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September 26, 2023

Honourable Kaleed Rasheed

Minister of Public and Business Service Delivery
777 Bay Street, 5th floor

Toronto, Ontario

M5B 2H7

Dear Minister Rasheed,

Over the past year, Ontario’s travel industry has seen an accelerated
recovery from the devastating lows experienced during the
COVID-19 pandemic. Increased consumer demand for travel is
driving a resurgence for travel sales, and consumers increasingly
seek the support of knowledgeable and professional travel
advisors. While there is positive progress being made, it will take
more time for the industry as a whole to see a complete recovery.

Preparing for the future

As we adjust to a new normal, the Board of Directors has been
singularly focused on robust governance oversight to ensure

the Travel Industry Council of Ontario (TICO) is positioned to meet
the needs of consumers and registrants today and into the future.
This year, TICO renewed its commitment to the Ministry of Public
and Business Service Delivery (Ministry) and stakeholders with

a new Administrative Agreement, executed with the Minister,
which enhances accountability and transparency, and focuses

on customer service excellence and operational efficiency.

This includes ensuring a strong strategic governance framework
that guides TICO’s operational priorities, activities and enhancements
for years to come.

Over the past year, there was a focus on a comprehensive review
of TICO’s existing funding framework and fee model. Our goal

is to introduce a new funding framework that upholds strong
consumer protection principles, is more equitable for registrants
and endows TICO with the stability needed to carry out its
consumer protection mandate effectively. TICO is committed

to undertaking a comprehensive consultation with stakeholders
before implementing any recommended changes to TICO’s
funding framework.

Risk management has always been a focus for TICO, ensuring that we
consider both existing and emerging threats, and that we incorporate
valuable lessons learned from the pandemic. Our Board of Directors’
meticulous oversight of priority risks has helped TICO navigate
through a difficult period.

Commitment to consumer protection

The past three years have brought an unprecedented level of
uncertainty and upheaval to consumers and to the travel industry.
While the past year saw a resurgence of travel, it also saw many
challenges across the broader travel landscape as the industry
came back to life.

There was significant media attention highlighting the difficulties
being experienced by travellers, from airline delays and
cancellations, to airport wait times, and passport processing
setbacks. TICO has remained a steadfast supporter of consumers
providing assistance and reliable information, and directing them
to other pertinent organizations and resources when necessary.
Travel is truly a global enterprise, and the travel eco-system is
complex and interconnected with many players. TICO continues
to demonstrate its important role in ensuring the travelling public
is informed and consumers remain confident. Dependable consumer
protection and support will continue to drive consumer trustin
Ontario’s travel industry throughout the recovery period.

Acknowledgments

| consider it an honour and privilege to serve as TICO’s Chair for
the second consecutive year. | would like to extend my sincere
gratitude to TICO’s Board of Directors for their unwavering support,
invaluable expertise, and significant contributions over this past
year. | appreciate the strong collaborative relationship with the
Ministry as we jointly endeavour to advance travel consumer
protection in the province.

I would also like to express my admiration and thanks to TICO’s
leadership and staff. Their unwavering commitment, dedication,
and industriousness have been nothing short of exemplary.

Looking ahead, | am confident that Ontario will sustain its
reputation as a reliable and trusted marketplace where consumers
feel assured about purchasing travel from registered professionals.

Yours truly,
Travel Industry Council of Ontario
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Michael Levinson,
Chair of the Board of Directors




Message du président
du conseil d’administration

Le 26 septembre 2023

L'honorable Kaleed Rasheed

Ministre des Services au public et aux entreprises
771, rue Bay, 5e étage

Toronto (Ontario)

M5B 2H7

Monsieur le ministre,

Au cours de la derniere année, I'industrie du voyage de I'Ontario a
connu une reprise accélérée apres les points bas dévastateurs de la
pandémie de COVID19. Laugmentation de la demande de voyages
chez les consommateurs est a I'origine d’une résurgence des ventes
de voyages, et les consommateurs cherchent de plus en plus a obtenir
le soutien de conseillers en voyages compétents et professionnels.
Bien que des progres positifs aient été réalisés, il faudra plus de temps
a I'industrie dans son ensemble pour voir une reprise compléte.

Préparer I’'avenir

Depuis que nous nous adaptons a une nouvelle normalité, le conseil
d’administration met I'accent sur une surveillance rigoureuse de la
gouvernance afin de s’assurer que I’Organisme de Réglementation

de Voyage de I’Ontario (TICO) est en mesure de répondre aux besoins
des consommateurs et des inscrits aujourd’hui et a I'avenir. Cette
année, TICO a renouvelé son engagement envers le ministere des
Services au public et aux entreprises (le Ministere) et les intervenants
au moyen d’une nouvelle entente administrative, signée avec le
ministre, qui améliore la responsabilisation et la transparence, et

met I'accent sur I'excellence du service a la clientéle et I'efficacité
opérationnelle. Il s’agit notamment d’assurer un cadre de gouvernance
stratégique solide qui oriente les priorités opérationnelles, les activités
et les améliorations de TICO pour les années a venir.

Au cours de la derniere année, on a mis I'accent sur un examen
exhaustif du cadre de financement et du modéle de frais actuels

de TICO. Notre objectif est de mettre en place un nouveau cadre

de financement qui respecte de solides principes de protection des
consommateurs, qui est plus équitable pour les inscrits et qui donne
a TICO la stabilité nécessaire pour s'acquitter efficacement de son
mandat de protection des consommateurs. TICO s’est engagé a
entreprendre une consultation exhaustive avec les intervenants
avant de mettre en ceuvre les changements qu’il a recommandés
pour le cadre de financement.

La gestion des risques a toujours été une priorité pour TICO, qui veille
a tenir compte des menaces actuelles et émergentes, et des lecons
utiles tirées de la pandémie. La surveillance méticuleuse des risques
prioritaires par son conseil d’administration a aidé TICO a traverser
une période difficile.

Engagement en faveur de la
protection des consommateurs

Les trois dernieres années ont engendré un niveau sans précédent
d’incertitude et de bouleversements pour les consommateurs et
I'industrie du voyage. Bien qu’il y ait eu une résurgence des voyages
au cours de la derniére année, nous avons également connu de
nombreux problemes dans I'ensemble du secteur pendant la reprise.

Les médias ont beaucoup parlé des difficultés éprouvées par les
voyageurs, qu'il s'agisse des retards et des annulations des compagnies
aériennes, des temps d’attente dans les aéroports ou des retards dans le
traitement des passeports. TICO a toujours soutenu les consommateurs
en leur offrant de I'aide et des renseignements fiables et en les aiguillant
vers d’autres organisations et ressources pertinentes au besoin.

Le secteur des voyages est véritablement une entreprise mondiale,

et I'écosysteme de voyage est complexe et interconnecté avec de
nombreux acteurs. TICO continue de démontrer son role important en
s’assurant que les voyageurs sont informés et que les consommateurs
demeurent confiants. La fiabilité de la protection et du soutien des
consommateurs continuera de renforcer leur confiance dans I'industrie
du voyage de I'Ontario tout au long de la période de reprise.

Remerciements

Je considere que c’est un honneur et un privilege de présider TICO pour
la deuxieme année consécutive. Je tiens a exprimer ma sincere gratitude
au conseil d'administration pour son soutien indéfectible, son expertise
inestimable et ses contributions importantes au cours de la derniere
année. Japprécie la solide relation de collaboration que nous entretenons
avec le Ministere dans le cadre de nos efforts conjoints pour promouvoir
la protection des consommateurs de voyages dans la province.

Je tiens également a exprimer mon admiration envers le personnel et la
direction de TICO, et a les remercier. Leur engagement indéfectible, leur
dévouement et leur ardeur au travail ont été tout simplement exemplaires.

Pour ce qui est de 'avenir, je suis convaincu que I’Ontario maintiendra
sa réputation de marché fiable et digne de confiance ou les
consommateurs se sentent rassurés lorsqu’ils achetent des voyages

a des professionnels inscrits.

Cordialement,
Président, Conseil d’administration de TICO

}]‘3 gz ; -

Michael Levinson,
Président du conseil d’administration
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A year of reflection

While the pandemic poses a continuing risk to some countries
around the world, we are increasingly returning to a state of
normalcy in both our family and business lives.

