; it’s not what wakes me up  

in the morning. How much money does one person need? 

I’ve seen starvation; if whatever I have now is better than 

that, I’m happy.”
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hotel

hen booking accommodations for clients 

travelling to Orlando, agents should put 

neighbouring Kissimmee front-of-mind.  

It’s just minutes away from the major theme parks 

– so close enough to be convenient – but just far 

enough away for those who prefer a vacation that’s 

not theme park central 24/7. 

With a modest population of 66,000, Kissimmee 

boasts 7.1 million visitors a year, including 2.1 million 

international guests, mostly from Brazil, the U.K. and 

Canada. The city has 50,000 accommodations, 

including 10,000 vacation home rentals, making it the 

“Vacation Home Capital of the World,” according 

to Kissimmee Tourism. During a recent FAM trip, PAX 

was introduced to one of these beautiful vacation 

homes, in this case managed by Jeeves Florida 

Rentals, and located in the development known 

as Encore Resort Homes.

Staying in a vacation home made this FAM unlike 

any other getaway that I’ve experienced. There 

were six of us in total (four Canadian journalists, 

and two PR representatives), staying in a home 

with five and a half bathrooms, a screening room 

with theatre-style seating, a billiards table, a pool, 

and eight bedrooms, including two 

themed bedrooms for the kids (Frozen 

and Star Wars). It could easily sleep  

16 people, as long as 12 of them were 

comfortable sharing beds (the kids’ 

rooms had two single beds each). In 

low season it rented for the incredible 

price of US$360 per night, and it already 

has bookings months in advance.

As I unpacked, it suddenly struck me 

that I was going to be staying in a 

house with a bunch of strangers for four days,  

and for a moment I wondered, “What have I gotten 

myself into?” We later joked that on FAM trips there 

was always “that one person” who was a little… 

off… and if you didn’t think so, you were probably 

“that one person.” And now here we were, trapped 

together in a house for four days. But instead of  

a nightmare scenario of social awkwardness,  
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what unfolded was a very special experience, 

precisely because we were staying together, 

in a space designed exactly for bonding under 

those circumstances.

Our first night, we were treated to an 

in-house chef, and as we munched 

on appetizers of cheese with veggies  

in a lettuce wrap, representatives from 

Jeeves joined us in the backyard, for 

a lounge by the pool. They referred  

to the development we were staying 

in as a “resort,” and with good reason. 

Although the homes are all privately-

owned, they were expressly built as 

short-term vacation rentals, and they 

came with many amazing amenities. 

The “clubhouse” had a private (and 

impressive) waterpark in the heart  

of the development, along with 

beach volleyball courts, a small gym, 

and modest restaurants. 

Jeeves manages some of the properties within 

Encore, as well as at nearby Reunion Resort, 

and Championsgate. “Reunion has a selection 

of much larger, custom homes, like one with  

a bowling alley, or larger movie theatres,” Jeeves 

representative Jodi Prior explained. “Those 

homes are really built for that large, multiple 

family vacation. They also lend themselves  

to small corporate events and weddings.”

She also pointed out that the on-site waterpark 

is included in the rental, and guests “have 

unlimited access.”

“It’s made for all ages and groups, not just 

for little kids and not just for teenagers. Even 

grown-ups can have fun, and you can rent 

out the actual water park. We had a very 

strict Jewish family rent it for three hours before  

the park opened.”

She added that while Disney was just a short 

drive away, guests didn’t even have to leave 

the site to enjoy their vacation. In fact, what 

we found was that sometimes staying in was 

more fun than going out, and indeed our group 

took one night and put the home theatre  

to good use. We made popcorn, luxuriated 

in the seating, and though we were a bunch 

of strangers, we bonded over the movie 

Neighbors 2.



Take your pick from Porter’s 23 amazing destinations, 
and save on your Air and Hotel package!

Porter Escapes getaways offer you incredible value on air and hotel packages 
to the Porter Airlines destinations that you already love. 
 
Let us do the legwork for you! We carefully curate a premium travel experience, 
including an exciting menu of options such as city tours, attractions and more.
 
Don’t forget! Agents earn 8% commission on Porter Escapes packages!

Some clients will love staying in a vacation 

home like this, which lends itself to saner,  

and arguably, more family-oriented experience. 

The whole family (or even multiple families) 

can comfortably stay under the same roof, 

allowing them to cook their own meals and 

enjoy moments of low-key family time, away  

from the adrenaline rush of roller coasters. 

Kissimmee specializes in these kinds of 

experiences, with easy access to activities like 

bike tours and zip lining, as well as air boat,  

hot air balloon, and helicopter rides.

As Seth Rogen and Zac Efron kept us laughing, 

I kept thinking how much fun it would be  

to come back to Encore with my parents, 

brothers, sister-in-law, and especially my 

nephews and nieces.

It would be like being at home, but way, 

way better.



RESORT DECK
On the Resort Deck you’ll find one of the most popular spots on every Celebrity Ship—
the adults-only Solarium. Celebrity Edge continues the tradition of offering a covered 
pool area where adults can unwind in modern luxury style. We turned again to Tom 
Wright for the design, and he used the ocean itself as his inspiration. The Solarium 
features a 3- dimensional art wall that represents the beautiful colors and movement 
of the ocean. It’s the perfect complement to the serene atmosphere where you can 
restore both your tan and your sanity.

