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June 26,2 0 0 1

Ho n o u rable No rman Ste rl i n g

Mi n i s ter of Consumer and Business Se rv i ces  

250 Yonge St re e t, 3 5t h Fl oo r

To ro nto,Ont a ri o

M5B 2N5

Dear Mi n i s ter Ste rl i n g :

On behalf of the Travel In d u s t ry Council of Ont a ri o,we are pleased to submit our fo u rth Business Pl a n ,which covers the thre e - year pe ri od 2001 to 2004. You will

n o te that the fo rm at of this Business Plan has been co m p l e te ly revised to include a strategic plan with a vision for the future.

T I CO re ce i ved delegation from M.C.B. S .(then M.C.C.R.) in June 1997 and released its first thre e - year Business Plan in Fe b ru a ry 1998. At that time,we set some lofty

goals and planned to enhance consumer pro te ct i o n ,e l evate the level of the Co m pe n s ation Fu n d,re d u ce costs to member re g i s t ra nts and to pro m o te fairness to all

s t a ke h o l d e r s. All of these goals have been met and many have been exce e d e d.

The Co m pe n s ation Fund balance is now in excess of $20 million,some $5 million more than pro j e cted and industry members have be n e f i ted from a 50% re d u ct i o n

in co nt ribution fe e s. A further fee re d u ction is being co n s i d e red by the Mi n i s t ry and if approved would result in additional savings to membe r s.

In developing a new Business Pl a n ,T I CO wa nted to co ntinue to build on these achieve m e nt s. T I CO will co ntinue its ve ry successful and exte n s i ve consumer 

awa reness ca m p a i g n ,with the branding of the T I CO name. Also high on T I CO’s list of pri o rities is fairness to Re g i s t ra nt stake h o l d e r s. T I CO will co ntinue to achieve a

high rate of success in this area by maintaining a focus in the area of co m p l i a n ce. T I CO aspires to co nt i n u a l ly improve its ope rational efficiency and will assess the

e f fe ct i veness of its ope rations on an ongoing basis.

All Bo a rd members part i c i p ated in the pre p a ration of this new Business Pl a n . The Bo a rd loo ked to the future and set strategic pri o rities re g a rding the dire ction of

the org a n i z ation both in the short te rm and in the years to co m e. T I CO has identified 14 specific business object i ves to wo rk towa rd s. T I CO will co n ce nt rate on six of

those object i ves over the next year and will undert a ke some pre l i m i n a ry wo rk on the pro posed long-te rm object i ve s.

A pri m a ry focus of T I CO over the next year will be a co nt i n u ation of the Le g i s l at i ve and Re g u l ato ry Rev i ew proce s s.T I CO will co ntinue to wo rk with the Mi n i s t ry on

the Le g i s l at i ve and Re g u l ato ry Rev i ew and advocate for upd ates to the Travel In d u s t ry Act and Re g u l ation that re f l e ct the re a l i ty of the travel industry tod ay and

t h at ant i c i p ate future deve l o p m e nt s. T I CO has spe nt co n s i d e rable time and effo rt on this pro j e ct,rev i ewing the Act and Re g u l ation to dete rmine where changes

would be be n e f i c i a l ,consulting with stakeholders and pre p a ring a Submission to the Mi n i s t ry. Completion of the Rev i ew is a top pri o ri ty.

This is an exciting time in the travel industry with many changes in how businesses are stru ct u red and serv i ces are delive re d.T I CO wa nts to develop a be t ter 

understanding of e-co m m e rce issues as they re l ate to travel so it is pre p a red to deal with the implications of the new te c h n o l ogy. As we l l ,T I CO wa nts to raise the

bar in the industry by developing and int roducing educational standard s.The Business Plan that fo l l ows,details these and other object i ves set by T I CO with a view

to ensuring a healthy,s u c cessful travel industry in Ont a ri o. T I CO be l i eves it has identified new and wide-ranging oppo rtunities “to pro m o te a fair and info rmed 

m a rke t p l a ce where consumers can be co n f i d e nt in their travel purc h a s e s”.

Si n ce re ly,

Go rdon Wa u g h Michael Pe p pe r
Ch a i r,Bo a rd of Di re cto r s Pre s i d e nt and CEO

2700 Matheson Bl vd. East, Suite 402, West Tower • Mississauga, On t a rio   L4W 4V9
Tel: (905) 624-6241 • Fax: (905) 624-8631 • Toll Free: 1-888-451-TICO • Website: www. t i c o. o n . c a
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GENERAL OVERVIEW

On June 25 1997,the Travel In d u s t ry Council of Ont a rio (T I CO) was delegated to take re s po n s i b i l i ty from the Mi n i s t ry of Co n s u m e r

and Business Se rv i ces (MCBS) ( fo rm e rly the Mi n i s t ry of Consumer and Co m m e rcial Relations) for administe ring the Travel In d u s t ry

Act (the Act ) ,which gove rns all of the approx i m ate ly 3,000 travel retailers and wholesalers re g i s te red in Ont a rio and The Ont a ri o

Travel In d u s t ry Co m pe n s ation Fund Co rpo ration (the Co m pe n s ation Fu n d ) .

In assuming this co m m i s s i o n ,T I CO established an initial agenda not just to provide the serv i ces delegate d, but to elevate the

i n d u s t ry to new levels in consumer pro te ct i o n ,p ro fessional standards and re g u l ato ry co m p l i a n ce.

The 4T H year Business Plan which fo l l ows outlines:

◆ The specific object i ve s,a ctions and pe rfo rm a n ce measures for accomplishing the agenda in an ongoing thre e - year planning

pe ri od.

◆ The ope rating env i ro n m e nt established to suppo rt it.

◆ The mission,vision and values that will serve as guiding principles to staff and Bo a rd membe r s,and against which all 

i n i t i at i ves are being measure d.