With most pandemic travel restrictions now lifted, global travel
demands are approaching pre-pandemic levels. In Ontario, many
registrants are experiencing high demand for travel as consumers
plan long-anticipated vacations, reunite with family and friends,
and visit colleagues near and far after an extended absence.

Emerging economic headwinds are creating potential concerns
for the ongoing recovery of the industry. However, optimism for
better days ahead continues to grow. With the recent acceleration
of travel, there have also been some major mishaps along the
way — some related to mother nature, while other shortfalls point
to broader issues in the travel eco-system. With every challenge,
there are opportunities. The industry as a whole has responded
with new enhancements and innovations, and an increased focus
on customer service.

At TICO, we continue to focus on our core consumer protection
mandate, supporting consumers through what were challenging
summer and winter travel seasons.

We also seized the opportunity to take a deep look into our business
model and how we recover our costs to carry-out our mandate.

We completed a comprehensive strategic review of our funding
model, engaging stakeholders along the way. This strategic review
is now complete and our final fee review analysis (business case)

is with the Ministry, prior to launching our consultations. We are
committed to keeping stakeholders informed as this strategic
review progresses, and we invite stakeholders to participate in

our upcoming consultations and to provide feedback before the
funding framework is finalized.

Awareness and Education

At the core of TICO’s mandate is enhancing consumer and registrant
awareness of the protections available for all travellers, before and
after their travel purchase with a travel agent.

We conducted comprehensive values and satisfaction surveys with
consumers and registrants in early 2023. Further details of these
survey results are reported later in our Annual Report.

All feedback is carefully considered by management, and the
Board of Directors, to ensure future programs continue to reflect
stakeholder needs.

While | acknowledge the dip in awareness of TICO and the
regulated travel marketplace, | also understand the overall
challenges experienced by consumers and industry alike during
a difficult holiday travel period. This included extensive news
coverage of issues and regulations primarily related to airlines.

These surveys confirmed the growing importance and value of
travel advisors, as travel complexities and challenges have also
grown. Notably, 7-in-10 consumers believe in the value TICO
provides as a regulator of travel services.

The surveys also identified the overall travel ‘experience’ was
growing in relative importance compared to other factors, such as
cost, further supporting the key role of travel retailers and advisors.

There is a continued focus on enhancing our education program for
the benefit of consumers, but also for new travel advisors entering
the profession.

| was particularly pleased with our new education videos, which
were promoted digitally to assist the industry in attracting new
travel advisors during a tight labour market. These award-winning
videos encouraged prospective advisors to “get started” by visiting
tico.ca/getstarted to learn more about becoming TICO certified and
working with a registered travel retailer.



Support for consumers

During these uncertain times of travel industry recovery, it was
important that TICO remained focused on consumer engagement
and customer service.

We hear from consumers in a variety of ways as they ask for
information, look for direction, and seek help with complaints.

We take all forms of engagement seriously, striving to be helpful
and always with the best interest of the consumer in mind. Our
team successfully balances the needs of customers and registrants,
through a fair and balanced approach.

Financial stewardship

TICO remains committed to its fiduciary responsibilities, placing
high importance on its budget commitments and internal controls.
TICO exceeded its budget commitment, in large part to keeping
total operating expenses below budget and consistent with prior
year’s spending levels.

Unfortunately, but not unexpected, consumer claims against the
Compensation Fund reached levels not seen in a decade. Levels of
consumer claims to the Compensation Fund correlate with a large
number of Registration terminations. The 2022/2023 fiscal year
was the third and final year the provincial government provided
temporary financial support to TICO in response to the COVID-19
pandemic, which allowed for the extension of a fee waiver for
annual renewal fees and Compensation Fund assessments for
registrants for three consecutive years.

Effective April 1, 2023, TICO returned to its prior fee model, pending
transition to a potential future funding framework and fee model,
which is a key focus and priority for the new fiscal year.

Thank-you

With the pandemic receding, we now turn our focus to enhancing
Ontario’s consumer protection model, while strengthening the travel
agent and wholesaler marketplace. | remain confident these two
goals are truly complementary. The continued resiliency of Ontario’s
travel industry, combined with the burgeoning travel demand from
consumers, provides a wonderful springboard for memorable travel
experiences, future growth and profitability for registrants.

| remain grateful for the wonderful and passionate team at TICO,
as well the dedication and overall governance oversight provided
by our Board of Directors. | appreciate the continued collaboration
from the Ministry of Public and Business Service Delivery.

Ontario’s travel marketplace allows consumers to be confident with
their travel purchases from travel agents, while maintaining a fair
and trusted environment for travel businesses to thrive.

It continues to be my honour and privilege to serve this great
organization.

Yours truly,
Travel Industry Council of Ontario

A

Richard Smart
President & C.E.O.
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Une année de réflexion

Bien que la pandémie continue de poser un risque dans certains
pays du monde, nous revenons de plus en plus a un état de
normalité dans notre vie familiale et professionnelle.

Comme la plupart des restrictions de voyage liées a la pandémie
sont maintenant levées, la demande mondiale de voyages
approche des niveaux d’avant la pandémie. En Ontario, bon
nombre des inscrits font face a une forte demande de voyages,
car les consommateurs planifient des vacances attendues depuis
longtemps, se réunissent avec des membres de leur famille et des
amis, et rendent visite a des collegues proches ou loin aprés une
absence prolongée.

Les difficultés économiques émergentes suscitent des
préoccupations potentielles pour la reprise continue de I'industrie.
Cependant, I'optimisme continue de croitre. Avec I'accélération
récente des voyages, il y a également eu des incidents majeurs

en cours de route, certains liés a dame Nature, tandis que d’autres
laissent entrevoir des problemes plus généraux dans I’écosystéeme
touristique. Chaque défi offre des possibilités. Lindustrie dans
son ensemble a réagi en apportant des améliorations et des
innovations, et en mettant davantage I'accent sur le service

a la clientele.

A TICO, nous continuons de mettre I'accent sur notre mandat
de base en matiere de protection des consommateurs, en les
soutenant pendant les périodes estivales et hivernales difficiles.

Nous avons également profité de I'occasion pour examiner

en profondeur notre modele d’affaires et la fagon dont nous
récupérons nos co(lts pour nous acquitter de notre mandat.
Nous avons terminé un examen stratégique exhaustif de notre
modele de financement, en mobilisant les intervenants en cours
de route. Cet examen stratégique est maintenant terminé et notre
analyse finale de I'examen des frais (analyse de rentabilisation)
est entre les mains du Ministére, avant le lancement de nos
consultations. Nous sommes déterminés a tenir les intervenants
au courant de I'évolution de cet examen stratégique, et nous

les invitons a participer a nos prochaines consultations et a
nous faire part de leurs commentaires avant que le cadre de
financement ne soit finalisé.

Sensibilisation et éducation

Le mandat de TICO consiste essentiellement a sensibiliser
davantage les consommateurs et les inscrits aux protections
offertes a tous les voyageurs, avant et apres leur achat aupres
d’un agent de voyages.

Au début de 2023, nous avons mené des sondages exhaustifs sur
les valeurs et la satisfaction aupres des consommateurs et des
inscrits. De plus amples renseignements sur les résultats de ces
sondages sont présentés plus loin dans notre rapport annuel.

Tous les commentaires sont examinés attentivement par la
direction et le conseil d’administration afin que les programmes
futurs continuent de refléter les besoins des intervenants.

Bien que je reconnaisse la baisse de la notoriété de TICO et du
marché réglementé des voyages, je comprends également les

défis généraux que doivent relever les consommateurs et I'industrie
pendant une période difficile, notamment la couverture médiatique
exhaustive des problemes et de la réglementation touchant
principalement les compagnies aériennes.

Ces sondages ont confirmé I'importance et la valeur grandissantes
des conseillers en voyages, car la complexité des voyages et les
problemes connexes ont également augmenté. En particulier,

7 consommateurs sur 10 croient a la valeur que TICO offre en

tant qu’organisme de réglementation des services de voyage.

Les sondages ont également révélé que I'expérience de voyage
globale prend de plus en plus d’importance par rapport a d’autres
facteurs, comme le colit, ce qui appuie davantage le role clé des
détaillants et des conseillers en voyages.

