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Each year, the first Wednesday of 

May is dedicated to you. An initiative 

by Coleen Lorenzen, responsible for 

operations at Uniglobe, this occasion 

was launched five years ago and 

aims to recognize the tremendous 

work carried out by the community 

of travel advisors across all Canada.

It all started with a visit from a Staples 

representative to Colleen’s office, 

who was distributing carnations. 

When Colleen asked what the 

occasion was, the Staples rep 

replied that it was for Secretaries 

Day. Immediately, Colleen thought 

that if there was a day dedicated to 

this profession, then there should be 

one for travel agents as well.

In 2011, she did just that with the 

launch of the first annual Travel 

Agent Day, providing agents with 

the recognition they deserve in an 

industry that has become more 

complex, requiring specialized 

knowledge and technological 

know-how. Agents face increasing 

competition, which in turn makes 

them better professionals; while 

the industry becomes increasingly 

specialized, there is also a need 

for travellers to rely more on 

knowledgeable professionals 

rather than simply booking without 

assistance.

Just in time for Travel Agent Day, 

this month we are showcasing the 

industry’s top professionals as chosen 

by you in Logimonde’s 2015 Awards 

of Excellence. These five individuals 

are featured in this month’s PAX 

People, where you can learn more 

about their careers in the industry 

and what inspires them to rise to the 

challenge.

Suppliers have also joined in on Travel 

Agent Day celebrations and the 

day has quickly become an entire 

month for them to celebrate your 

dedication and professionalism.

Logimonde Media is also 

participating in the festivities as 

we launch four contests over the 

duration of May, allowing agents the 

chance to win one of four incredible 

journeys.

It’s our way of showing thanks for 

your loyalty and dedication; after 

all, you are our readers.

So whether it’s for one day, for a 

month or for the whole year, we say 

to you: Thank you.

Marie-Klaude Gagnon
Publisher

marie@logimonde.com



You are an 
Agent of Change
You don’t just sell vacations. You present opportunities. 

A chance to do something great. Travel changes people. 

And people change the world.

Let’s change some lives together.

1 877 390 9050
gadventures.com/travelagent
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A sk Casper Urhammer about his most 

memorable trip and he’ll tell you about 

the time he and three of his friends went 

motorcycling through the Sahara desert. 

“I fractured my knee on day one,” says 

Urhammer, recalling the exhausting-yet-epic 

experience that took place four years ago with 

PAX at Toronto’s bustling Café Dineen in the 

city’s financial district last February. 

A fractured knee was peanuts compared to the 

driving conditions. Urhammer and his buddies 

motored through 45 degrees of blazing heat 

for 14 hours a day, seven days in a row, each 

wearing no less than three layers of clothing.  

“We burned about 7,000 calories, which is more 

than running a marathon,” Urhammer exclaims 

as his eyes light up. 

Don’t believe him? Just ask for Urhammer’s 

business card -- it features a picture of him in 

the Sahara with his bike. 

Urhammer’s joyride through the desert is just one 

of many adventures the Global CEO of the travel 

company Contiki has checked off his bucket list. 

The Danish-born, Geneva-based executive says 

he travels more than 250 days out of the year, 

and is also an accomplished skydiver.

But while he says his extreme thrill-seeking days 

are a thing of the past (“I got married four months 

ago,” he notes), Urhammer, 41, has a different 

type of journey ahead of him: connecting 

Contiki, a 50-year-plus company that caters to 

18 to 35-year-olds, with today’s ever-changing 

millennial market. 

“Despite being 41, I still consider myself a 

millennial and connect with our travellers as 

much as I can,” the youthful CEO says, known 

to occasionally tag along on Contiki trips and 

chat with passengers about what they like and 

don’t like. 

Since joining the company last year after a 

successful stint in managing Groupon’s European 

markets, Urhammer has not only updated 

Contiki’s content-driven marketing, technology 

and operational plans, but has also gone to 

great lengths to find new answers to the million 

dollar question: what barriers are preventing 

today’s young people from travelling? 