For the purposes of this Business Pl a n ,the fo l l owing definitions apply:

Re g i s t ra n t :a travel wholesaler (tour ope rator) or travel agent (retailer) who is re g i s te red in Ont a rio under the Travel In d u s t ry Act.

◆ No n - re g i s t ra n t :an org a n i z ation which supplies travel serv i ce s,but is not re g i s te red in Ont a rio including (but not limited to ) :

– wholesalers and retailers not located in Ont a ri o.

– companies which sell to clients in Ont a rio by means of adve rt i s i n g, the inte rnet or to l l - f ree phone line,but where 

the home base or call ce nt re is not located in Ont a ri o.

– end suppliers (e. g.a i rl i n e s,h o te l s,rail serv i ce s,c ru i s e l i n e s ) ,which may or may not be located in Ont a ri o.

MANDATE

T I CO’s mandate is to suppo rt the Mi n i s t ry of Consumer and Business Se rv i ce s’mission of maintaining a fair, s a fe and info rm e d

m a rke t p l a ce as it re l ates to Ont a ri o’s Travel In d u s t ry Act and other consumer pro te ction legislat i o n . This mandate is acco m p l i s h e d

by developing and fo s te ring high standards in:

◆ Consumer pro te ct i o n .

◆ Re g i s t rat i o n ,i n s pe ct i o n ,s u pe rvision and discipline of re g i s t ra nt s.

◆ Consumer education and awa re n e s s.

◆ Inve s t i g ating and mediating disputes be tween consumers and re g i s t ra nt s.

In addition,f u t u re prog rams will serve to suppo rt this mandate by:

◆ Promoting fair and ethical co m petition within the industry.

◆ Su p po rting a Code of Et h i c s.

◆ Ma i ntaining and enfo rcing prog rams that provide for consumer co m pe n s ation in specific circ u m s t a n ce s.



◆ Promoting an ex pe cted level of education as a cri te rion for re g i s t rat i o n .

◆ En co u raging legislat i ve and re g u l ato ry amendments aimed at enhancing industry pro fessionalism and consumer 

co n f i d e n ce.

M I S S I O N ,VISION AND VA LU E S

T I CO’S MISSION

T I CO’s founding Bo a rd established a mission that info rms inte rnal and exte rnal audiences why T I CO ex i s t s,and against which it

will measure all prog ra m s,s e rv i ces and initiat i ve s.

T I CO’s mission is:

“To pro m o te a fair and info rmed marke t p l a ce where consumers can be co n f i d e nt in their travel purc h a s e s.”

T I CO’S V I S I O N

T I CO’s vision sets the dire ction for what it wa nts to achieve as an org a n i z at i o n .

T I CO will be kn own as:

◆ A leader in developing an improved sys tem of consumer pro te ct i o n .

◆ A model for a prog re s s i ve,fair and firm administrator of industry re g u l at i o n s.

◆ A pro m o ter and enfo rcer of good business ethics.

◆ An advocate for harm o n i zed standards in the travel industry.

T I CO’S VA LUES 

T I CO has a set of values that show how business will be co n d u cte d,w h at is impo rt a nt in how it deals with people and the basis

for how its vision will be achieve d.

T I CO will be :

◆ Fa i r,but firm in its co n d u ct with Re g i s t ra nts and co n s u m e r s.

◆ Re s po n s i ve and open in co m m u n i cating with consumers and Re g i s t ra nt s,while re s pe cting the business co n f i d e nt i a l i ty of

Re g i s t ra nt s.

◆ Vi s i o n a ry in its approach to improving the industry and industry pra ct i ce s,while remaining acco u ntable to all stake h o l d e r s

for the co s t - e f fe ct i veness and pra ct i ca l i ty of solutions and initiat i ve s.

Above all,T I CO will be ethical in eve rything it doe s.

C L I E N TS

While T I CO activities are focused on consumer pro te ct i o n , its clients also include the Ont a ri o - re g i s te red travel retailers and

wholesalers who fund T I CO through re g i s t ration fees and who pay regular fees into the Co m pe n s ation Fu n d.
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T I CO serves Re g i s t ra nts by justifying consumer co n f i d e n ce in purchasing from the Ont a rio travel industry. This is acco m p l i s h e d

t h ro u g h :

◆ Ongoing serv i ces and special pro j e cts aimed at monito ring and ensuring co m p l i a n ce with the Act and Re g u l at i o n .

◆ Ma king consumers awa re of the benefits of dealing with Ont a rio Re g i s t ra nt s.

◆ Enhancing industry pro fe s s i o n a l i s m .

◆ Providing consumer co m pe n s ation and re course in specific circ u m s t a n ce s.

◆ St riving to ensure the Act and Re g u l ation remain re l eva nt to emerging issues.

In ca rrying out these serv i ces and initiat i ve s,T I CO wo rks with stakeholder groups including:

◆ Co n s u m e r s : to increase awa reness of their own ri g hts and re s po n s i b i l i t i e s,and those of the Ont a rio travel industry under 

the Act.

◆ All Re g i s t rants and industry assoc i a t i o n s : to harness their kn owledge and co m m i t m e nt to ethical and open co m pe t i t i o n .

The In d u s t ry assoc i ations include:

– The Canadian As s oc i ation of Tour Ope rators (CATO )

– The As s oc i ation of Canadian Travel Ag e nts – Ont a rio (AC TA – Ont a ri o )

– The Canadian In s t i t u te of Travel Counsellors (CITC )

– The Ont a rio Mo tor Coach As s oc i ation (OMCA )

◆ Gove rn m e n t : which has delegated to T I CO the re s po n s i b i l i ty for administe ring the Act and which holds T I CO acco u ntable fo r

s u p po rting its mandate of a fair,s a fe and info rmed marke t p l a ce.

S E RV I C E S

The serv i ces delegated to T I CO to provide are detailed be l ow.

Re g i s t rat i o n

◆ Processing new applications – ensuring cri te ria and standards are met.