Nous continuons de mettre I'accent sur 'amélioration de notre
programme de formation au profit des consommateurs, mais aussi
pour les nouveaux conseillers en voyages qui entrent dans

la profession.

Je me suis particulierement réjoui de nos nouvelles vidéos de
formation, qui ont été promus sur les réseaux sociaux pour aider
I’industrie a attirer de nouveaux conseillers en voyages sur un
marché du travail restreint. Ces vidéos primées ont encouragé les
conseillers potentiels a « commencer » en visitant tico.ca/getstarted
pour en savoir plus sur la certification TICO et trouver du travail
aupres d’une agence de voyage inscrite.



Soutien aux consommateurs

En ces temps incertains de reprise de I'industrie du voyage, il était
important que TICO continue de mettre I'accent sur la mobilisation
des consommateurs et le service a la clientéle.

Nous écoutons les consommateurs de diverses facons lorsqu’ils
demandent des renseignements, des directives et de I'aide pour
régler les plaintes.

Nous prenons toutes les formes d’engagement au sérieux, en
nous efforcant d’étre utiles et toujours dans le meilleur intérét du
consommateur. Notre équipe parvient a équilibrer les besoins des
clients et des inscrits grace a une approche juste et équilibrée.

Gérance financiere

TICO respecte ses responsabilités fiduciaires et accorde une grande
importance a ses engagements budgétaires et a ses controles
internes. Il a dépassé son engagement budgétaire, en grande
partie pour maintenir les dépenses d’exploitation totales en deca
du budget et en conformité avec les niveaux de dépenses de
I'exercice précédent.

Malheureusement, mais sans surprise, les réclamations des
consommateurs a I'égard du Fonds d’indemnisation ont atteint
des niveaux inégalés depuis une décennie. Les niveaux de
réclamations des consommateurs au Fonds d’indemnisation
correspondent a un grand nombre de résiliations d’inscriptions.
Lexercice 2022/2023 était la troisieme et derniere année au cours
de laquelle le gouvernement provincial a fourni un soutien financier
temporaire a TICO en réponse a la pandémie de COVID19, ce qui

a permis pendant trois années consécutives la prolongation de
I’exonération des frais pour les frais de renouvellement annuels

et les cotisations au Fonds pour les inscrits.

Le 1er avril 2023, TICO est revenu a son modeéle de tarification
précédent, en attendant la transition vers un éventuel cadre de
financement et un modéle de tarification futurs, qui constituent
une priorité clé pour le nouvel exercice.

Merci

Avec le recul de la pandémie, nous mettons I'accent sur 'amélioration
du modeéle de protection des consommateurs de I'Ontario, tout en
renforcant le marché des agences de voyages et des grossistes en
voyage. Je demeure convaincu que ces deux objectifs sont vraiment
complémentaires. La résilience continue de I'industrie du voyage de
I’Ontario, combinée a la demande croissante des consommateurs

en matiere de voyages, constitue un formidable tremplin pour les
expériences de voyage mémorables, la croissance future et une
rentabilité pour les inscrits.

Je reste reconnaissant envers I’équipe merveilleuse et passionnée
de TICO, ainsi qu’envers le dévouement et la supervision de la
gouvernance globale de notre conseil d’administration. J'apprécie
la collaboration continue du ministére des Services au public

et aux entreprises.

Le marché du voyage de I’Ontario permet aux consommateurs
d’acheter en toute confiance des voyages a des agents de voyages,
tout en maintenant un environnement équitable et fiable pour que
les entreprises du secteur prospéerent.

C’est toujours un honneur et un privilege pour moi de servir cette
grande organisation.

Cordialement,
L’Organisme de réglementation
de voyage de I'Ontario

W

Richard Smart
Président et C.E.O.
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For the purposes of this Business Plan, the following definitions apply:

Registrant: A registrant is defined as a travel agent or a travel
wholesaler who is registered as a travel agent or a travel
wholesaler or as both, under the Travel Industry Act, 2002.

Travel Agent: A travel agent is defined as a person who sells to
consumers, travel services provided by another person.

Travel Wholesaler: A travel wholesaler is defined as a person who
acquires rights to a travel service for the purpose of resale to a
travel agent or who carries on the business of dealing with travel
agents or travel wholesalers for the sale of travel services provided
by another person.

The Travel Industry Act, 2002 (the Act) and Ontario Regulation
26/05 (the Regulation): Ontario’s consumer protection legislation
that governs travel agents and travel wholesalers operating in the
province which TICO administers and enforces on behalf of the
Ministry of Public and Business Service Delivery.

The Ministry of Public and Business Service Delivery (the Ministry):
is the ministry in the Government of Ontario that is responsible

for policy for the Travel Industry Act, 2002 and oversight of TICO,
the delivery and management of government operations, and
consumer protection in the Canadian province of Ontario.

Non-Registrant: An organization which supplies travel services,
but is not registered in Ontario including (but not limited to):

- Travel wholesalers and travel agents not located
in Ontario.

- Companies that sell to clients in Ontario by means of
advertising, the internet or toll-free phone line, but where
the home base or call centre is not located in Ontario.

» End suppliers (e.g., airlines, hotels, rail services, cruise lines),
which may or may not be located in Ontario.

Travel Services: Transportation or sleeping accommodation for the
use of a traveler, tourist or sightseer or other services combined
with that transportation or sleeping accommodation.

Mandate

TICO’s mandate is to support the Ministry of Public and Business
Service Delivery in its mission of maintaining a fair, safe and
informed marketplace as it relates to the Act. This mandate is
accomplished by developing and fostering high standards in:

« Consumer protection;
+ Registration, inspection, supervision and discipline of registrants;
« Consumer education and awareness; and
- Investigating and mediating disputes between consumers
and registrants.

In addition, programs will serve to support this mandate by:

« Promoting fair and ethical competition within the industry;

« Supporting a Code of Ethics;

- Maintaining and enforcing programs that provide for consumer
compensation in specific circumstances;

» Promoting an expected level of education as a criterion
for registration; and

» Encouraging legislative and regulatory amendments aimed at
enhancing industry professionalism and consumer confidence.
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Vision & Mission

Vision statement

To be a progressive regulator advancing consumer protection, ethical business practices and a
trusted marketplace where consumers are confident purchasing travel from registered professionals.

Mission statement

To regulate consumer protection by promoting awareness, education and compliance as part of the
efficient and effective regulation of Ontario’s travel industry.

CECHCRONS,

Regulation Monitoring Refunds Complaints Education

TRAVEL INDUSTRY COUNCIL OF ONTARIO | 2023 ANNUAL REPORT
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Values

EFFICIENCY
We drive value through continuous improvement and cost effectiveness.

LEADERSHIP
We demonstrate courage, integrity, and transparency in building
stakeholder confidence.

ACCOUNTABILITY
We are committed to high standards, taking responsibility for our actions
and results.

SERVICE EXCELLENCE
We are a fair and firm regulator responsive to stakeholder needs.

TEAMWORK
We are one team, passionate, knowledgeable, and greater working together.

INNOVATION
We embrace change and ingenuity in advancing as a regulatory leader.

COMMUNICATION
We build trusting relationships by listening well and embracing effective
conversations which are open, clear, direct, and honest.

OPENNESS
We are welcoming of all cultures and embrace diversity through inclusivity,
equality, and fairness for all.

Above all, we envision that Consumer Protection is stronger through a
workplace built on honesty, respect and trust that leverages our strengths
in diversity and strong business ethics in all that we do.

TRAVEL INDUSTRY COUNCIL OF ONTARIO | 2023 ANNUAL REPORT
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Stakeholders/Services
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Stakeholders

TICO works with stakeholder groups including:

Consumers: to increase awareness of their rights and responsibilities,
and those of the Ontario travel industry under the Act. TICO reaches
consumers through digital communications, media outreach, social media,
consumer surveys and consumer inquiries. TICO’s website provides
consumers with helpful information about the consumer protections
available when purchasing travel services from TICO registrants.

TICO Registrants (Ontario travel agents and travel wholesalers):
While TICO activities are focused on consumer protection, its clients
also include the Ontario-registered travel retailers and wholesalers

who fund TICO through registration fees and who pay contributions

into the Compensation Fund.

TICO serves its registrants by justifying consumer confidence in
purchasing from the Ontario travel industry. This is accomplished
through:

« Ongoing services and initiatives aimed at monitoring and
ensuring compliance with the Act and Regulation.