The Resort Deck includes the pool, solarium, jogging track and the new Rooftop 
Garden.

Unlike any other outdoor space Endless ways to enjoy the outdoors and connect with 
sea 

• Resort-style, outward-facing terraced pool deck
• Asymmetrical artful pool deck design
• Premium finishes, furniture and oversized art installations:
• 2 martini glass shaped hot tubs
• Tree inspired sculptures
• Fractal Mirror art wall 
• 23 meter lap pool (25 yards)
• 6 private cabanas available

All images of Celebrity EdgeSM are artistic renderings based on current development concepts, which are subject to change without notice.
©2017 Celebrity Cruises Inc. Ships’ registry: Malta & Ecuador. 17055477 • 2/2017
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future proof

Nolan Burris

Nolan Burriss is a top-selling author, former travel agent, 

failed musician and self-professed techno-geek.  

He’s also a popular international 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

 spend a lot of time on airplanes. While air travel can sometimes  

be frustrat ing, i t  has al lowed me to meet some very 

interesting people.

During a flight from Vancouver to Los Angeles, I had a conversation 

with the man sitting next to me. It was both annoying and thought-

provoking. I’d like to share it with you but be warned; some of it might 

make you uncomfortable. I also hope it makes you think. 

After casual greetings, we broke the ice with: “what do you do?”  

I told him that I’m a speaker and consultant primarily within the travel 

industry. He said he owned a shoe store (name withheld by request) 

and our conversation proceeded...

 “Oh! I’ve bought shoes there.”

 “Thanks! We’re a single-location, highly-specialized shop, 

focused on running, casual jogging, and marathons.”

 “I remember seeing other shoes too.”

 “We carry all sorts of shoes, but we SELL running. What made 

you decide to buy from us?”

 “I’ve had some bad experiences buying shoes. Your staff asked  

a lot of questions and found the right ones for me, plus an insole for  

a foot problem I have.”

 “Did you know you paid more than average? Our prices 

are fairly high.”

 “No, but it was worth it to avoid buying the wrong shoes again.”
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 “Exactly! I don’t worry about discount stores  

or websites. They sell shoes, we sell running. We know running. 

We love running, and we help people who love it or want 

to learn about it.”

 “Don’t manufacturers have a say in your prices?” 

 “There’s often a MINIMUM price so we don’t 

devalue their brand. We can usually mark it up as much  

as we want. Our prices are high because they have to 

be. Time with customers, real support, ongoing employee 

training...  it's all factored into our prices; including the profit 

I need to keep doing what I love.”

 “Do you mind telling me the average markup?”

 “Sure! Most stores mark up 100-200 per cent over 

wholesale. We’re closer to 400 per cent, and we get some 

supplier incentives. I don’t depend on them though. They’re 

just a nice bonus.”

 “400 per cent sounds like a lot!”

 “Really? Movie popcorn is marked up by 1,200 per 

cent! Look, we spend 30 to 60 minutes with EACH customer. 

We have a great return policy, support, educational 

programs, and a lot more. Our prices are a bargain for 

what you get, and it’s working. I’m happy, our staff is happy,  

and customers keep coming back. Again, we don’t sell 

shoes, we sell RUNNING. There’s a difference.”

“Your turn. I’ve used a travel agency before, but I don’t 

know how it works. What’s the average markup for  

a hotel or cruise?”

 “Usually zero. Suppliers set the prices. There are some 

net-priced exceptions, but agencies are generally not 

allowed to mark up. Instead, they get a commission on 

the selling price.”

“Some products or portions are non-commissionable, 

and some agents discount by taking it from their 

commission.  It’s against the rules, but some still do  

it to get the business.”

 “What’s the commission rate and who sets it?”

 “Each supplier sets it. Large agency groups sometimes 

negotiate higher rates, but it’s usually around 10-13 per cent. 

Incentives like yours also exist.”

 “Wait, suppliers set the price and don’t allow 

markups? They also set the rate and decide which bits 

are commissionable? How do agencies control their 

own revenue?”

 “Mostly through volume, the right customers and high-

yield products. Some also charge fees for consulting, 

advice and support – kind of like you having higher prices 

for better service. But not all do it, and some only charge 

fees sometimes. Some are even vehemently against  

the idea of fees.”

 “Don’t be offended, but this is the craziest thing 

I’ve ever heard. My suppliers are great, but I’d never trust 

them with my entire financial future! That makes no sense 

to me. Also, getting a commission on the selling price seems 

like a conflict of interest. Did I misunderstand? Are agents 

actually sales reps for suppliers?”

“The fee thing makes sense. At least it’s clear who  

they’re working for, and hopefully the service would 

be good. But, you said not everyone charges fees. 

So, they’d just get a percentage of the selling price, 

but they’re supposed to represent me? I’m confused. 

Is this ethical or even legal?”

 “It’s completely legal and most travel agents are 

extremely ethical! They don’t let commission dictate their 

advice and most are honestly devoted to great service 

and making clients happy. It’s the best way to create 

repeat business.”