“The one thing that stands out is authenticity,” 

says Urhammer, whose team recently spent 

three straight months researching their customer 

base. “Millennial travellers have been exposed 

to marketing since the day they were born. Their 

BS radar is on alert. If it’s not authentic, they see 

right through it.” 

When a brand is authentic, young people  

are more likely to grasp the value and 

speak to and trust a travel agent, Urhammer  

explains. 

For Urhammer, keeping Contiki authentic 

meant rebuilding the company’s website and 

breaking down its 270 trips around the globe into 

categories. From “high-energy” adventures to 

relaxed “easy pace” excursions, the categories 

don’t just describe the destination, but explain 

how the trip will play out.

Urhammer says Europe continues to be Contiki’s 

number one destination for consumers, but 

interest in Asia, the Northern Lights in Iceland, 

Japan and, thanks to Game of Thrones, the 

Balkans, is gaining steam.  

And while Instagram, Facebook and Twitter 

certainly make young people want to explore the 

world beyond their phone, it’s how a company 

delivers its message that will give millennials the 

extra push they need to commit to a trip. 

All of which is not new, Urhammer points out. 

“Millennials have always been travelling,” he 

says. “It’s just become a bigger thing people
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are aware of because the population 

is expanding.”

According to the WYSE Travel 

Federation/World Tourism Organization 

(UNWTO), millennials (young people 

born in the 80s and early 90s) generated 

$165 billion USD in tourism and made 187 

million international visits, accounting 

for 20 per cent of total global travel, 

in 2010. 

The UNWTO forecasts the number of 

international millennial trips to grow and 

reach 300 million trips per year by 2020. 

Room for growth in millennial travel 

in Canada is exponential. According 

to Statistics Canada, there were 

approximately 8.25 million Canadians 

in the 18-24 group in 2014, which 

accounted for roughly 23 per cent of 

Canada’s population.

In its 2015 Canada Millennial Domestic 

Travel Summary report, the Canadian 

Tourism Commission (CTC) found that 

Canada’s millennial population is 

growing at a moderate pace of 1.2 

per cent per year. 

Millennial travel is no longer a niche 

market, but instead a catalyst for 

growth, particularly for international 

destinations, which young Canadians 

pursue more actively, according to 

CTC’s report. 

But there’s more to convincing 

millennials to spend their money on the 

trip of a lifetime (which, for some, might 

amount to the biggest investment of 

their life). 

Selling travel to any type of passenger 

these days faces a growing number 
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of challenges, such as the Zika Virus, the weak 

Canadian loonie or global fears of terrorist 

attacks.

The key to keeping millennials engaged in travel 

throughout tough times is to be accommodating 

and offer flexibility, says Urhammer. 

This year Contiki rolled out two new initiatives in 

Canada: Flex Deposit and Freedom Guarantee. 

The policies have been active since February 

despite not yet being featured on Contiki’s 

website or brochures.  

“Flex Deposit means that if you put a deposit 

down on a holiday and for whatever reason 

you don’t get to use the deposit – you cancel, 

or something happens and you don’t want to 

travel then – the deposit still exists. It doesn’t 

expire. You haven’t lost your money,” Urhammer 

explains. 

Freedom Guarantee lets passengers who 

have made a deposit on a trip change their 

departure date if something comes up and not 

be responsible for any extra fees. 

“It’s about instilling the confidence to put your 

money down and travel at a time that’s right 

for you,” Urhammer says of the new policy. 

A game plan that will work for now; Urhammer 

knows well enough that millennials change their 

minds as quick as a finger snap. But he seems 

to be prepared for that too. 

“I don’t know where millennials are going to be 

in two years,” he says.  “But what I do know is 

that wherever they’re going, we’re probably 

gonna be there before they get there.”