« Making consumers aware of the benefits of dealing with
Ontario Registrants.

- Enhancing industry professionalism.

- Providing consumer compensation and recourse in specific
circumstances.

- Striving to ensure the Act and Regulation remain relevant
to emerging issues.

Industry Associations: to harness their knowledge and
commitment to ethical and open competition. The associations
include but are not limited to:

- The Canadian Association of Tour Operators (CATO)
- The Association of Canadian Travel Agencies (ACTA)
« The Ontario Motor Coach Association (OMCA)

Government: has delegated to TICO the responsibility for
administering and enforcing the Act and which holds TICO
accountable for supporting its mandate of a fair, safe and

informed marketplace.

Services

The services delegated to TICO are detailed below.

Registration

- Processing new applications — ensuring criteria and standards
are met.
« Processing registration renewals — ensuring criteria and
standards continue to be met, for example:
» updating registration profile for any changes to the record
during the past year.

» supervisor/manager qualifications.
» other compliance issues.
+ Registrantinquiries.

Consumer protection

« Administering the Ontario Travel Industry Compensation Fund.

« Financial inspections:
» financial compliance reviews of registrants to minimize risk

to consumers.

» site inspections to identify registrants that pose a financial risk.

«  Compliance: utilizing administrative compliance measures to ensure
that registrants correct deficiencies that have been identified
in areas such as advertising regulations, terms and conditions
of registration and disclosure to consumers (e.g., conditions of
booking). Identify and bring into compliance unregistered travel
sellers operating in Ontario and selling travel services to consumers
in contravention of the Act.

+ Investigations: investigating instances of suspected breaches of the
Act, which could result in prosecution.

- Enforcement: suspensions, proposals to revoke registrations,
laying charges under provincial statutes and referrals to criminal
authorities.

« Consumer inquiries.

«  Consumer education.

Complaint resolution

+ Resolving complaints:
» between consumers and registrants.
» between consumers and TICO.
» between registrants and TICO.

«  Where complaints have not been resolved, providing
information on other options. The process is outlined
in more detail on page 24.

Government liaison

«  Working closely with the Ministry of Public and Business Service
Delivery for purposes of issues management, regulatory reform
and matters of public interest.

Additional responsibilities

In addition to the delegated responsibilities, TICO proactively
provides the following:

« Consumer education and awareness on the benefits of
purchasing travel services from Ontario registrants and the
inherent risks of dealing with non-registrants.

- Ensuring that registrants are kept aware of important emerging
issues, such as regulatory updates related to the pandemic, and
the state of the travel industry recovery as it affects consumers
and registrants in Ontario.



TICO Structure

Organization

TICO is a not-for-profit corporation financed through fees from its
approximately 2,000 travel retail and wholesale registrants. The
Ontario government delegated responsibility for the administration
of the Act to TICO in June 1997. The Act governs Ontario travel
retailers and wholesalers and provides for the operation of a travel
industry Compensation Fund. The Ministry of Public and Business
Service Delivery is responsible for the Act and Regulation.

Governance

TICO’s Board of Directors consists of eleven members. There

are two individuals appointed by the Association of Canadian
Travel Agencies (ACTA), two from the Canadian Association of
Tour Operators (CATO) and one from the Ontario Motor Coach
Association (OMCA) and four appointed by the Minister of Public
and Business Service Delivery. There are also two members who
are elected by the industry at large. TICO’s Board of Directors
annually reviews its set of competencies that is desired collectively
across the Board, to enhance overall governance practices. More
information regarding these competencies can be found on TICO’s
website. (See Appendix Il for information on Board of Directors)

 S———
tico.Cca Organizational Chart
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Remuneration of Board and
Committee Members (Per Diems)

TICO’s by-laws provide for the remuneration of Directors.
The Board has approved the following levels of remuneration
effective April 1, 2022, which will be adjusted annually with
the Consumer Price Index (CPI):

TICO’s Board Remuneration Policy sets out the following
per diem levels.

BOARD MEETINGS:
Chair: $744
Vice-Chair: $583
Member:  $472

COMMITTEE MEETINGS:
Committee Chair:  $583
Committee Member: $472
(including non-Board committee members)
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Statutory Director / Deputy Statutory Director under the Act*
$6,276 /annum

Note: Where the Statutory Director / Deputy Statutory Director is
not an employee. The Director and Deputy Director prorate this fee
in the absence of the Director.

*As defined under the Travel Industry Act, 2002

The per diem is the amount payable for work periods in excess

of three hours. If the work period is between one and three hours,
one-half of the established per diem is paid. If the work period is
one hour or less, one-quarter of the established per diem is paid.
This per diem includes preparation time. Board members who
normally spend two hours or longer in total travel time to and from
a meeting are entitled to receive remuneration of $250 in addition
to any per diem to which they are entitled. The Board will approve
in advance those members entitled to receive a travel per diem
for the fiscal year.




Ontario Travel Industry
Compensation Fund

Background on the Ontario Travel
Industry Compensation Fund

In 1975, the Government of Ontario passed the Travel Industry
Act. This legislation provides the legal basis for the Compensation
Fund and requires that every registered travel business in Ontario
participates in the Fund. Section 50 of Part Il of the current
Regulation (0. Reg. 26/05) enacted pursuant to the Travel Industry
Act, 2002 states: “Every registrant shall participate in the Fund.”

Management of the
Compensation Fund

The Regulation relating to the Compensation Fund sets forth in
detail the operation and management of the Fund.

Section 51 of Ontario Regulation 26/05 provides that the affairs of
the Compensation Fund shall be administered and managed by the
TICO Board of Directors.

Section 52(2) of Ontario Regulation 26/05 requires that TICO shall
hold all money in the Fund in trust for the benefit of claimants
whose claims for compensation the Board of Directors approves
in accordance with this Regulation.

Section 73 of Ontario Regulation 26/05 allows certain costs with
respect to administering and managing the Compensation Fund
to be paid from the Fund.

Fund Financing

The Compensation Fund is financed by Ontario registrants.

The payment schedule requires registered travel retailers and
wholesalers to pay a greater of $25 or 25¢ per $1,000 of sales on
a semi-annual self-assessment basis. These payments are to be
filed with TICO within 90 days after the end of each fiscal half year.

Surplus Funds

The Corporation may invest any funds of the Compensation Fund,
which are surplus to the immediate requirements of TICO in property
in accordance with the Trustee Act.

Claims

The Compensation Fund reimburses customers of registered travel
agents for eligible claims arising from the bankruptcy or insolvency
of an Ontario registrant or arising from the failure of an end supplier
airline or cruise line. The Board of Directors determines whether

a claim or a part of one meets the requirements of the Regulation
and determines the eligible amount of the claim. Claims must

be submitted in writing to the Board within six months after the
relevant registrant or end supplier becomes bankrupt or insolvent
or ceases to carry on business. The maximum payout for claims
arising out of an event is $5 million in total. The maximum payout
per person is $5,000.

Claims may be filed against the Compensation Fund to provide the
reimbursement of reasonable expenses incurred (transportation,
accommodation and meals) to complete a trip where the travel
services have not been provided as the result of the closure

of a TICO registered travel retailer or a TICO registered travel
wholesaler. Provided that the consumer purchased their original
travel services from an Ontario registered travel retailer, trip
completion claims may be eligible when the consumer’s travel
services commenced prior to the failure of the TICO registrant and
the consumer is in destination and unable to receive the travel
services purchased to complete their travel plans. Trip completion
claims must be submitted in writing to the Board within six months
after the relevant registrant becomes bankrupt or insolvent or
ceases to carry on business.

The Director under the Act may direct payment out of the Fund of
up to an additional $2 million where immediate funds and facilities
are necessary for the repatriation and accommodation of customers
of registrants who are outside of Ontario. When customers of
registrants are preparing for immediate departure and have been
placed in circumstances where funds are required to alleviate
suffering or to protect the interests of the Fund, the Director may
pay out of the Fund an amount sufficient to enable such departure,
up to a maximum of $5,000 per person.