 “But if most of them don’t control their own 

finances, how can they do that consistently? Obviously, 

some must have figured it out – probably the ones 

charging fees. I guess it’s like discount stores versus my 

shop. They sell shoes, I sell running. They struggle to beat 

websites, I’m thriving.”

“Hmm, maybe I know something about travel after all.”

 …maybe he does.



Yukon
The Yukon is a land of  vast and unique wilderness. Few places on earth harbour such an expanse of  unspoiled wild 
lands. The Yukon, known as the land of  the midnight sun, is home to Canada’s highest mountains, which are found in 
the Kluane National Park and are home to the largest non-polar ice fields in the world. If  you have not experienced the 
Canadian Arctic and the Northern Lights, then prepare yourself  for an energizing experience. This tour will explore 
the breathtaking wonders of  the Yukon!

With Canada’s 150th birthday there is no better time to book your travel to the Yukon.  With all the excitement around 
Canada, limited space is available. Call Anderson Vacations now for savings on our remaining 2017 tours and packages.

CALL US TODAY 1.866.814.7378
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Text: Blake Wolfe

vogue

Located in Casablanca, Morocco, Rick’s Café is a faithful recreation 

of that famous gin joint from the city’s eponymous film. Created  

in 2004 by a U.S. diplomat stationed in Morocco, Rick’s is situated  

in a traditional Moroccan riad, or grand mansion, set against the 

walls of the city’s Old Medina. Traditional Moroccan fare and 

cocktails worthy of the silver screen fill the menu, served up while 

guests enjoy a never-ending string of jazz standards from the 1940s, 

completing the atmosphere. 
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The place ‘where everybody knows your name’ has two locations 

in Boston, but it’s the Cheers on Beacon Hill location that inspired 

the television series. Opened in 1969 as the Bull & Finch Pub,  

the pub caught the eye of television producers in the early 1980s  

as the ideal setting for the show. A replica of the original was 

opened a few blocks away in 2001, located in Boston’s historic 

Faneuil Hall Marketplace, which has been preserved and now 

houses multiple businesses. 

While the infamous Mos Eisley Cantina scene in Star Wars was filmed 

on a London soundstage, Star Wars fans visiting the series’ film sets  

in Tunisia can still find food and beverage from a galaxy far, far away 

in another of the movie’s shooting locations – the Hotel Sidi Driss, which 

stood in for Luke Skywalker’s home in two of the series’ films. Up to 145 

guests can stay overnight in the traditional Berber-style dwelling, 

comprised of 20 guestrooms in five pits dug into the desert floor. 

Lightsabres and droids aren’t included.
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The backdrop for several key scenes in Lost In Translation – including 

the chance meeting between two lonely souls which sets the film’s 

events in motion – the New York Bar at the Park Hyatt Tokyo offers 

the perfect setting for either a refined night out or the search  

for one’s self in a new city. Live jazz fills the venue every night of 

the week (with Sunday nights featuring an unplugged showcase),  

as guests enjoy the views of the Tokyo skyline from the hotel’s 

52nd floor along with a wide range of premium whiskeys, signature 

cocktails and the largest selection of California reds found in Japan.

Photo by Twentieth Century Fox Film Corporation

Two of Homer Simpson’s favourite haunts – Moe’s Tavern and the 

Duff Brewery – have been faithfully recreated in the Springfield, USA 

area of Universal Studios Resort, home of all things Simpsons-related. 

Located alongside other eateries from the animated series along 

the park’s Fast Food Blvd., visitors can cool off with a Duff Beer or a 

Flaming Moe, which has been transformed into a non-alcoholic 

drink for Simpsons fans of all ages.
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Contact us for more  
information:  

1-866-382-3474 or  
pacificgatewayhotel.com.

CONVENIENT. CONNECTED. COMMUNITY.
www.PacificGatewayHotel.com

Pacific Gateway Hotel is closest to YVR Airport, but furthest 
from ordinary. From a service-obsessed team to our  
natural surroundings, we have what it takes to make your 
event memorable.

All meetings at Pacific Gateway Hotel are fully  
bullfrogpowered, reducing emissions and supporting  
the growth of renewable energy in Canada.

• Boardroom to ballroom sizes for up to 600

• 382 modern guestrooms

• Over 30 flexible spaces with natural light

• Restaurants, marina, gym, pool and gardens

• 24/7 complimentary YVR Shuttles

• Walking distance to McArthurGlen Designer Outlet Center
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Conferences.  

Events.

Pacific Gateway Hotel –  
your natural choice.
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he old saying ‘the customer is always 

right’ has taken on new significance in 

the online age.

A 2013 survey conducted by Dimensional Research 

found that more than two thirds of respondents 

read customer service reviews left by their peers;  

of that number, 88 per cent overall were influenced 

by online reviews, with positive and negative 

reviews influencing 90 per cent and 86 per cent 

of those survey respondents respectively.

Factor in the omnipresence of social media and 

mobile devices and your customers’ opinions are 

within easy reach of other prospective buyers 

more now than ever before.

The world of travel is no different and, in an 

industry where customer service plays a key role – 

particularly for travel agents seeking to increasingly 

showcase their value as trusted advisors in an age 

of OTAs – reviews of a product or service can  

be a key tool in drawing and retaining customers.