As a big
TRAVEL

AGENT DAY
THANK-YOU

TO OUR 
PARTNERS

we are increasing 
commissions on
custom packages
from Canada to
USA, Mexico and
Caribbean to 12%

sunspotsholidays.com
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technology

F or TravelWorks, crafting an 

ideal tech solution for the 

travel industry comes down 

to a few key principles.

Launched in 1988, the company 

currently counts approximately 4,000 

members of the Canadian travel 

trade as users of its software, which 

allows agencies to do everything 

from managing accounts, creating 

reservations, conducting marketing 

campaigns via email and more.

And as the industry evolves, so too do the tools necessary 

to complete the job.

As more and more agents and auxiliary staff (such as 

accountants) are working remotely or outside of the 

traditional storefront, TravelWorks has transferred its 

software collection to a cloud-based format.

“More and more, agents are working remotely so they 

want software they can use from wherever they are,” 

Jean Corneau, vice-president, information technology 

says. “Many of them don’t work in a physical travel 

agency. That’s the big advantage in having a full web  

solution.”

Being able to access the system from any location with 

an Internet connection means a lower cost for agencies 

in terms of hardware and software, and in an industry 

where profit margins continue to thin, an easy-to-use 

automated system (which includes training modules and 

support from staff in both Montreal and Toronto) allows 

agencies to reduce spend on administrative work.

 
 
 



“Travel agents are not accountants, so we need to give 

them a tool they understand and can operate,” Mario 

Monette, president of TravelWorks explains.

Staying current with technology can take a sizable 

investment; Lionel Lebreton, TravelWorks’ sales & marketing 

manager, says that TravelWorks spends approximately 

$100,000 on R&D each year to stay ahead of the curve.

“One of our challenges is to bring the 

Windows experience to the cloud 

and maintain full functionality,” 

Monette adds. “We keep up with the 

technology – every time Microsoft 

updates its tools, we upgrade.”

And as more agents work outside of 

the office, the ever-increasing use of 

mobile devices – from smartphones 

to tablets – will steer the direction of 

TravelWorks’ next developments.

“They’re using computers but also their phones and 

tablets,” Lebreton says. “They don’t work five days a 

week in the office anymore; they’re constantly moving. 

We have to take that into consideration."

The transition continues; a recently-released app saw 

TravelWorks team up with mTrip to provide travellers 

access to their trip information, including detailed 

Savings up to 50% off the published rate. Offer valid for new bookings made now through May 31, 2016 for travel April 12, 2016 through December 23, 
2016. Savings may vary by date. Based on a minimum 3 night stay, 1 child per 1 adult paid, limited up to 2 children per room. Children aged 12 and 

under. Blackout dates November 22 through November 27, 2016. Other blackout dates may apply. Only valid for new social group bookings. Offer may be 
changed or withdrawn at any time. Not responsible for errors or omissions. The Hyatt Ziva and Hyatt Zilara trademarks and related marks are trademarks 

of Hyatt International Corporation. ©2016 Hyatt International Corporation. ©2016 Playa Resorts Management is the Exclusive Operator for Hyatt Zilara 
and Hyatt Ziva. All rights reserved. PLA07220416

   Luxurious accommodations featuring stunning ocean views
  Dozo, our Asian restaurant featuring Teppanyaki-style cooking and sushi bar
  Vibrant water park, slides, and splash zone for younger guests
  Floating lagoon firepits ideal for relaxing evenings

Now, kids can have a blast at the water park, while parents enjoy a refreshing beverage poolside or relax at the spa. 
From the breathtaking lobby, world-class cuisine that takes you on a culinary tour, to 21 new premium two-bedroom 
suites for evenings of bliss – Hyatt Ziva Los Cabos is The Evolution of All-Inclusive® in the Baja.