Appeal of Decisions

Claimants are entitled to appeal against a decision of the Board
of Directors to the Licence Appeal Tribunal (LAT). Decisions of the
Tribunal may be further appealed to the Divisional Court of Ontario.
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Risk Management
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In accordance with its Enterprise Risk Management Policy, the
Board of Directors (Board) and TICO’s Leadership Team strive to
identify, assess, and manage risks that may affect TICO’s ability

to achieve its goals. The Board is responsible for determining the
overall risk appetite of the organization. Risk appetite is defined as
the total financial exposure that TICO, as an enterprise, will accept
based on a risk-return trade-off in relation to its strategic goals.
The Audit, Technology and Risk Management Committee of the
Board has responsibility for the oversight of the Enterprise Risk
Management Policy and makes recommendations to the Board of
Directors. TICO’s Risk Management Framework and risk mitigation
initiatives are reviewed throughout the year with the Board.

Risks are calculated and ranked in accordance with impact and the
likelihood of occurrence. Risk champions within the organization
are responsible for overseeing these risks and taking appropriate
action. Priority risks are regularly monitored by assigned
Committees of the Board as part of the governance framework.
Various risk mitigation strategies are considered and implemented
by management to mitigate risks accordingly.

With the risks associated with the pandemic receding, management
turned their focus onto other priority risks associated with TICO’s
funding framework and fee model, and workforce planning.

A comprehensive strategic review of the organization’s funding
model was completed during the year. Recommendations were
provided to the Board of Directors, and the final fee review analysis
(business case) submitted to the Ministry of Public and Business
Service Delivery, prior to launching comprehensive consultations.
To address long-term workforce planning, the organization also
realigned certain responsibilities by separating the role of Chief
Executive Officer (CEO) and Registrar. This separation of roles,
effective April 1, 2023, will allow the CEO to provide greater

focus on strategy development and implementation, governance,
and other stakeholder engagement priorities. All other risks

to the organization continue to be monitored and reported

to the Board of Directors and Ministry as required.

The safety and health of TICO’s employees remains a key
organizational priority, while ensuring high employee engagement
and continued productivity. TICO’s employees continue to work in
a hybrid environment, allowing maximum flexibility for a balanced
approach to workplace goals and mental health.

The Board remains satisfied that TICO’s risk management
framework and practices are effectively implemented and
facilitating the organization with achieving its mandate.

Financial Inspections

TICO operates a risk management program, which includes financial
inspections of registrants carried out under the direction and control
of the Registrar of the Act. The objective of the program is to identify
as early as possible any registrants at financial risk and to work with
these registrants to ensure compliance with the Act and Regulation.
Through early identification of registrants at financial risk, TICO’s goal
is to minimize potential claims against the Compensation Fund and
disruption to consumer travel. The program consists of an annual
review of the financial filings of all registrants, a more frequent review
of the financial statements of larger registrants and site inspections.
TICO’s proactive measures include offering training to all new
registrants to ensure their understanding of the Act and Regulation
26/05 (“the Regulation”) governing the travel industry. Additionally,
TICO proactively conducts inspections of many new registrants within
their first year of operation to assess their compliance with the Act
and the Regulation.



TICO Committees

The following are Committees of the Board of Directors of the TICO:

Audit, Technology & Risk
Management Committee

Chair: Ted Goldenberg

The Audit, Technology and Risk Management Committee was created
to assist the Board in the effective discharge of its governance

and oversight responsibilities related to the financial reporting,
information technology and risk management of the Corporation.

The Committee oversees financial statements, internal control
structures, compliance, technology strategic plan and roadmap,
risk management frameworks and the audit functions of TICO.
The Committee reviews, oversees and provides recommendations
to the Board in the following areas:

« Audit

- Investment Management, Budgets and Finance
« Technology

» Risk Management

Regulatory and Business
Strategy Committee

Chair: Nicole Bursey

The Regulatory and Business Strategy Committee was created
to assist the Board in the effective discharge of its oversight
responsibilities in the following areas:

« Business and Strategic Planning

- Legislative and Regulatory Modernization and Reform

« Technology and Business Processes/Operational Effectiveness
« Stakeholder Relations/Communications

» Education

Governance and Human
Resources Committee
Chair: Mike Foster

The Governance and Human Resources Committee is responsible
for providing oversight and recommendations to the Board in the
following areas:

- Corporate Governance
« Human Resources
« Complaints against TICO

Consumer and Industry
Advisory Committee

Chair: Elliot Finkelman

The Consumer and Industry Advisory Committee was created to
advise the Board by identifying and providing invaluable feedback
and insights on consumer and industry issues related to TICO’s
consumer protection mandate in the following areas:

« Emerging or substantive issues in the travel industry sector

- Information on issues of interest and importance to consumers
and registrants

« Advice related to strategies that will enhance consumer and
registrant awareness of available consumer protections now
and in the future

« Ongoing advice related to regulatory matters and other
initiatives aimed at enhancing the consumer legislation
administered and enforced by TICO
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Business Accomplishments

2022/2023

TRAVEL INDUSTRY COUNCIL OF ONTARIO | 2023 ANNUAL REPORT

-
N

Consumer Protection

Goal: To administer and enforce the legislation by which the Ontario travelling public can be confident in their travel purchases from
registered professionals, including working collaboratively with stakeholders for regulatory enhancement.

BUSINESS OBJECTIVE
FY Complete a review of the
2022/2023 Compensation Fund and

conduct consultations with
stakeholders to ensure
sufficient funding and
consumer protection to
effectively deliver TICO’s
consumer protection mandate.

PERFORMANCE MEASURE 2022/2023

Complete stakeholder consultations and prepare
a report with recommendations to the Ministry
with appropriate options for the Compensation
Fund.

ACTIVITIES AND ACCOMPLISHMENTS

Initial stakeholder consultations for the
Compensation Fund review were completed

and recommendations developed. A final report
will be delivered to the Ministry following
finalization of the business case. Comprehensive
consultations with registrants and stakeholders
on the proposed new funding framework and
Compensation Fund recommendations are
planned for fall 2023.

Conduct consultations with
stakeholders regarding the
proposed restructuring of
TICO’s funding framework and
fee model.

Complete stakeholder consultations and prepare
a report with recommendations to the Ministry
for a new funding framework and fee model to
commence fiscal year 2023/2024.

Initial stakeholder consultations for the new
funding and fee model review were completed
and recommendations developed. A final
report is planned to be delivered to the Ministry
following finalization of the business case.
Comprehensive consultations with registrants
and stakeholders on the proposed new

funding framework and Compensation Fund
recommendations are planned for fall 2023.

Promote and advance
legislative and regulatory
reform.

Provide recommendations to the Ministry to
update and modernize the legislation.

The ministry is re-assessing proposals
under the Travel Industry Act that were
under consideration prior to the pandemic.
Two temporary regulatory amendments
are scheduled to sunset in 2024 unless the
government proposes to extend them.

Mitigate risk and enhance
consumer protection.

Improve compliance within the Ontario travel
marketplace through a reduction of unregistered
sellers of travel services and further risk
mitigation associated with high-risk registrants.

A total of 85 unregistered sellers were brought
into compliance during the fiscal year while

4 were referred for investigation. Further,
inspections were performed, including site
inspection, pertaining to high-risk registrants.
In total for the fiscal year, 196 inspections were
conducted.

Improve consumer protection
by enhancing TICO’s
compliance model.

Complete an operational review of the
compliance function and begin operationalizing
opportunities for greater efficiency, transparency
and effectiveness.

An updated compliance strategy was presented
to the Board of Directors at the November
2022 Strategy Session and received broad
support. Measurable milestones remain under
development.




Awareness and Education

Goal: Consumers and registrants are aware of TICO and understand the benefits of purchasing travel services through a registered travel

agency or travel wholesaler.

BUSINESS OBJECTIVE

FY Continue to build and enhance

2022/2023 consumer awareness in
Ontario.

PERFORMANCE MEASURE 2022/2023

Maintain overall awareness and understanding
by continuing to engage consumers by executing
a modest digital media strategy.

Seek opportunities to engage consumers
through online educational presentations, and
social media to build awareness and confidence
by leveraging technology (i.e., webinars).

Conduct a consumer survey to gauge overall
consumer awareness and knowledge of TICO.

Produce and distribute various editorial and
media releases to secure coverage in consumer
publications to enhance education and
awareness.

ACTIVITIES AND ACCOMPLISHMENTS

Through a primarily digital consumer awareness
campaign, TICO’s consumer protection message
was seen more than 3.3 million times by
Ontarians in FY22/23.