However, among the many opinions voiced across 

the web, there’s unfortunately a large number 

of fake and/or paid-for reviews by businesses 

looking to bolster sales numbers, as evidenced  

in a 2015 lawsuit by online retailer Amazon against 

1,000 product reviewers. A survey by market 

research firm Mintel found that the spectre of 

phony reviews have also led consumers to be 

increasingly wary of trusting online opinions, with 

57 per cent of respondents stating they were 

cautious of overwhelmingly positive reviews, while 

49 per cent believed that businesses likely pay 

incentives for online reviews.

This is where a third-party review site can come 

into the picture.

In 2014, Trafalgar partnered with Feefo, a U.K.-

based third party review platform, to showcase 

travellers’ experiences – both positive and negative 

– online at the tour operator’s website, with ratings 

for both the product itself and the level of service 

experienced. According to Trafalgar   

business sense
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Canada President Wolf Paunic, the partnership 

has led to a number of positive developments.

“We were looking for a way to really engage our 

guests and share their experience with Trafalgar,” 

Paunic says. “2016 was our first full season with 

Feefo – we had 15,000 reviews of our products 

and the average review was 97 per cent. Our 

guests receive an email after taking a Trafalgar trip  

and it’s posted completely third party, unedited 

by us. It’s curated by Feefo and guests see the 

answer on our site too.”

A review by a fellow consumer can have a much 

more influential effect on potential buyers than 

a company slogan or product blurb, moreso  

if the opinion is from a third-party source which 

posts unfiltered assessments. Paunic explains 

that the Feefo platform can only be accessed  

by paying customers, eliminating the potential for 

fraudulent reviews.

Customer reviews can also act as a strong marketing 

tool for businesses, which can be leveraged in 

addition to in-house means of promotion.

“It serves as assurance to the quality of the product 

but also an inspiration for consumers deciding 

what to buy,” Paunic says. “We have 16 different 

programs for Italy and sometimes you can’t 

decide; reviews have that peer-recommendation 

in a progressive or constructive sense. Someone 

may go ‘yes this is exactly what I want to see’ 

when they see the descriptions in the reviews.”

While a less-than-glowing review of a product 

or service can be seen as a detriment by some 

businesses, such assessments can also provide 

an opportunity for a company to improve 

the experience as a direct result of consumer 

feedback. Paunic explains that Trafalgar’s 

planning team has taken into account several  

suggestions by travellers while crafting 

upcoming brochures.

“The platform also allows guests to make 

suggestions so it’s also a tool used by our planners,” 

says Paunic. “They definitely go into greater details 

through those Feefo reviews pertaining to a 

particular itinerary when preparing the next year’s 

brochure. We have 15,000 reviews to go by, and  

if there were reoccurrences of any issue that 

was not up to our guests’ standards we certainly 

change it. It’s certainly something we use to 

continue developing our product.”

As for booking increases?

“Absolutely,” says Paunic. “We don’t know 

exactly how many bookings our reviewers have 

brought on in terms of referrals but I feel that  

in terms of presenting the product and talking 

to the consumers, we hear more  

and more consumers asking us about 

the reviews. Some of the questions 

are rather pointed – ‘why is this 

particular aspect of that program 

reviewed at that level?’ There was a 

question about an Iceland review  

at one of our presentations and there 

happened to be a couple who had 

visited the country who were present 

as well. They told her that the 

challenge with Iceland is the hotel 

inventory outside of Reykjavik, so  

it certainly opens a dialogue between 

guests and with us.”

• Consumers love to share their experiences – both good and bad 
– with 95 per cent of respondents stating they have voiced a less-
than-stellar opinion and 87 per cent happy to sing the praises of a 
company to others. However, more respondents said they had read 
good reviews over bad ones (69 per cent to 63 per cent).

• Respondents who identified as Gen X, B2B or high income household 
were all more likely to voice their opinion online.

• 58 per cent of respondents were more likely to share customer service 
experiences now than they were five years ago.
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ertain trips stay with you. They’re the kind of journeys 

that are hard to come back from; the kind that 

leave images and memories in your head long 

after the trip is over and you’ve returned to your normal 

life. I learned what this feels like after a FAM trip to Scotland,  

one of the European destinations offered by Transat.

It wasn’t my first time in Scotland: I had been there around  

15 years before, on a school trip. I had used that journey 

mainly to take advantage of the fact that I was of legal 

drinking age there, with the result being that I was less 

intoxicated by Scotland’s scenery than by its cold beer. 

Unsurprisingly, I packed my bags to visit again last June, with 

little but hazy memories of the country and my time there.

Little did I know that I was about to venture into a country 

brimming with life, culture and enough appeal to satisfy the 

appetite of any Canadian tourist seeking new experiences: 

from its proud history and its plethora of magnificent castles, 

to its innumerable distilleries, its warm people and, of course,  

its epic landscapes, Scotland offered a rich menu of 

attractions to occupy my time. What’s not to love?