◆ Processing re g i s t ration re n ewals – ensuring cri te ria and standards co ntinue to be met,for ex a m p l e :

– financial viability including co m p l i a n ce with financial cri te ria under the Act and Re g u l at i o n

– s u pe rvisor / manager qualificat i o n s

– other co m p l i a n ce issues (e. g.a dve rtising standard s )

– Re g i s t ra nt and consumer inquiri e s

Consumer Pro te ct i o n

◆ Ad m i n i s te ring the Co m pe n s ation Fu n d.

◆ In s pe ct i o n s :

– financial rev i ews of Re g i s t ra nts to minimize risk to co n s u m e r s

– c h e c king co m p l i a n ce of Re g i s t ra nts with sections of the Re g u l ation dealing with adve rt i s i n g, te rms and conditions of 

re g i s t ration and disclosure to consumers (e. g.conditions of boo ki n g )

◆ Co m p l i a n ce :e m p l oying administrat i ve co m p l i a n ce measures to ensure that Re g i s t ra nts co rre ct deficiencies that have be e n

i d e nt i f i e d.
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◆ Inve s t i g at i o n s :i nve s t i g ating instances of suspe cted breaches of the Act which could result in pro s e c u t i o n .

◆ En fo rce m e nt :s u s pe n s i o n s,p ro posals to revo ke re g i s t rat i o n s,l aying charges under provincial stat u tes and re fe rrals to criminal 

a u t h o ri t i e s.

◆ Consumer inquiri e s.

◆ Consumer educat i o n .

Co m p l a i nt Re s o l u t i o n

◆ Re s o lving co m p l a i nt s :

– be tween consumers and Re g i s t ra nt s

– be tween consumers and T I CO

– be tween Re g i s t ra nts and T I CO

◆ Wh e re co m p l a i nts have not been re s o lve d,p roviding info rm ation on other options.

The process is outlined in more detail on page 5.

Gove rn m e nt Li a i s o n

◆ Wo rking closely with MCBS for purposes of issues management, re g u l ato ry re fo rm and mat ters of public inte re s t.

In addition to these delegated re s po n s i b i l i t i e s,T I CO intends to provide the fo l l ow i n g :

◆ Consumer education and awa reness on the benefits of purchasing travel serv i ces from Ont a rio Re g i s t ra nt s.

◆ Consumer and Re g i s t ra nt awa reness with re s pe ct to the emerg e n ce of elect ronic co m m e rce as it re l ates to the travel 

i n d u s t ry.

THE ONTARIO T RAVEL INDUSTRY CO M PE N S ATION FUND

Under T I CO,the Co m pe n s ation Fund co ntinues to pro te ct consumers who purchase travel serv i ces from Re g i s t ra nts in the eve nt

of a Re g i s t ra nt’s financial failure.

T I CO’s CO M P LAINT HANDLING PRO C E S S

Co n s u m e r- to - Re g i s t ra nt Co m p l a i nt s

T I CO offers co m p l a i nt handling for co n s u m e r- to - Re g i s t ra nt dispute s. After enco u raging consumers to pursue all avenues with

the Re g i s t ra nt, T I CO staff will assist with the goal of reaching a mutually acceptable solution. When a co m p l a i nt invo lve s

a l l e g ations of non-co m p l i a n ce with the Act, the Re g i s t rar will undert a ke the nece s s a ry co m p l i a n ce and enfo rce m e nt act i o n .

When a mutual solution is not re a c h e d, the consumer will be provided with info rm ation re g a rding options to further pursue

m at te r s.

Re g i s t ra nt - to - Re g i s t ra nt Co m p l a i nt s

Re g i s t ra nt - to - Re g i s t ra nt disputes have tra d i t i o n a l ly not been handled by the Re g i s t ra r, unless financial issues or other

a l l e g ations of non-co m p l i a n ce with the Act are invo lve d.
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Co m p l a i nts Against T I CO

Consumers with co m p l a i nts about T I CO’s activities are inv i ted to co nt a ct the Co m p l a i nts Co m m i t tee of the Bo a rd of Di re cto r s.

The Co m p l a i nts Co m m i t te e’s mandate is to rev i ew and re s o lve, as appro p ri ate, co m p l a i nts against T I CO which are based on

d i s s at i s f a ction with the quality and fairness of its serv i ces to Re g i s t ra nts and co n s u m e r s. To ensure its impart i a l i ty, t h e

Co m m i t tee is co m posed of re p re s e nt at i ves of the va rious stake h o l d e r s.

Al s o, a p peals against the Re g i s t ra r’s administrat i ve decisions may proce e d, as appro p ri ate, to the Li ce n ce Ap peal Tri b u n a l ,

fo rm e rly the Co m m e rcial Re g i s t ration Ap peal Tri b u n a l .

Co m p l a i nts may be submitted by phone,f a x ,mail or email. T I CO endeavors to re s o lve co m p l a i nts within 45 days.

T I CO will monitor and re po rt on its co m p l a i nt handling process in its Annual Re po rt.

R E S O U RC E S

T I CO is a not-fo r- p rofit co rpo ration wholly financed by Ont a ri o - re g i s te red travel agencies and wholesalers through bi-annual

re g i s t ration fe e s. In addition, the Co m pe n s ation Fund is financed ent i re ly by Ont a rio travel In d u s t ry Re g i s t ra nts thro u g h

semi-annual co nt ributions based on sales reve n u e.

S T RU C T U R E

T I CO delivers serv i ces through the ope rating stru ct u re outlined in the chart be l ow. In addition,at a strategic leve l ,a number of

Bo a rd co m m i t tees address issues re l ated to the org a n i z at i o n’s ove rall mandate,goals and long range object i ve s. Cu rre nt ly there

a re nine co m m i t tees that have been established,as illustrated in the table on the fo l l owing page.
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FRENCH LA N G UAGE PLA N

T I CO endeavors to ensure that it is re s po n s i ve to all inquiries re ce i ved in the French language. An equiva l e nt level of serv i ce in

both English and French is provided whenever and wherever demand and customer serv i ce wa rra nt.