UP
TO50% OFF PLUS KIDS STAY FREE

NOW IN THE BAJA
Call your Preferred Tour Operator

800.720.0051  | LOSCABOS.ZIVA.HYATT.COM
CANCUN • LOS CABOS • MONTEGO BAY • PUERTO VALLARTA

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

 
 

 

 



Savings up to 50% off the published rate. Offer valid for new bookings made now through May 31, 2016 for travel April 12, 2016 through December 23, 
2016. Savings may vary by date. Based on a minimum 3 night stay, 1 child per 1 adult paid, limited up to 2 children per room. Children aged 12 and 

under. Blackout dates November 22 through November 27, 2016. Other blackout dates may apply. Only valid for new social group bookings. Offer may be 
changed or withdrawn at any time. Not responsible for errors or omissions. The Hyatt Ziva and Hyatt Zilara trademarks and related marks are trademarks 

of Hyatt International Corporation. ©2016 Hyatt International Corporation. ©2016 Playa Resorts Management is the Exclusive Operator for Hyatt Zilara 
and Hyatt Ziva. All rights reserved. PLA07220416

   Luxurious accommodations featuring stunning ocean views
  Dozo, our Asian restaurant featuring Teppanyaki-style cooking and sushi bar
  Vibrant water park, slides, and splash zone for younger guests
  Floating lagoon firepits ideal for relaxing evenings

Now, kids can have a blast at the water park, while parents enjoy a refreshing beverage poolside or relax at the spa. 
From the breathtaking lobby, world-class cuisine that takes you on a culinary tour, to 21 new premium two-bedroom 
suites for evenings of bliss – Hyatt Ziva Los Cabos is The Evolution of All-Inclusive® in the Baja.

UP
TO50% OFF PLUS KIDS STAY FREE

NOW IN THE BAJA
Call your Preferred Tour Operator

800.720.0051  | LOSCABOS.ZIVA.HYATT.COM
CANCUN • LOS CABOS • MONTEGO BAY • PUERTO VALLARTA

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

itineraries, tourist guides related to destinations and local  

maps (all available in an offline mode without Internet  

or data usage), while in 2017, the PCTours program for 

tour operators will be ported over to a cloud-based  

version, allowing the same flexibility as TravelWorks’ other 

products.

“We’ll follow our customers wherever they are,”  

says Monette.

Complete product descriptions and more can be found 

at www.pcvoyages.com.

PcVoyages 2000 Inc. is a privately-owned Canadian company, 

providing technology solutions, specializing in software development 

for the travel industry. Since the company’s inception in 1988, 

PcVoyages 2000 Inc. has enjoyed steady growth and made 

significant strides in the travel industry, developing a wide range of 

products, specifically designed to help travel agencies manage 

their day to day operations.
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experience

  

Text and photos: Blake Wolfe

 

“We’re going to do a quick check and make sure you don’t have 

anything loose in your pockets,” the voice over the headset squawks.

The plane suddenly lurches upward, followed by a quick downward 

descent and what I believe to be a barrel roll high above the 

Nevada desert. This is followed by another quick roll and a loop, the 

first of nine tricks (I’ll tap out at two) which the pilots at Las Vegas’ 

Sky Combat Ace are all too eager to show to aspiring aviators. A 

scream of terror and exhilaration escapes from me; I don’t know if 

it’s the desert setting or the Wild West nature of the activity, but I’ve 

managed to channel something that sounds like Yosemite Sam – but 

with even more cursing.

I’ve never even been on a rollercoaster yet here I am, a willing 

passenger (sitting in the front, no less) in a two-seat stunt plane, 

flown by a professional pilot who goes by the nickname Diesel.

Diesel offers me the chance to fly the plane; I politely decline and 

remind myself of the location of the air sickness bag – just in case. 

The plane drops low for a lap over the barren landscape, metres 

above a herd of perplexed cattle, threatening to scrape the side 

of a cliff with the craft’s propeller.
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The 20-minute flight will be with me long after the brag-worthy 

victory photos are taken back on terra firma, still sporting the flight 

suit and aviator shades.