It might seem most logical to begin a review of Scotland with 

its capital city Edinburgh, or even the amazing Glasgow – Air 

Transat’s port of entry to the country. However, it’s impossible  

to describe Scotland without mentioning the powerful appeal 

of the country’s Highlands, an incredible destination in their own 

right in the midst of Caledonia – the ancient name for Scotland.

I spent 12 hours travelling through them, more than  

600 km of rough roads where I often found myself 

wondering whether two vehicles would be able to safely 

pass each other without colliding. It might not be the ideal 

way to fully appreciate these vast lands, but on a whistle-

stop half-day tour, you don’t dwell on it for too long. 

The Highlands’ vivid green pastures serve as the backdrop 

to a stunning tapestry; these expansive grasslands are 

the natural habitat to millions of sheep who bring it to life.  

They leap, bleat and graze amongst its every nook and 

cranny. In fact, Scotland features almost nine million sheep, 

in comparison with a human population of just 5.3 million: 

unsurprisingly, then, sheep form an integral part not only  

of the country’s landscape, but also its dinner recipes.

The further you venture into the Highlands, the more the 

Bens – the Scottish Gaelic word for ‘mountains’ – begin 

to dominate the horizon, becoming so prominent that 

they are eventually impossible to miss. Forming at the feet  

of these mountains are valleys, or glens, which bring to 

mind the landscapes of Quebec.

Our journey took us as far as Ben Nevis, Great Britain’s 

highest mountain at 1,344 metres. The Highlands boast 

the 10 highest peaks in the entire United Kingdom, providing  

the countryside with a unique majesty no matter what 

time of year it is. I found myself wishing I could witness 

Scotland’s countryside under the shimmering colours of 

autumn, or even in winter’s pall…

The green pastures of the Highlands
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As far as cultural experiences go, they don’t come much more 

authentic than an excursion into the Highlands. There’s not  

a McDonald’s in sight. In fact, the only time you’re likely to hear 

that name here is when learning more about the massacre of 

the MacDonald clan in 1692 by the soldiers of the English king, 

William of Glencoe. History is another staple of the Highlands.

The area’s tiny villages, each one more picturesque than the 

last, are places where tradition clearly prevails over modernity. 

The fact that village names are displayed first in Gaelic, followed 

by English, demonstrates the language’s deep roots. Each of 

these hamlets intimately understands its own passionate history 

of clan wars, and it’s not difficult to imagine the blood that has 

stained the mountains’ green carpet throughout the centuries. 

The famous Loch Ness, which I pass on my return journey  

to Edinburgh, has perhaps lost some of its authenticity over 

the years. It’s become a place of pilgrimage for tourists 

to venture out on a boat in search of Nessie – complete 

with its own souvenir shop that greets you as soon as 

you disembark. 

  

As a European museum-town, Edinburgh’s capital does 

not disappoint. Every inch is filled with historic monuments, 

and lovers of old stone, history, and small, winding alleys 

will instantly find themselves at home in the city colloquially 

known as ‘Auld Reekie.’

I begin my stroll through Edinburgh along the Royal Mile 

in Old Town, a designated UNESCO World Heritage site. 

It’s on this path that we find the city’s most recognizable 

landmark – unmissable on its mound of volcanic rock 

– Edinburgh Castle. It’s the must-see attraction for any 

visitor to Edinburgh, and you’ll need to set aside at least 

half a day to get the full experience. On the other side  

of the Royal Mile is the Palace of Holyroodhouse, in equal 

measure ancient and modern. Today, it serves as the 

official residence of the Queen when she stays in Scotland. 

From the small St. Margaret’s chapel – the oldest surviving 

building in the city – to the majestic Great Hall and  

the royal palace that houses the crown jewels, Edinburgh 

Castle and the Royal Mile serve up a feast of royalty.

In stark contrast to the Royal Mile is the so-called 

‘New Town,’ immediately notable for its neoclassical 

architectural style. Remnants of its former separation  

of social classes are apparent in certain exclusive 

privileges granted to the street’s residents, such as access 

to private green spaces.

Throughout history, New Town has been the home  

to numerous world-renowned artists and historical figures. 

Arthur Conan Doyle, the creator of Sherlock Holmes; 

Edinburgh Castle, perched on its mound of volcanic rock
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Alexander Graham Bell, inventor of the telephone;  

not to mention Scotland’s First Minister, currently Nicola 

Sturgeon. Quite the exclusive club!

There are a thousand different ways to experience and 

enjoy Edinburgh. The trick? Finding the time to do it all!  

  

Let’s be honest: when we think of places to visit in Scotland, 

Edinburgh immediately springs to mind; Glasgow rarely does. 

Big mistake! Choosing not to visit Glasgow means you’re 

missing out on a completely different experience that’s just 

as rewarding. Glasgow might be rougher around the edges, 

but there’s a diamond there if you know where to look.

Glasgow, the biggest city in Scotland, is brimming with 

energy. Edinburgh puts a lot into tourism – so much  

so that when the tourist buses leave, it can seem empty. 

Glasgow, meanwhile, teems with life in its every corner. 

It’s no surprise that the city named its last marketing 

campaign ‘People Make Glasgow.’ Its main attraction is 

its people, diverse and bubbling, who are great company 

in pubs, fish and chip shops, public parks or on the bus.