T I CO CO M M I TT E E S

Co m m i t te e Ma n d ate

Exe c u t i ve – Manage emerg e n cy issues on an ad hoc basis

– Inte rim suppo rt for CEO be tween bo a rd meetings

– Rev i ew of large closure s

– Ma ke re co m m e n d ations re g a rding co m position of bo a rd co m m i t te e s

Business St rate gy – Prod u ce  T I CO’s Business Plan and monitor pe rfo rm a n ce measure s

– Develop a sys tem of administrat i ve pe n a l t i e s

– Develop business policies on key issues of T I CO authori ty (e. g.misleading 

a dve rtising and financial co m p l i a n ce )

– Re fer issues for legislat i ve and re g u l ato ry rev i ew

– Co n d u ct an annual rev i ew of the Re g i s t ra nt’s Code of Ethics and the Bo a rd 

of Di re cto r’s Code of Co n d u ct

– Deve l o p m e nt and planning of a consumer awa reness ca m p a i g n

– Ma ke re co m m e n d ations to the Bo a rd with re s pe ct to alte rn ate methods of 

financing the Fund that would address industry co n ce rns while meeting 

consumer needs

Co m p l a i nt s – Rev i ew and re s o lve,as appro p ri ate,co m p l a i nts against T I CO

– Provide fair,t ra n s p a re nt and acco u ntable proce d u res for handling re g i s t ra nt and 

consumer co m p l a i nts against T I CO 

– Develop standards for handling co m p l a i nt s

– Ma ke re co m m e n d ations with re s pe ct to T I CO’s co m p l a i nt handling proce d u re s

Le g i s l at i ve & – Ac h i eve re g u l ato ry and legislat i ve re fo rm nece s s a ry to achieve T I CO’s 

Re g u l ato ry Rev i ew business object i ve s, as set out in the T I CO Business Plan by:

– Consulting with MCBS on po l i cy and legal issues

– Se c u ring and managing stakeholder input

– Wo rking with MCBS to move the re co m m e n d ations fo rwa rd through the 

l e g i s l at i ve proce s s



Co m m i t te e Ma n d ate

Au d i t – Rev i ew inte rnal co nt rols ope rating throughout T I CO

– Rev i ew acco u nting and inve s t m e nt policies on an annual basis

– Rev i ew quarte rly inve s t m e nt re po rt and financial state m e nt s

– Rev i ew audited financial state m e nts and re commend their approval to the Bo a rd 

– Rev i ew dire ctors and officers liability insura n ce prior to re n ewa l

– Rev i ew T I CO’s annual budget

Minimum St a n d a rd s – Develop mandato ry minimum educational standards on a two-tier basis  

( Su pe rvisor/manager and travel co u n s e l l o r )

– St a n d a rds to include kn owledge of the Travel In d u s t ry Act and Re g u l at i o n ,

Code of Et h i c s,business pra ct i ces and basic travel kn ow l e d g e

– Define basic travel kn owledge on a two tier basis

– Id e ntify options for developing curri c u l u m

– Develop the implement ation and enfo rce m e nt mechanism

Co m pe n s ation Fu n d – Rev i ew and re commend to the Bo a rd the pay m e nt of claims in acco rd a n ce with 

Re g u l ation 806/93

– Rev i ew and monitor the status of appeals to the Li ce n ce Ap peal Tribunal of 

denied claims

E - Co m m e rce – Rev i ew T I CO’s serv i ces to dete rmine any area in which such serv i ces could 

be improved through the use of the Inte rn e t

– Id e ntify areas where consumers may not be pro te cted when they purchase travel 

s e rv i ces online and provide options as to how T I CO may address these issues

– Id e ntify any challenges posed by re g u l ating the sale of travel serv i ces in an 

e - co m m e rce env i ro n m e nt and provide any po te ntial solutions

Outside Sales – Rev i ew the re co m m e n d ations re g a rding employees or outside sales 

Re p re s e nt at i ve re p re s e nt at i ve s o pe rating from a dwelling that T I CO submitted to the gove rn m e nt

in De ce m ber of 2000

– Consider what other re q u i re m e nts should be put in place to re g u l ate the co n d u ct 

of indepe n d e nt co nt ra ctors if ope rating from a dwelling is pe rm i t te d

– Any re q u i re m e nts re commended should:

– En s u re there is a level of pro fessionalism including when business is being 

co n d u cted outside the re g i s t ra nt’s office

– Raise industry standard s

– En s u re that consumer monies are pro te cte d

7
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Co m m i t te e Ma n d ate

Outside Sales – En s u re that consumers re ce i ve quality serv i ce

Re p re s e nt at i ve ( co n’t ) – En s u re that consumers are fully info rm e d

– Develop a Re commended Best Pra ct i ces doc u m e nt to assist re g i s t ra nts and 

i n d e pe n d e nt co nt ra cto r s

BUSINESS ACCO M P L I S H M E N TS  2000 / 2001

Le g i s l at i ve and Re g u l ato ry Rev i ew

◆ Co m p l e ted a rev i ew of the Travel In d u s t ry Act and Re g u l at i o n . Deve l o ped a pre l i m i n a ry list of pro posed amendments to the 

Act and Re g u l at i o n .

◆ Cre ated a list of pro posed administrat i ve fees which was submitted to the Mi n i s t ry with the pro posals for legislat i ve

re fo rm .

◆ Em b a rked on a co n s u l t ation process throughout the Prov i n ce re g a rding the pro posed amendments to the Travel In d u s t ry Act

and Re g u l at i o n . An Ex p l a n ato ry Pa per was prod u ced outlining the pro posed changes to the Act and Re g u l ation with T I CO’s 

a n a lysis of the rationale for the changes and impact on stake h o l d e r s. Twe lve town hall meetings and four meetings with

t rade assoc i ations we re co n d u cted promoting understanding of the issues and requesting feedback from stake h o l d e r s.