The campaign engaged Ontarians via Google
search ads, social media posts and ads,
collaborations with content creators, and
targeted media collaborations.

TICO’s registrants were equipped with a variety
of resources to share the consumer protection
message with their clients, including a PDF
available in 16 languages.

TICO conducted a consumer values survey

with 1,200 Ontarians to measure awareness

of availability of consumer protection, TICO,
confidence in regulations, and more. The
insights are being used to continuously enhance
our consumer awareness strategy.

TICO executed a robust media relations
program, which yielded 111 media mentions for
TICO in FY22/23. TICO has collaborated with a
network of community newspapers to distribute
content in 21 outlets across the province.

Enhance TICO’s online
Education Standards Program.

Develop and begin implementation of a new
modernized online interactive e-learning
course for TICO’s Education Standards Program
underway.

Framework and design of new curriculum for
an interactive e-learning course for TICO’s
Education Standards Program is underway.

Course architecture established; module
development commenced and sample e-learning
course prototype completed.

Provide opportunities to
industry and registrants to
participate in continuing
education sessions.

Various engagement opportunities extended
to registrants online to refresh and familiarize
themselves with the regulatory requirements to
operate and sell travel services in Ontario.

A total of 55 live webinars were held during

the fiscal year. This includes new registrant
orientation sessions, with the goal of providing
informative compliance-related learning
opportunities. A calendar of scheduled live
sessions is made available to registrants months
ahead of time.
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Strengthen registrant
engagement in support of a
robust consumer protection
model for the province of
Ontario.

Provide opportunities for registrant engagement
with TICO both in person and by leveraging
technology to promote the sharing of information
and enhance understanding and relations.

Registrants were engaged during the year with
the Funding Framework and Compensation Fund
review, as well for their input addressing TICO’s
value proposition. Through largely a digital
registrant engagement program, registrants
were further engaged through ongoing digital
initiatives.

TICO’s compliance team continues to provide
educational webinars to engage and inform
registrants.




TRAVEL INDUSTRY COUNCIL OF ONTARIO | 2023 ANNUAL REPORT

-
(]

Organizational Resiliency

Goal: TICO is committed to its consumer protection mandate through innovation, creativity and lifelong learning within an environment that
is safe and secure and is resolved to enhance diversity, equity, and inclusion throughout.

BUSINESS OBJECTIVE

FY
2022/2023

Drive continuous improvement
in core service delivery.

PERFORMANCE MEASURE 2022/2023

Review, analyze and implement process
improvements for core service deliverables
including setting measurable service delivery
targets.

ACTIVITIES AND ACCOMPLISHMENTS

Process reviews for registration, compliance
and complaints commenced during the year
and some incremental enhancements were
implemented. With the start of a value-for-
money audit undertaken by the Office of the
Auditor General of Ontario, further process work
has been paused pending the Auditor General’s
recommendations.

Further focus is required to identify, prioritize
and develop project plans to transition toward a
complete process review and implementation.
Concurrently, management continues its
migration plan where key processes, from an
older legacy system, are migrated to the current
membership CRM system. Resource constraints
were managed within the budget. The 23/24
budget includes additional staffing to address
challenges and move forward with needed
enhancements. Recent disruptions within the
travel marketplace and support of the value-for-
money audit have diverted resources to more
immediate needs.

Ensure technology
infrastructure remains secure
and robust.

Continued innovative enhancements to harden
and solidify TICO’s system infrastructure against
cyber-security risks and data breaches.

Various security protocols, policies, firewalls,
and other tools were enhanced during the year
to ensure technology infrastructure remains
robust.

Enhance value proposition to
stakeholders.

A strategy and action plan to optimize TICO’s
overall value proposition and effectiveness
to stakeholders is complete and ready for
implementation underway.

Various action plan initiatives to enhance
TICO’s value proposition completed,

including consumer awareness activities and
opportunities for registrant engagements.

This included 55 webinars and two roundtable
sessions. For further details on the outcomes
of TICO’s value proposition activities during
the year refer to the sections titled “Consumer
Awareness and Registrant Awareness” in the
Annual Report.

Build a more resilient
workforce to increase agility,
raise productivity and further
empower workers.

Empower and optimize TICO’s workforce through
innovative work environment and execution of
enhanced skills, performance management and
competencies supported by a culture of life-
long learning. A new and innovative workplace
policy and learning maps will be delivered for all
employees.

TICO’s hybrid work environment reflects a
mandatory one-day per week in the office.

All staff attend the office on the same day to
maximize manager/employee interaction and
for broader team engagement. Health and
safety and strong employee engagement
remain a primary focus as the pandemic
recedes. Management continues to encourage
and engage staff in planning and executing
meaningful professional development aligned
with business needs.




Balanced Scorecard

TICO’s 2022-23 Business Plan included the following Balanced Scorecard. TICO deployed this balanced scorecard throughout its fiscal year
to monitor and gauge ongoing efforts and achievement of its strategic objectives. This Balanced Scorecard is shared with stakeholders to
ensure transparency and accountability consistent with the Business Plan.

OBJECTIVE

Mitigate Risk and Enhance
Consumer Protection.

MEASURE

Overall pass rate of
financial filing bench
reviews based on
established financial
criteria per the Regulation.

FISCAL YEAR 2022/23 TARGET

Achieve a financial filing bench
review pass rate of a minimum
of 90%.

ACTIVITIES AND ACCOMPLISHMENTS

A pass rate of 97% has been achieved.

Complete financial bench
reviews on a timely basis.

Develop the baseline metric for
average days bench reviews
completed.

A 30-day average turnaround time for completing
bench reviews was established as a baseline
metric. Actual performance for this metric was
lower than the 30-day target and will be reported
in future scorecards.

Percentage of compliance
achieved for the number
of identified unregistered
sellers of travel operating
in contravention of the Act
and Regulation.

Achieve a compliance rate of 95%
from 94% of all unregistered sellers
of travel identified and processed
in 2022/2023.

A compliance rate of 96% was achieved working
with unregistered sellers of travel in 2022/2023.

Enhance Engagement
with Consumers.

Actively interact with
consumers and maintain
our social media
engagement rate (defined
as likes, comments, and
shares).

Provide timely information
to consumers who are
searching for consumer
protection travel
information online and
enhance our Google Ad
Grants metrics.

Seek opportunities to enhance
consumer engagement on
social media by maintaining an
engagement rate of 3.5% on
Facebook.

Routinely update keywords and
messaging to drive consumers
to the TICO website. Aim for a
click-through rate of 15% and a
conversion rate (more than one
minute on site) of 27.5%.

TICO’s social media messaging continued to
resonate with travel consumers as we shared
timely and informational content. We ended the
year at an engagement rate of 6.5%, significantly
higher than industry benchmarks and our target.

Throughout the year, we made many updates to
our Google search ad keywords to reflect what was
happening in the broader travel environment to
maintain relevance. Despite intensified competition
for keywords, we ended the year with a click-
through rate of 13% (above industry average) and a
conversion rate of 28.9%.

Improve Service Delivery.

Improve service delivery
of TICO’s core mandate
including the areas of
registration, compliance,
and complaints.

Registration application process
completed within 30 days

from receipt of all required
documentation.

Complete termination compliance
review within 30 days of the closing
date.

Completion of financial inspections,
representing a minimum 10% of the
number of registrants in the year.

Complaints processing completed
within 30 days from receipt of

all required information and
supporting documentation.

Atotal of 140 new registration applications were
processed during the fiscal year. This metric was
implemented and measured starting with Q2. From
Q2 to Q4 114 new registrations were processed, within
an average of 32 days from receipt of all the required
documentation. Of the 114 registrations, 61% were
processed within the 30-day target.

At year-end, 80% of terminated registration reviews
were completed within 30 days of the closing date
(this metric was implemented in Q2).

A total of 196 financial inspections were completed
during the fiscal year, which represents 12% of the
year-end registrant base head offices.

A total of 222 consumer complaints were processed
and closed during the fiscal year. This metric was
implemented in Q3, and since its implementation
through to end of Q4 77 complaints were processed
within an average of 57 days from receipt of all the
required documentation. Of the 77 complaints, 87%
were processed within the 30-day target.
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OBJECTIVE

Improve Consumer
Awareness.