Of course, with its imposing Gothic architecture and beautiful 

ancient sites, Glasgow is anything but one-dimensional.

  

1. The ‘hop on, hop off’ bus tour allows you to see the 

sights of Edinburgh, and to stop at various strategic 

points on the route.

2. Climb to Arthur’s Seat. This will give you a great 

chance to get an incredible view of Edinburgh.

3. Drink tea at ‘The Elephant House.’ This café is famous 

as the place where J.K. Rowling wrote Harry Potter.

4. History walks and ghost tours. Mercat offers immersive 

walking tours of Edinburgh, including a series of ghost 

tours in search of spirits after dark.

5. Speaking of spirits, The Scotch Whisky Experience 

tells the tale of Scotland’s national drink, offering a 

whisky course that comes complete with a ‘Certificate  

of Expertise.’

6. Leith Harbour permanently hosts the Britannia, the 

former yacht of the English royal family between 1953 

and 1997. It is open to the public, offering a visit with 

audio guides.

7. Royal Botanic Garden Edinburgh is the second oldest 

in Great Britain, dating back to 1670. It’s free, like the 

majority of museums in Scotland.

8. Highland Experience Tours organizes trips to the 

Highlands to discover majestic scenery. Two trips 

are offered by Transat in its ‘Edinburgh and historic 

Scotland’ package: a 12-hour tour in the mountains, 

visiting sites like Glencoe, Ben Nevis, Loch Ness and 

the Cairngorms Mountains; and a tour heading  

in the region of Loch Lomond, including a visit to the 

Glengoyne distillery, to Dumgoyne and Stirling Castle. 

The two itineraries are superb!

9. For an evening filled with folklore, head to the Spirit 

of Scotland Show where your clients will experience 

traditional plates like haggis and take part in 

traditional dances and songs.



For the best travel industry news : PAXnews.com62   PAX

St Mungo’s Cathedral, the second place of pilgrimage after 

Rome in the Middle Ages, is undoubtedly the most prominent 

relic of a glorious past. The University of Glasgow, dating 

back to 1451, also leaves a lasting impression with its size, 

style, and sense of historical significance.

More modern, but no less interesting, is the work of architect 

Charles Rennie Mackintosh, the father of Art Nouveau, 

whose imprint is all over Glasgow. See, for example,  

the Glasgow School of Art, or the House for an Arts Lover arts 

centre, inspired by the drawings of the artist – containing 

an art gallery, exhibition space, an auditorium, a café, and 

various works of related artists.

The Pollok House, constructed in 1752, represents a plunge 

into the traditional ‘Upstairs/Downstairs’ way of living,  

in which affluent residents lived above, and servants below. 

Strongly recommended are its numerous paintings, many 

rooms, and – if you have the time – its gardens. These are 

all not to be missed. 

Looking back on my time in Scotland, I find myself already 

making plans to return; to its rugged mountains, its picturesque 

towns, its charming distilleries and its atmospheric towns.

1. Kelvingrove Art Gallery & Museum – Featuring an 

incredible range of exhibitions, Kelvingrove Art Gallery 

& Museum is unmissable for museum lovers. Like in  

the city itself, all styles are found here. Flemish paintings, 

embalmed animals, a Spitfire plane, floating skulls… 

entry, like most museums in Scotland, is free. 

2. The Burrell Collection – William Burrell, a Scot who 

made a fortune in naval construction, developed 

a passion for art, and amassed more than 8,000 

artifacts from across the world. He donated them 

to Glasgow and they’re displayed in this gallery, 

far from the smoke of the city and the German 

bombs. Paintings by Degas, Cezanne and Manet, 

medieval furniture, objects from ancient Egypt, 

Oriental rugs… the diversity is amazing. How much 

did it all cost? I’d rather not think about it…

3. The Botanic Gardens – Like Edinburgh, 

Glasgow’s botanic gardens are filled with many 

greenhouses. It’s a great way to escape the 

noise of the city in the heart of the West End! 

4. The Riverside Museum – As its name suggests, 

this museum, dedicated to the history of 

transportation, is located on the edge of the 

river Clyde. Here, you’ll find trains, cars, trams, 

motorbikes and boats from all eras. It’s a great 

place to visit during a family day out. 

5. Shopping – You'll be in heaven in Glasgow  

if you’re a shopping addict. Buchanan Street, 

Argyle Street, Great Western Road or Sauchiehall 

Street are ideal places for compulsive shoppers 

to visit!

The picturesque streets of Glasgow are a joy to experience on foot

Inside the Kelvingrove Art Gallery & Museum
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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.

WESTJET EXPANDS QUEBEC SERVICES

TOTAL LAUNCHES

BOYD TO AIR TRANSAT

WestJet has announced its plans for a major expansion in Quebec, with new routes 
including the first WestJet service in the province between Montreal and Quebec; a new 
Montreal-Halifax service; and a Montreal-Boston route. Pictured from left: François-Philippe 
Champagne, federal minister for international trade; Louis St-Cyr, vice-president, airports, 
WestJet; Harout Chitilian, vice-president of the executive committee of the City of Montreal, 
responsible for information technology, the smart city, administrative reform and youth; 
Bob Cummings, executive vice-president, sales, marketing and guest experience, WestJet; 
Martin Coiteux, minister responsible for the Montreal region; Philippe Rainville, president  
& CEO, Aéroports de Montréal.