◆ Rev i ewed the Mi n i s t ry co n s u l t ation papers entitled “Travel In d u s t ry Act Pro posals for Re fo rm”and “Consumer Pro te ction for 

the 21s t Ce nt u ry.” T I CO re s ponded to issues raised in the Mi n i s t ry co n s u l t ation pape r s.

◆ Co l l e cted and rev i ewed stakeholder feedback re g a rding the pro posed re fo rm s. Re - examined T I CO’s pro posals for re fo rm in

l i g ht of the feedback re ce i ve d.

◆ Pre p a red a final submission to the Mi n i s t ry of Consumer & Business Se rv i ces co ntaining T I CO’s final re co m m e n d ations for 

l e g i s l at i ve and re g u l ato ry re fo rm . This submission was delive red to the Mi n i s t ry on De ce m ber 13,2 0 0 0 .

Consumer Awa reness Ca m p a i g n

◆ Co ntinued a Consumer Awa reness Campaign to bring co n s u m e r s’and Re g i s t ra nt s’at te ntion to the benefits of dealing with 

Ont a rio Re g i s t ra nt s. T I CO’s campaign utilized a va ri e ty of tools to reach its target audience including te l ev i s i o n ,n ews p a pe r,

radio inte rv i ews and a T I CO Travel Tips radio ca m p a i g n .

◆ Co n d u cted 58 spe a king engagements and media inte rv i ews promoting consumer and industry awa reness with consumer 

g ro u p s, t ravel schoo l s,te l ev i s i o n , radio and news p a per media and In d u s t ry As s oc i at i o n s.

◆ Pa rt i c i p ated at sixteen consumer and In d u s t ry trade shows during the last 12 mont h s.
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Deve l o p m e nt of T I CO Dat a b a s e

◆ Co ntinued enhance m e nts on T I CO’s database to house all Re g i s t ra nt info rm ation including,financial info rm at i o n ,

co m pe n s ation fund co nt ri b u t i o n s,claims on the Co m pe n s ation Fu n d,co m p l a i nt s, i n s pe ct i o n s, i nve s t i g ations and 

p ro s e c u t i o n s.

Co m m u n i cat i o n s

◆ Ma i ntained a Co m m u n i cations Plan for T I CO stakeholders including inte rnal co m m u n i cations to the Bo a rd of Di re ctors and 

staff through ori e nt at i o n ,meetings and po l i cy manuals and part i c i p ated in regular liaison meetings with the Mi n i s t ry.

◆ Ma i ntained an ongoing dialogue with Re g i s t rars and Re g u l ators in other juri s d i ctions and self-managed In d u s t ries to share

best pra ct i ce s.

◆ Co ntinued distribution of a quarte rly news l e t ter (T I CO Talk) to all Re g i s t ra nt s.

◆ Ma i ntained T I CO’s we b s i te to provide info rm ation and assistance to all T I CO stakeholders including industry adv i s o ri e s,n o t i ce

of closures and acco m p a nying immediate depart u re info rm at i o n , co n s u l t ation process info rm ation and upd ates and 

i n fo rm ation re g a rding T I CO’s Consumer Awa reness Ca m p a i g n .

Ope rat i o n a l

◆ Met the te rms of the Ad m i n i s t rat i ve Ag re e m e nt by maintaining and implementing ope rations and sys tems for effe ct i ve ly

a d m i n i s te ring the te rms of re fe re n ce of T I CO’s mandate with the Mi n i s t ry.

◆ Ma i ntained the Re g i s t ra nt inspe ction prog ramme and co ntinued to focus on new Re g i s t ra nts and areas of risk to pro te ct the

Co m pe n s ation Fu n d,the inte rest of consumers and re g i s t ra nt s. T I CO’s inspe ction prog ram is pro a ct i ve and wo rks with 

re g i s t ra nts to ensure co m p l i a n ce with the Act and the Re g u l at i o n .

◆ Re d u ced the level of net claims against the Co m pe n s ation Fund to under $100,000,which has co nt ri b u ted towa rds 

the Fund balance reaching $20,000,000.

◆ T I CO wo rked with MCBS to achieve an ave rage re d u ction of 50% in Co m pe n s ation Fund assessment rates providing 

a savings to all Re g i s t ra nt s.

BUSINESS OBJECTIVES

S T RATEGIC PRIORITIES

The T I CO Bo a rd of Di re ctors has set the fo l l owing strategic pri o rities for the future. The Bo a rd co n s i d e red short te rm ,m e d i u m

te rm and long range goals. The Business Ob j e ct i ves that T I CO will focus on in this 3-year Business Plan are listed under Ho ri zo n

1 (Ob j e ct i ves #1-#6). T I CO will undert a ke some pre l i m i n a ry wo rk on the pro posed long te rm object i ves under Ho ri zons 2 and 3

( Ob j e ct i ves #7 - #14). This pre l i m i n a ry wo rk may include a rev i ew of the fe a s i b i l i ty of these pro posed long te rm object i ve s.
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These strategic pri o rities and business object i ves are outlined in gre ater detail be l ow and emphasize prog ram and serv i ce are a s

a f fe cte d :

OBJECTIVE #1:
Im p rove Ope rational Ef f i c i e n cy

Pe rfo rm a n ce Go a l s :

◆ Meet the te rms of re fe re n ce of the Ad m i n i s t rat i ve Ag re e m e nt at the lowest possible cost to stake h o l d e r s.

◆ Rev i ew,and if nece s s a ry,p ro pose adjustments to the co m pe n s ation fund co nt ribution rates to maintain the Fund at an 

a c ceptable risk level needed to meet industry re q u i re m e nt s.

◆ St reamline processes for re g i s t rat i o n ,re n ewa l s,Fo rm 1 pay m e nts and submission of financial state m e nts to re d u ce 

a d m i n i s t rat i ve burden on T I CO and Re g i s t ra nt s.