MEASURE

Improve metrics to
accurately gauge
Ontarians’ awareness

of the existence of a
regulated marketplace and
TICO as a regulator when
purchasing travel services
from Ontario registered
travel agencies and
websites.

FISCAL YEAR 2022/23 TARGET

Exceed consumer awareness
achieved from 60% to 62% that
TICO is the regulator of travel
services in the province.

ACTIVITIES AND ACCOMPLISHMENTS

TICO’s consumer values survey found that 41%

of Ontario respondents were aware of TICO. The
decline may be a result of timing (significant media
attention and broad regulatory response from all
levels of government on airlines and other travel
disruptions and the generally unfavourable coverage
of the federal Air Passenger Protection Regulations
during survey period), a decrease in advertising
spending, and an overall awareness baseline
readjustment following elevated awareness and
engagement levels during the pandemic.

Exceed consumer awareness
achieved from 68% to 70% that
consumer protection is available
when purchasing travel services
from an Ontario registered travel
agency or website.

TICO’s consumer values survey found that 53% of
Ontario respondents were aware that Ontario’s
travel industry is regulated. While lower than prior
surveys, this level of awareness is consistent with
declines in the awareness of TICO, likely for the
same reasons as above.

Determine and Measure
Overall Consumer and
Value.

Develop and implement a
survey tool that provides a
comprehensive measure of
consumers’ value of TICO’s
services and the consumer
protection available in the
province.

Improve the overall value from 75%
to 77% of consumer’s value of TICO
and its services as a basis for future
enhancement strategies.

TICO’s consumer values survey found that 71%

of Ontario respondents find value in TICO and its
services. Consumers did respond with continued
improvement in overall confidence with TICO’s
consumer protection services, with more than half
responding favourably.

Enhance TICO’s Education
Standards Program.

Update and provide
new study tools to assist
individuals meet the
legislated Educational
Standard to sell travel
services in Ontario.

Improve the satisfaction rate from
71% to 75% for TICO’s Education
Standards Program and educational
resources in 2022/2023.

During the fiscal year, the overall satisfaction rate
for TICO’s Education Standards Program was 69%.

Enhance Education
Opportunities for
Registrants.

OBJECTIVE

Enhance TICO Value
Proposition to Registrants.

OBJECTIVE

Deliver Budget Operating
Expenses.

Develop educational
webinars and online
continuing education
resources to engage and
revitalize the knowledge
of registrants and their
travel counsellors.

MEASURE

Develop and implement a
survey tool that provides
a comprehensive measure
of registrant value of TICO
and its services.

MEASURE

Operating expenses,
excluding extraordinary
items.

Maintain a minimum 91%
satisfaction rate of TICO’s
educational initiatives with
registrants in 2022/2023.

FISCAL YEAR 2022/23 TARGET

Improve the overall value from 63%
to 65% for registrant value of TICO
and its services as a basis for future
enhancement strategies.

FISCAL YEAR 2022/23 TARGET

Achieve operating expenses within
a range of +/- 5% of annual budget.

An 84% satisfaction rate was achieved for the
educational webinars held.

ACTIVITIES AND ACCOMPLISHMENTS

TICO’s registrant values survey found that 67% of
registrants find value in TICO and its services, an
increase over the past year and exceeding the set
target.

ACTIVITIES AND ACCOMPLISHMENTS

TICO has achieved total operating expenses
favourable to budget by 4%.




Additional Business
Accomplishments in 2022/2023

Successfully administered TICO’s Education Standards Program.

Increased IT security monitoring of the network environment
and provided ongoing employee training on cyber-security
awareness.

Continued to seek operational efficiencies through enhanced
IT tools and processes.

Executed new and enhanced Administrative Agreement
with the Minister of Public and Business Service Delivery.

Met the terms of the new Administrative Agreement with the
Minister of Public and Business Service Delivery by maintaining
operations and systems to protect consumers in Ontario.

Maintained eligibility with Google to continue funding
from their not-for-profit Google Ad Grants program, up to
$10,000 USD per month.

Completed third-party salary benchmarking review, including
pay-equity compliance, to ensure consistency with policy.

Provided quarterly, detailed financial reporting and analysis

required under the government’s transfer payment agreements.

Continued to maintain and enhance TICO’s website with up to
date and timely information for the benefit of all stakeholders.

Made further enhancements to TICO’s Verification Statement
to assist registrants with new financial filing requirements.

Developed Quick Guides for advertising compliance
requirements that contain QR codes for easy reference.

Published TICO Talk e-newsletter on TICO’s website and
distributed by email to all registrants.

Enhanced forms (semi-annual assessments), which include
automatic fee calculation for more convenient reporting.

Launched online portal verification statement submission
capabilities, so that registrants can submit their verification
statement filing directly through the portal.

Conducted various speaking engagements to Tourism
and Hospitality students at Ontario community colleges.

Continued to provide advisories and registrar bulletins to
all stakeholders, containing timely and relevant information.

Distributed and made available on TICO’s website, TICO’s
Annual Report and three-year Business Plan.

TICO’s Joint Health and Safety Committee composed of
employee and management representatives continued its
work to maintain and enhance the health and safety conditions
in the workplace.

Continued to offer virtual reception to provide professional
customer service support to stakeholders from a hybrid work
environment.

Shared best practices and other updates through ongoing
collaboration with other Ontario delegated administrative
authorities.
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Registration

On March 31, 2023, there were a total of 1,920 registrations with
TICO compared to 2,035 registrations the previous year. A 6%
decrease in the number of registrants compared to the prior year.
(Fig. 1).

Of these, 85% (1,638) are retail travel agencies, who sell
travel services directly to consumers and 15% (282) are travel
wholesalers, who sell travel services through travel retailers.
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Figure 1: Registrations under the Act

In 2022/2023, there were a total of 328 terminations compared to
265 in the prior year. Terminations received due to the COVID-19
global pandemic accounted for 17% of total terminations. (Fig. 2).
Atotal of 2,015 registrations were processed under the Travel
Industry Act, 2002, which included 140 new registrations (Fig. 3)
and 1,875 renewals (Fig. 4). The year 2022/2023 marked the
highest percentage of terminations in relation to number of
registrations. Registrations are renewed annually.
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Figure 2: Voluntary Termination/Expired Registrations and Revocations
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Figure 3: New Applications Processed

TICO strives to complete its new registration application process
within 30 days from receipt of all required documentation.
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Figure 4: Renewal Applications Processed



Education Standards

Every person in Ontario who works for a retail travel agency and is
selling travel services or providing travel advice to the public must,
by law, meet the Industry’s Education Standards. This includes
Supervisors and Managers on a registrant’s registration record
with TICO.

The Education Standards Program is administered by a modern
online educational platform and consists of two levels, the Travel
Counsellor and the Supervisor/Manager exam. Those wishing to
write both the Travel Counsellor and the Supervisor/ Manager
exams at the same time may do so. During the fiscal year, a total
of 7,143 exams were written compared to 4,678 the prior year, an
increase of 53%. The number of exams written has exceeded the
pre-pandemic levels due to demand for human resources to meet
the industry recovery needs. The breakdown of exams written
during the fiscal year are as follows:

6,775 Travel Counsellor Exams

348 Supervisor/Manager Exams

20 Combined Exams (Travel Counsellor & Supervisor
Manager Exams written together)

As at March 31, 2023, a total of 92,600 exams have been written
since the inception of the Education Standards on July 1, 2009.
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Figure 5: Exams Written

Complaint Handling Process

TICO receives numerous telephone and email enquiries on a daily
basis including those from consumers, registrants, applicants,
government and industry stakeholders. TICO staff provides
information with respect to consumer and business complaints,
registration processes and acceptable business practice.

TICO provides complaint assistance for consumer-to-registrant
disputes. After encouraging consumers to pursue all avenues with
the registrant, TICO staff will assist consumers with the goal of

reaching a mutually acceptable solution. However, TICO does not
have the authority to settle a dispute, or to impose a settlement,
and it does not have the authority or mandate to act as an arbitrator
in any complaint matter. When a complaint involves allegations

of non-compliance with the Act, the Registrar will undertake

the necessary compliance and enforcement activities. If such is

the case, this will be dealt with separately from assisting with
resolution of the complaint.

When a mutual solution is not reached, complainants are provided
with information regarding options to pursue matters.