TOTAL Public Relations, a new public 
relations and marketing communications 
agency based in Toronto, have announced 
their official launch. The company, which 
was created by Andrew Ricketts (formerly 
of VoX International), offers solutions in 
marketing communications and public 
relations.

Air Transat has appointed Karissa Boyd as 
sales representative, Ontario and Western 
Canada. Boyd’s last role was at Californian 
start-up, Journey, where she was in charge 
of business development. She will report 
to Claude-Hélène Faucher, national sales 
manager, Air Transat.

BACON JOINS  
HURTIGRUTEN

Industry veteran Eric Bacon has joined 
Hurtigruten as the cruise company’s sales 
manager for Canada. Bacon previously 
served as Canadian sales manager for Rail 
Europe.

TTAND & TRAVEL LAB

The Travel Agent Next Door and Travel 
Lab have announced a new destination 
wedding platform, in partnership with the 
Antigua and Barbuda Tourism Authority. 
The companies will launch the ‘Say I Do’ 
program featuring a specialized website 
incorporating social media and content 
that helps couples-to-be to navigate all 
the questions they may have about a 
destination wedding.

DCL ADDS NEW PORTS

Disney Cruise Line has announced that it 
will sail on new itineraries and to new ports 
in summer 2018, including first-time visits  
to destinations in Italy and Ireland. Cruises 
for 2018 are currently available for booking.

LUXURY RETREATS SOLD

AC’S YUL-PVG LAUNCHES

Airbnb has announced the acquisition 
of Montreal-based luxury vacation rental 
company Luxury Retreats. The purchase 
will see Luxury Retreats CEO Joe Poulin join 
Airbnb and lead luxury homes, reporting  
to Airbnb co-founder and CEO Brian Chesky; 
the Luxury Retreats team will remain based 
in Montreal.

Air Canada has marked the launch of its 
daily year-round flights from Montreal to 
Shanghai, China, the airline’s first direct 
service to Asia from Montreal. It is also the 
first of the airlines’ routes from Montreal  
to be operated with its state-of-the-art 
Boeing 787-8 Dreamliner aircraft and cabin 
features.

ACTA CHANGES

The Association of Canadian Travel 
Agencies (ACTA) has announced details 
of a new organizational restructure. ACTA 
President Wendy Paradis said in an email 
to ACTA’s members that the structuring  
is aimed at better serving members across 
the country, being better positioned to make 
significant progress on strategic priorities, 
and simplifying and clarifying roles and 
responsibilities.

news
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Phillip Solomon, general manager of Tourcan 
Vacations, gave a comprehensive presentation 
about South Africa to around 30 Ottawa-
area travel agents in February, wrapping up 
a series of talks throughout southern Ontario. 
The presentations were in partnership with South 
African Tourist Board.

Tourism Ireland and travel partners welcomed travel 
agents to a roadshow event at the Four Seasons 
Hotel in Toronto, detailing the rich and unique range 
of experiences Ireland offers to its visitors. Of Tourism 
Ireland: Dana Welch, Manager - Canada; Alison 
Metcalfe, Executive Vice President - United States 
& Canada; Shane Clarke, Director of Corporate 
Services & Policy.

The Hong Kong Tourism Board celebrated the 
Lunar New Year in downtown Toronto in February, 
looking ahead to a year of growth and taking 
the opportunity to unveil its new global marketing 
campaign highlighting Hong Kong’s diversity and 
culture. Pictured: Doug Vogl, general manager, 
Centricity Reps; Michael Lim, director - Canada, 
Central & South America, Hong Kong Tourism Board; 
Barbara Dirnberger, national manager - Canada, 
Hong Kong Airlines; Yuen Kan Wong, marketing 
manager, Hong Kong Tourism Board.

Goway Travel welcomed 36 Australia travel partners 
to Toronto on Feb. 22, during a mix and mingle event 
ahead of the tour operator’s first-ever Australia 
Corroboree, which took place the following day.

For the first time, Air Canada Vacations welcomed around 50 travel agents 
from Ottawa and Gatineau to a Cuba-themed dinner in February. This 
event, labelled ‘Cubamania,’ allowed ACV to acknowledge the work done  
by the travel agents of the region. Pictured: Nathalie Bonin, Iberostar; Nanor 
Apikian, Melia; Francisco Gamez, Belive Hotels; Scarleth Ruiz, Blau Hotels 
& Resorts; Sobeida Feliz, Warwick; Carolina Suarez, Air Canada Vacations; 
Nieves Ricardo, Cuba Tourist Board; Domenica Aresta, Blue Diamond Resorts.

Carlson Wagonlit welcomed travel partners to 
their third annual curling tournament, held at the 
Scarboro Golf and Country Club. Despite the freezing 
rain outside, 12 teams took to the ice for a full day  
of curling, with representatives from across the industry 
vying for top spot.