◆ Ef f i c i e nt and timely processing and approving of claims resulting from Re g i s t ra nt closure s.

◆ Fi n a l i ze a list of fees to be re cove red from Re g i s t ra nts in re s pe ct of serv i ces prov i d e d.

◆ Ex p l o re merits of gra d u ated lice n s i n g.

◆ Examine alte rn ate sources of reve n u e.( e. g.user pay )

◆ Ongoing deve l o p m e nt of an effe ct i ve and equitable sys tem to ensure co m p l i a n ce.

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Advocate for a further re d u ction in Co m pe n s ation Fund co nt ribution rates for Re g i s t ra nt s.

◆ Im p l e m e nt fees to be re cove red from Re g i s t ra nts for serv i ces provided by T I CO.

◆ En h a n ce T I CO’s In fo rm ation Ma n a g e m e nt Sys te m .

◆ Im p l e m e nt inte rf a ce of T I CO’s database with Inte rnet we b s i te to increase serv i ce delive ry to stake h o l d e r s.

H O R I ZON 1

(0-3 ye a r s )

◆ Im p rove ope rational efficiency

◆ Assess effe ct i veness of what T I CO 

has done to date

◆ Im p l e m e nt new legislat i o n

◆ Understand the impact of 

e - b u s i n e s s

◆ En co u rage honesty,i nte g ri ty and 

e t h i cal co m petition with the 

In d u s t ry

◆ Rev i ew,u pd ate and keep curre nt 

all T I CO policies with re s pe ct to 

p ri va cy issues

H O R I ZON 2

(3-5 ye a r s )

◆ Bo a rd gove rn a n ce

◆ Establish industry best pra ct i ces 

as a means to help Re g i s t ra nt s

◆ Ex p l o re self-re g u l at i o n

◆ In c rease consumer educat i o n

◆ Pro m o te In d u s t ry education 

and awa re n e s s

H O R I ZON 3

(5-10 ye a r s )

◆ Ex p l o re the deve l o p m e nt of 

t u rn - key solutions for 

s e l f - m a n a g e m e nt and/or 

consumer pro te ction that can be 

sold to other juri s d i ctions and/or 

i n d u s t ri e s

◆ Ta ke a lead role in pro m o t i n g

h a rm o n i zed national standards 

g ove rning trave l

◆ Ex p l o re alte rn at i ve sources of 

f u n d i n g



OBJECTIVE #2:
Assess T I CO’s Ope rational Ef fe ct i ve n e s s

Pe rfo rm a n ce Go a l s :

◆ To obtain additional stat i s t i cal info rm ation and stakeholder feedback in the fo l l owing prog ram are a s :Re g i s t rat i o n ,

Co m p l i a n ce,Co m p l a i nts and Cl a i m s.

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Pre p a ration of a re po rt on the plan and any results obtained to date.

OBJECTIVE #3:
Co ntinue the Le g i s l at i ve Rev i ew Process and Su b s e q u e nt Im p l e m e nt ation of Le g i s l at i ve Ch a n g e s

Pe rfo rm a n ce Go a l s :

◆ Co ntinue dialogue with the Mi n i s t ry re g a rding pro posed legislat i ve changes.

◆ Develop and implement co m m u n i cations plan to co m m u n i cate legislat i ve changes to all stake h o l d e r s.

◆ Im p l e m e nt inte rnal ope rational policies and proce d u re s.

◆ Develop curriculum for Minimum St a n d a rd s.

◆ Develop appro p ri ate processes for dealing with non-co m p l i a n ce and consider the implement ation of administrat i ve 

penalties and an appeals mechanism.

◆ On an ongoing basis,rev i ew the Act and Re g u l ation with a view to re commend upd ates and improve the curre nt mod e l .

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Provide a Business Plan to stake h o l d e r s.

◆ Wo rk with the Mi n i s t ry on specific pro posals for re fo rm that re q u i re further input from T I CO.

◆ Ac h i eve industry understanding and awa reness of any changes to the Travel In d u s t ry Act.

◆ Im p l e m e nt a co m m u n i cations plan to advise all stakeholders as to any changes to the Travel In d u s t ry Act.

◆ Develop a process for implementing administrat i ve penalties for non-co m p l i a n ce.

◆ Re po rt on the status of the curriculum for Minimum St a n d a rd s.

OBJECTIVE #4:
Rev i ew and Upd ate T I CO Processes and Prog rams in Li g ht of E-Co m m e rce and Im p rove Ope rational Ef f i c i e n cy.

Pe rfo rm a n ce Go a l s :

◆ Im p rove T I CO’s understanding of the impact of e-business.

– As a medium for delive ring serv i ce to T I CO stake h o l d e r s

– As a medium for purchasing trave l

◆ Rev i ew prog ra m s,s e rv i ces and initiat i ves with re s pe ct to elect ronic co m m e rce to ensure that T I CO can effe ct i ve ly monitor and 

e n s u re co m p l i a n ce.

◆ Ed u cate stakeholders on e-business.

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Im p l e m e nt inte rf a ce of T I CO’s database with Inte rnet we b s i te to provide enhanced stakeholder on-line info rm ation serv i ce s.

◆ Develop info rm ational lite rat u re to educate stakeholders on e-business.
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OBJECTIVE #5:
En co u rage Ho n e s ty, Inte g ri ty and Et h i cal Co m petition within the Travel In d u s t ry

Pe rfo rm a n ce Go a l s :

◆ Pro m o te Code of Ethics to all Re g i s t ra nt s.

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Re s t ate Code of Ethics in future T I CO publicat i o n s.

OBJECTIVE #6:
Rev i ew, Upd ate and Keep Cu rre nt all T I CO Policies with Re s pe ct to Pri va cy Is s u e s

Pe rfo rm a n ce Go a l s :

◆ En s u re co n s u m e r / Re g i s t ra nt / e m p l oyee info rm ation is used appro p ri ate ly by Re g i s t ra nt s.