And to think I almost chickened out and let everyone else have 

all the fun.

It’s once-in-a-lifetime, out-of-the-ordinary experiences like this that 

have long-defined Las Vegas and its ‘what happens here, stays 

here’ mantra, practically an invitation to break out of the everyday 

and find that wild side which dwells in each of us. Judging by my 

last-minute decision to hop into the stunt plane, I’m reminded that 

my wild side has been buried somewhat deep for far too long.

I must preface this recount of Sin City with a confession: prior to 

travelling there in January, my experience of the city was limited 

to film and television; the psychedelic playground of Hunter S. 

Thompson, where bachelor parties take inevitable wrong turns 

involving babies and Mike Tyson and certain crime scene 

investigators catch bad guys each week to the strains of The Who.

While it may be known for its slots and gaming tables, there’s more 

to Sin City than meets the eye. According to Connect WorldWide’s 

Afra Davis, who represents Las Vegas for the company in Western 

Canada, only 15 per cent of Vegas visitors are coming to the city 

exclusively to gamble.

Over three days, I got a taste of what the other 85 per cent are 

getting up to.

Opened in 2011, Dig This was created with a simple premise in mind: 

to give kids of all ages (children as young as eight years old can try 

out the smaller vehicles) an out-of-the-ordinary experience by letting 

them pilot construction machinery like bulldozers and excavators in 

a super-sized sandbox. Founder Ed Mumm and guide Walt Logan 

led our FAM team through activities like digging a pit, stacking tires 

and using precision to scoop and dunk basketballs. The attraction 

is among the top-rated Las Vegas travel draws on TripAdvisor, and 

Mumm said that expansion franchises are in the works as a result 

of the original’s success.

While neither I nor they acknowledged it verbally, Mumm and Logan 

are helping fulfil a childhood dream of mine, something which they 

probably do multiple times daily for other visitors.

A few blocks away from Dig This, Machine Guns Vegas offers a 

safe, supervised environment to take aim at targets with a variety 

of firearms, from handguns to assault rifles. Participants can shoot 

on a shared range or have a private VIP session with a variety of 

packages offering different guns. 

Travellers can also hop behind the wheel of high-end supercars at 

Exotics Racing. Located at the Las Vegas Motor Speedway (the 

company has since launched a second location in Los Angeles), 

aspiring racers can burn up the track with a choice of 50+ cars 

including Ferraris, Porsches and more. Having whipped around 

a raceway with a NASCAR driver in a previous career, it’s familiar 

territory for me – except I’m in the driver’s seat this time. It takes a 

couple laps to get up to top speed and before I know it, I’m parking 

the Lamborghini. Another item on the bucket list checked off.

And then there’s the aforementioned Sky Combat Ace. My 

fellow travellers remarked how nervous I looked (and breathed) 

while signing the waiver and suiting up. Yet mentions of resultant 
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‘psychological damage’ and the prospect of high-speed aerial 

maneuvers inside a cramped cockpit didn’t stop me from 

volunteering for the first flight; I’ve come to learn I’m something 

of a now-or-never personality, and if the opportunity is passed 

up on the first round, I likely won’t jump at the second.

After the flight, I realize I’d be kicking myself if I turned down 

the chance.

But it’s not only adrenaline junkies that are being catered to in 

Las Vegas. Just 30 minutes away from the casinos and shows of 

the Strip is Red Rock Canyon, the first natural conservation area 

to be designated in Nevada, where travellers can explore the 

various trails by foot or bicycle, or scale the heights of countless 

cliffs and peaks. Pink Jeep Tours offers a guided exploration of 

the canyon (a paved, albeit winding, road allows for a leisurely 

drive) with knowledgeable guides explaining the natural and 

human history of the region.

Back in the heart of the city, the High Roller observation wheel 

provides another moment of clarity in the midst of the chaos. 