Representatives from the Isrotel hotel chain 
met with Canadian travel agents in Toronto, 
showcasing details of the new Orient Isrotel 
Exclusive and Publica Isrotel, opening this June 
in Jerusalem and Herzliya respectively. The new 
properties will bring Isrotel’s properties to 19 hotels 
across Israel. Pictured: Nahum Kara, director  
of marketing & sales, Isrotel; Ellen Melman, director 
operations & marketing – travel industry, clergy 
and community liaison Canada, Government  
of Israel Ministry of Tourism; Mor Ram, regional 
sales manager – North America, Isrotel; Jerry Adler, 
director Canada, Israel Ministry of Tourism.

Air Canada celebrated the Year of the Rooster in February, looking ahead  
to another year of growth marked by an expansion of the carrier’s Asia network. 
More than 250 guests attended the event at the Markham Event Centre north 
of Toronto for an evening of food and entertainment. Of Air Canada: Duncan 
Bureau, VP of global sales; Tian Wang & Jinyang Song, flight attendants; Rocky 
Lo, director of revenue management & business development - Asia.
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Tourism Fiji and Goway, along with seven suppliers, invited a select group of travel 
agents and media to a mini-trade show and lunch at Steamworks in Vancouver February  
t o  r e i n t r o d u c e  F i j i  t o  t h e  l o c a l  t r a v e l  t r a d e .

Tourism Ireland and 14 supplier partners took part in a four-city roadshow last month, which 
began in Vancouver welcoming more than 90 agents at the Fairmont Waterfront Hotel. Pictured: 
Dana Welch, manager - Canada, Tourism Ireland; Colin Wynne, manager, Group Travel, Abbey 
Ireland & UK; Assumpta O'Neill, sales & marketing executive, Titanic Belfast; Dervla O'Neill, 
head of sales, Epic Ireland; Shane Clarke, director, corporate services & policy, Tourism Ireland.

The Walt Disney Company (Canada) Ltd hosted 80 agents for a Disney Destinations update at 
the Hilton Metrotown in Vancouver, bringing agents up to speed with all that is new at Disney.

Air Canada hosted 200 travel and community partners and media at the Four Seasons 
Vancouver for Lunar New Year celebrations. Despite the wintry conditions, attendees 
turned up to enjoy a delicious eight-course Chinese dinner, complete with a traditional 
lion dance, speeches from guest hosts, and prizes galore. Of Air Canada: Maria Lu, 
specialty sales manager for Western Canada – Asia & Duncan Bureau, VP of global sales.

O CANADA

Destination Canada has announced that Canada 
welcomed almost 20 million visitors in 2016, marking its 
highest number since 2002 and second highest ever. 
The official figure of 19,979,334 tourists for 2016 was 
bolstered by a 16 per cent increase in international 
arrivals from overseas markets, in addition to 10 per 
cent in the U.S. market.

WJ YWG & YXX

Starting April 30, 2017, Abbotsford will become WestJet’s 
13th non-stop destination from Winnipeg. WestJet has 
served Abbotsford since 1997 and Winnipeg since 1996.

TRAVEL MASTERS BUYS  
MISSION PARK

Travel Masters has announced an agreement to 
purchase the Okanagan travel agency Mission Park 
Travel. The acquisition is part of the company’s growth 
and acquisition strategy aimed at increasing its scale 
and penetration in Western Canada.

GET FIT WITH GECKOS

Geckos Adventures has announced that Brent Price, 
an experienced Vancouver-based travel agent turned 
personal trainer, will serve as the company’s fitness 
consultant. After signing up for a trip, guests can email 
Price with their fitness goals to receive a personalized 
workout plan tailored to the destination.

SUPERHEROES AT DISNEY

Disney Parks has announced that the new year-round 
Guardians of the Galaxy attraction at Disney California 
Adventure Park is to open from May 27. Guardians  
of the Galaxy – Mission: BREAKOUT! will open to coincide 
with the park’s Summer of Heroes, scheduled to take 
place from May 27 through Sept. 10.



MORE FREEDOM & FLEXIBILITY.
MORE EARNING POTENTIAL.
MORE TRAINING & SUPPORT.

Top 10 reasons to become a Transat Travel agent@home
1  Be part of the country’s largest Canadian-owned leisure travel brand.
2  Earn lucrative commissions and exclusive incentives from home doing 

what you love.
3  Unique e-marketing program custom designed for our 

Transat Travel agent@home with personalized emails to your customer base. 
4  Spend more time selling and earning – we do your invoicing!
5  Access to 60+ preferred travel suppliers. 
6  Build your skills quickly and easily with Best-In-Class training.
7  Two dedicated member services teams available to support you.
8  Gain competitive advantages with exclusive sponsorships, including 

AIR MILES® Reward Program.
9  A personalized website, so your customers can book with you 24/7!
10  Enjoy added flexibility and better work/life balance.  

What are you waiting for? 
Learn more www.transatagentathome.com
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Soak up  
French culture  
in Marseille.
Let your clients visit the cultural capital of France and stop at the many bistros  
and brasseries around Old Port with new, non-stop flights from Montreal to Marseille  
on Air Canada Rouge starting June 9. They deserve it. They’ll enjoy the MuCEM by  
the sea and the sunny weather with nearly 3,000 hours of sunshine per year.

For more information, visit flyrouge.com
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