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Eva l u ate T I CO’s policies with re s pe ct to pri va cy issues and dete rmine where improve m e nts are nece s s a ry.

OBJECTIVE #7:
Im p rove the Ef f i c i e n cy and Ef fe ct i veness of the T I CO Bo a rd of Di re cto r s

Pe rfo rm a n ce Go a l s :

◆ Assess appro p ri ateness of cri te ria for Bo a rd co m po s i t i o n .

◆ Im p rove / e n h a n ce Bo a rd’s understanding,kn owledge and awa reness of strategic long-te rm issues.

◆ Im p rove mat u ri ty of Bo a rd’s decision making proce s s.

◆ Assess effe ct i veness of Bo a rd re c ru i t m e nt / re te ntion strate g i e s.

◆ Co ntinue inve s t m e nt in Bo a rd by increasing bo a rd member kn owledge with education sessions etc.

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Re po rt on skill set re q u i red for bo a rd membe r s.

◆ Establish a Gove rn a n ce Co m m i t tee to deal with Bo a rd gove rn a n ce issues.

OBJECTIVE #8:
Establish In d u s t ry Best Pra ct i ce s

Pe rfo rm a n ce Go a l s :

◆ Ma i ntain an ongoing dialogue with co u nte rp a rts in other juri s d i ctions and self-managed industries to share best pra ct i ce s.

◆ Develop a re commended best pra ct i ces doc u m e nt to assist Re g i s t ra nts and indepe n d e nt co nt ra cto r s.

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Co m p l e te outline on pro b l e m atic areas where best pra ct i ces are nece s s a ry.
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OBJECTIVE #9:
In c rease T I CO Role as a Re g u l ato r

Pe rfo rm a n ce Go a l s :

◆ Move towa rds self-re g u l at i o n .

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ In i t i ate discussions with the Mi n i s t ry re g a rding the fe a s i b i l i ty of self-re g u l at i o n .

OBJECTIVE #10:
Pro m o te Consumer Ed u cation and Awa re n e s s

Pe rfo rm a n ce Go a l s :

◆ Ma i ntain co m p l a i nt resolution proce s s e s.

◆ Ma i ntain a Co m m u n i cations Plan for co n s u m e r s.

◆ Ma i ntain an effe ct i ve co m m u n i cations prog ramme so that consumers are awa re of the benefits of purchasing travel 

s e rv i ces from Ont a rio Re g i s t ra nt s.

◆ Ed u cate consumers about their re s ponsibilities when purchasing travel serv i ces and how to make a smart travel purc h a s e.

◆ Ex p l o re the po s s i b i l i ty of re g i s t ra nts increasing their role in promoting consumer awa reness through their own channels of 

co m m u n i cation and adve rt i s e m e nt s.

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Ma i ntain a consumer awa reness ca m p a i g n .

◆ In c reased consumer awa reness of T I CO and the Travel Co m pe n s ation Fu n d.

◆ Pa rt i c i p ate in at least 4 travel re l ated consumer shows providing educational lite rat u re and issue at least 2 press 

releases aimed at consumer awa re n e s s.

OBJECTIVE #11:
Pro m o te In d u s t ry Ed u cation and Awa re n e s s

Pe rfo rm a n ce Go a l s :

◆ Develop and implement the cri te ria for the minimum pe rfo rm a n ce standards pro posed in the legislat i ve changes.

◆ Re po rt to co n s t i t u e nts on T I CO’s effe ct i ve n e s s.

◆ Ma i ntain an effe ct i ve co m m u n i cations prog ramme for industry.

◆ In c rease Re g i s t ra nt co nt ribution to T I CO through the Bo a rd of Di re cto r s.

◆ Help Re g i s t ra nts with pra ct i ce management to ensure co m p l i a n ce with the Act and Re g u l at i o n .

◆ Pro m o te more disclosure and increased acce s s i b i l i ty of info rm ation to co n s u m e r s.

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Publish and distri b u te T I CO Talk news l e t ter to Re g i s t ra nts quarte rly.

◆ Develop info rm ational lite rat u re on va rious issues to increase industry awa re n e s s.

◆ Re po rt on status of curriculum for Minimum St a n d a rd s.
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OBJECTIVE #12:
Ex p l o re New Business Op po rt u n i t i e s

Pe rfo rm a n ce Go a l s :

◆ Consult with other industries and sell T I CO kn owledge of industry self-management.

◆ Develop a turn - key te m p l ate for start-up developing org a n i z at i o n .

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ In i t i ate deve l o p m e nt plan for turn - key te m p l ate.

OBJECTIVE #13:
Ha rm o n i ze In d u s t ry St a n d a rds at a National Leve l

Pe rfo rm a n ce Go a l s :

◆ Ex p l o re fe a s i b i l i ty to increase T I CO’s invo lve m e nt in developing public po l i cy.

◆ Lo b by fe d e ral gove rn m e nt to increase pro te ction to consumers and Re g i s t ra nts using T I CO mod e l .

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ In i t i ate meetings with MCBS and other juri s d i ctions to discuss harm o n i zed standard s.

OBJECTIVE #14:
Ex p l o re Al te rn ate So u rces of Fu n d i n g

Pe rfo rm a n ce Go a l s :

◆ Ex p l o re alte rn ate sources of financing the Co m pe n s ation Fu n d.

Pe rfo rm a n ce Me a s u res for 2001/2002:

◆ Business St rate gy Co m m i t tee to re po rt on the status of its prog re s s.