When TICO receives a complaint, it may be resolved in anywhere
from a few hours over the telephone or a few weeks to a few
months for a formal written complaint.

The length of time varies depending on the complexity of the
issues, the availability of feedback and documentation required,
and the level of cooperation of those involved.

Registrant-to-registrant disputes have traditionally not been
handled by the Registrar unless non-compliance with the Act
and the Regulation are involved.

Complaints Against TICO

Consumers and registrants with complaints against TICO may make
a written submission to the Governance and Human Resources
Committee of the Board of Directors.

The Governance and Human Resources Committee’s mandate is
to review and resolve, as appropriate, complaints against TICO,
which are based on dissatisfaction with the quality and fairness
of its services to registrants and consumers. The Committee also
makes any recommendations with respect to TICO’s complaint
handling procedures that may arise from reviews of particular
complaints. The Committee is composed of representatives from
the Board of Directors.

During the 2022/2023 fiscal period, there was one complaint
against TICO that was subject to a review by the Committee.

A complaint from an individual (non-registrant) was received
pertaining to the selling of travel services by other than a registered
retail agency. The complainant raised issues with the overall
fairness of the compliance process related to unregistered selling
of travel services, including certain communications between the
parties, and the extended time to resolve the matter. This matter
was addressed by management in accordance with established
policy, following which updates to due process and procedures
were completed. The matter was raised to the CEO who responded
to the complainant and brought closure to the matter.

Appeals against the Registrar’s administrative decisions may
proceed, as appropriate, to the LAT. Complaints may be submitted
to TICO by telephone, fax, mail or e-mail.
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Consumer Complaints

During the 2022/2023 fiscal year, TICO continued to receive a large
number of calls and emails from consumers.

TICO resolved 204 written consumer complaints against registrants
in 2022/2023 compared to 139 in the previous year. This number

of written consumer complaints resolved during the fiscal year is
comparable to pre-pandemic levels. (Fig. 6). The number of new
complaints received during 2022/2023 was 222 compared to 146
in the previous year. In processing these complaints,

TICO successfully assisted consumers in obtaining $353,682

in restitution compared to $156,953 the previous year.

In addition, TICO handled 1,713 telephone complaint inquiries
compared to 5,250 in the previous year and 1,410 email complaint
inquiries compared to 5,700 in the previous year.
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Figure 6: Written Complaints Handled

The 10 most frequent types of written complaints received at TICO in 2022/2023 were:

2022/2023 2021/2022

Dissatisfaction regarding future travel credit refunds issued in
response to supplier failing to provide travel services.

1.'

Miscellaneous issues related to the cancellation of travel services
due to the COVID-19 global pandemic (ex. redemption issues, date
expiration issues, pricing and additional fees).

2.'

Invoicing issues (ex. invoice not issued at time of purchase, etc.).

Dissatisfaction regarding future travel credit refunds issued in
response to supplier failing to provide travel services.

3.‘

Miscellaneous issues related to the cancellation of travel services

due to the COVID-19 global pandemic (ex. redemption issues, date

expiration issues, pricing and additional fees).

Outstanding refund issues.

Terms and Conditions of Reservation.

4 4

Miscellaneous complaint issues related to a company or travel
supplier which may have ceased operations.

Cancellation/non-refundable/no insurance.

5.'

Disclosure and invoicing issues related to fees for travel services
cancelled due to the COVID-19 global pandemic.

@

» Customer services issues.

Customer services issues.

~

unregistered.

f Suspected fraudulent activity by an individual or company operating

Cancellation / non-refundable / no insurance.

8.'

and tickets cancelled).

Ticketing Issues (ex. Erroneous ticking numbers, tickets not issued,

Failure to provide required disclosures of information / travel
documentation. (ex. issues related to travelling with passports
and other travel documents).

°. 4

Flight delays and cancellations.

Invoicing issues (ex. invoice not issued at time of purchase, etc.).

Outstanding refund issues.

10. ¥

Terms and Conditions of Reservation.




Consumer Survey Results -
Complaints Process

During the fiscal year 2022/2023, TICO distributed an online
consumer survey to 204 consumers who filed complaints against
registrants with TICO, inviting feedback as to their experience with
TICO’s complaint’s process. At the end of March 2023, there were
43 completed surveys returned to TICO, compared to 14 in the
previous year.

The results of the 43 completed surveys received are as follows:

Consumers were asked about their overall satisfaction with
service relating to communications during the complaint process.
98% of respondents indicated that they were satisfied with the
communications received from TICO’s Complaints Officers during
the complaints process while 2% indicated they were somewhat
dissatisfied.

The survey results also indicated that of the 43 consumer
respondents, 98% were satisfied or somewhat satisfied with the
complaint turnaround times and 2% were dissatisfied. Comments
received in the survey included, “Got a very quick reply and follow
up” and “everything was handled perfectly!” Turnaround times
may vary considerably depending on the volume of consumer
complaints received, the complexity of the issues involved as well
as the responses received from complainants and registrants,
which could result in further information being required from

suppliers or other third parties. l
)
l \g

When asked to rate their satisfaction with the fairness of the
process: 100% of respondents advised they were satisfied or
somewhat satisfied with TICO’s process. When asked to rate their
overall satisfaction with TICO’s handling of their complaint, 93%
of consumer respondents advised they were satisfied, and 7%
somewhat satisfied.

Customarily, consumers who have expressed dissatisfaction do

so in response to TICO having no authority to assist them as their
complaint matter does not contain issues that are covered by

the legislation. In other cases, TICO is able to identify possible
contravention(s) of the Act and/or Regulation by the registrant(s)
involved. These issues were referred to TICO’s Compliance
Department for further review. As a result, TICO requires registrants
to initiate corrective measures in an effort to prevent similar
situations from affecting future travelers. However, such referrals
are not directed at obtaining compensation for specific complaints.

It should be noted that TICO does not have the authority to settle
a dispute, or to impose a settlement. Some consumers expressed
dissatisfaction that TICO does not have the authority to settle a
dispute, or to impose a settlement in complaint matters.
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Financial Inspections

TRAVEL INDUSTRY COUNCIL OF ONTARIO | 2023 ANNUAL REPORT

N
~N

Under the direction of the Registrar, TICO is responsible for
conducting an inspection program. All registrants are subject
to compliance with the financial standards required under the
Regulation, which are verified by TICO through a bench review.

Through the bench review process, TICO gathers relevant
information that helps identify registrants who may pose a risk to
consumers or the industry as a whole. In addition to compliance
issues, this information could include financial irregularities,
potential insolvency issues, or other indicators that suggest a
registrant’s financial situation may be precarious. Identifying such
risks allows TICO to take appropriate action to protect consumers
and ensure the stability of the travel industry.

During the fiscal period 2022/23, the burden relief sections of the
Regulation continued to provide support to registrants through a
simplified financial reporting structure, requiring a self-attestation
of their financial position, in place of externally verified financial
statements. TICO completed 1,922 bench reviews (Fig. 7) compared
to 1,700 bench reviews in the previous year and completed 196
financial site and limited scope inspections compared to 159 in

the previous year (Fig. 8). Limited scope inspections are in-house
inspections that focus on trust accounting and working capital
compliance.

The following is the breakdown of financial inspections completed
during the fiscal year:

New Registrant Training

During the year, TICO continued to hold virtual training sessions for
new registrants, which in part replaced site inspections conducted
by TICO. The training sessions provide a full overview of the
compliance requirements under the Act and the Regulation, as well
as information on the resources available to registrants. A total of
15 sessions were conducted and 54 registrants participated.

2022/2023 2021/2022
Inspection Financial Financial
Reason Inspections Inspections
Limited Scope 59 138
Other/miscellaneous 48 6
Trust Accounting 38 7
New Registrant 32 7
Working Capital 19 1
Total 196 159
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Figure 7: Financial Bench Reviews
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Figure 8: Financial Compliance Inspections



Compliance (Non-financial

During the 2022/2023 fiscal period TICO processed 421 compliance
files compared to 216 in the previous year. In 2022/2023 TICO
performed 101 compliance site inspections and 164 desktop
registrant closure reviews compared to previous year’s two
compliance site inspections and 63 desktop registrant closure
reviews. Compliance site inspections are typically performed

to address various issues such as invoic