14
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T I CO REVENUE AND EXPENSE FORECA S T

Business  Business  Business        
Plan Plan Plan       

2001/2002 2002/2003 2 0 0 3 / 2 0 0 4

Reve n u e s

Se m i - Annual As s e s s m e nts     2,475,900  1,567,000  1,537,000  

Re g i s t ration Fees     1,025,000  805,500  964,000   

Inte rest    1,075,000  1,100,000  1,125,000        

4,575,900  3,472,500  3,626,000            

Ope rating Ex penses 

Co m pe n s ation  Fund Claims     840,000 840,000  840,000   

Sa l a ries & Benefits    876,000  895,000  912,000   

Ad m i n i s t ration     736,000  758,000  780,000  

In d u s t ry In i t i at i ves    482,000  382,000  352,000  

In s pe ctions & Co m p l i a n ce     384,000  391,000  398,000        

3,318,000 3,266,000  3,282,000                    

Excess Re ceipts over Pay m e nts     1,257,900  206,500  344,000            

Net Co m pe n s ation Fu n d / T I CO Assets beginning of pe ri od        21,072,000  22,329,900  22,536,400   

Total Co m pe n s ation Fu n d / T I CO Assets     22,329,900  22,536,400  2 2 , 8 8 0 , 4 0 0

Co m pe n s ation Fu n d / T I CO Assets Bre a k d own  

Co m pe n s ation Fund Asset     21,208,900  21,607,900  21,971,400  

T I CO Asset     1,121,000  928,500  909,000       

Total     22,329,900  22,536,400  2 2 , 8 8 0 , 4 0 0

No te s :

1 . Re g i s t ration Fees are based on histo ri cal info rm ation over the past 5 years for 2001/2002. Annual re n ewals are ex pe cted to co m m e n ce in 

Ap ril 2002 and are re f l e cted acco rd i n g ly.

2 . Co m pe n s ation Fund semi-annual assessments are based on .50/$1000 for wholesale and .25/$1000 for retail up to Nove m ber 2001.

In Nove m ber 2001 rates are ex pe cted to be re d u ced to .30/$1000 for wholesale and .15/$1000 for re t a i l . For subsequent ye a r s,

a s s e s s m e nt rates will be set to ensure Fund is maintained at the re q u i red leve l .

3 . Co m pe n s ation Fund claims are estimated at $75,000 per month with re cove ries of $5,000 a month to re f l e ct claims ex pe ri e n ce         

4 . In d u s t ry initiat i ves include the co nt i n u ation of the Consumer Awa reness Ca m p a i g n ,the implement ation of the Minimum Ed u cat i o n

St a n d a rds and the Ad m i n i s t rat i ve Pe n a l t i e s.

5 . Inte rest rates are assumed to be 5% per annum.
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In d u s t ry Re p re s e nt at i ve s

Go rdon Waugh - Ch a i r

Ch a i rm a n

The Ho l i d ay Ne two rk

To ro nto

Arend Roos – Vi ce Ch a i r

Pre s i d e nt

Vision 2000 Travel Gro u p

Mi s s i s s a u g a

Lise Dav i d s o n

Pre s i d e nt

Bay ridge Travel In c.

Ki n g s to n

Ray De Nu re, CA

Pre s i d e nt

De Nu re Tours 

Li n d s ay

Douglas A.E. Ha m e r

Pre s i d e nt

Red Seal Tours In c.

To ro nto

Moe Je p pe s e n

Pre s i d e nt

Sh e rwood Village Trave l

Mi s s i s s a u g a

Ma rk La m pe rt

Vi ce Pre s i d e nt,Fi n a n ce and In fo rm at i o n

Te c h n o l ogy

Si g n at u re Va cat i o n s

To ro nto

Jane Ha m i l to n - Oo s t ro m ,C TC

Ca reer Training Ce nt re

Ki n g s to n

Ma rtin Ta l l e r

Pre s i d e nt

Po rts of Call Travel Se rv i ces Ltd.

Ot t awa

Ri c h a rd Va n d e rl u b be 

Pre s i d e nt

Travel Su pe r s to re In c.

Ha m i l to n

Errol Francis* 

Pre s i d e nt

Wo rld of Va cat i o n s

To ro nto

Mi n i s te rial Ap po i nt m e nt s

Sue Co rke

As s i s t a nt De p u ty Mi n i s ter of Po l i cy and

Consumer Pro te ction Se rv i ces Di v i s i o n

Mi n i s t ry of Consumer and Bu s i n e s s

Se rv i ce s

To ro nto

W. H .Bru ce Fra s e r, CA

Ma n a g e m e nt Co n s u l t a nt

To ro nto

Ma ri lynne Day- Li nto n , CA

Co n s u l t a nt

To ro nto

Edwa rd J.W.Wa rre n , Q . C .

So l i c i to r

Wa rren & Je n s e n

Ke m p tv i l l e

Co m m i t tee Ch a i r s

Go rdon Wa u g h

Exe c u t i ve Co m m i t te e

Douglas A.E.Ha m e r

Business St rate gy Co m m i t te e

Edwa rd J.W.Wa rre n, Q . C .

Co m p l a i nts Co m m i t te e

Go rdon Wa u g h

Le g i s l at i ve & Re g u l ato ry Rev i ew

Co m m i t te e

Ma ri lynne Day- Li nto n , CA

Audit Co m m i t te e

Sue Co rke

Minimum St a n d a rds Co m m i t te e

W. H .Bru ce Fra s e r, CA

Co m pe n s ation Fund Co m m i t te e

t. b. a .

E - Co m m e rce Co m m i t te e

Of f i ce r s

Go rdon Wa u g h

Ch a i r

Arend Roo s

Vi ce Ch a i r

Michael Pe p pe r

Pre s i d e nt & Chief Exe c u t i ve Of f i ce r

Ma ry- Ann Ha rri s o n ,CA

Tre a s u re r

Tra cey Mc Ki e rn a n ,L L . B.

Co rpo rate Se c re t a ry & Co u n s e l

St at u to ry Ap po i nt m e nt s

W. H .Bru ce Fra s e r

St at u to ry Di re cto r,

Travel In d u s t ry Act

Michael Pe p pe r

St at u to ry Re g i s t ra r,

Travel In d u s t ry Act

T I CO BOARD OF DIRECTORS 2000-01

* Resigned as of M ay 4,2001
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