Catching incredible glimpses of the entire city inside one of 28 

enclosed cabins (which reach a height of 550 feet, making it the 

tallest observation wheel in the world), the experience, billed as 

‘the happiest half hour in Vegas,’ provides either the perfect end 

to a day or the start of a Hangover-worthy evening.

And as repeat travellers can attest, Las Vegas is a city in a 

constant state of flux and reinvention.

New construction is always taking place, the most notable 

project being the recently-opened T-Mobile Arena. The 

20,000-seat venue, located on the west end of the Strip, 

already has a star-studded lineup of events for the coming 

months, welcoming acts ranging from Janet Jackson to  

Guns N' Roses.

However, while the Strip gets the most attention and  

screen time, the downtown area has been steadily undergoing 

a revival over the last five years. New properties including 

the Downtown Grand (our host hotel) are springing up, and 

attractions like the Mob Museum and the Freemont Street 

Experience continually draw tourists from the city’s more heavily-

travelled thoroughfares.

The city’s Downtown Container Park is perhaps the best symbol 

of the area’s metamorphosis. Constructed out of reused shipping 

containers, the park acts as an incubator for new businesses 

(flexible leases are offered to local entrepreneurs looking to 

launch their latest venture) while providing tourists and locals 

with an area to congregate, featuring an enclosed playground 

for kids, an outdoor stage for live music and movies and an 

unforgettable welcoming committee in the form of The Mantis, an 

insectile scrap metal sculpture which is ‘wakened’ each night to 

the sound of drums and chants, spewing plumes of flame in time 

with the drummer’s rhythms across the darkening Las Vegas sky.

By the time I make my return trip, the city will have inevitably 

changed, yet the memories of that first visit – from the quiet 

contemplation of the desert to the high-octane thrills of racing 

cars and flying stunt planes – will be with me for quite some  

time. 

Not everything that happens in Vegas stays in Vegas. 
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WE COULDN’T DO WHAT WE DO 
WITHOUT YOU.

Thank you for the dedication and enthusiasm you bring each and every 
day to delivering our promise of bringing the best of Canada to the 
world. 28,000 Air Canada employees agree: you make a big difference 
to everything we do.
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You are our SUPERHEROES
Thank you for all your dedication, hard work and tireless efforts. 

Like the caped crusaders and masked avengers, you make the world 

a better place, one dream-filled vacation at a time.

We’re glad you use your powers for good. 
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What is the most exciting project you are 
currently working on and why? 
The full implementation of our Air Canada Global 
Sales University (ACGSU) is probably our most  
exciting project for 2016. Our travel agency  
partners always tell us that there is a tremendous  
need for more training. We have so many different  
products, fare types and an ever-expanding route 
network. In order for us to be successful together, 
counsellors need to understand all we have to 
offer to be able to effectively represent and 
ultimately sell AC.

Who would you like to sit next to on a plane 
and why? 
Justin Trudeau. I find him to be a breath of fresh 
air and I’d enjoy his views on today’s Canada and 
on the state of the world. I think he’d be very 
pleasant to talk to.

In closing, share your favourite trade story 
with us…  
There are so many good memories, funny and  
heartwarming stories… I don’t want to mention  
any names, so I’ll go with the Circle of Excellence 
nominations. Each year we select a small group of 
travel agencies that represent our partnership ideals. 
These folks know our product better than anyone, 
they have the highest standards of customer service  
and they are undoubtedly loyal Air Canada supporters.  
The COEs get a plaque every year in recognition of 
our partnership and delivering that plaque to their 
offices is always a great moment for us and for 
them. It is kind of our AC Oscars. 

 

If you had a magic wand and could fix 
anything as it relates to your business, what 
would those areas be? 
I would try and improve the airport experience.  
I think that airplanes have come a long way in 
terms of comfort and technology in the past couple 
of decades, but the airport experience has not 
improved at the same pace. Sure, we have a lot 

more automation around the check-in process and 
a premium experience that shelters our most valued 
customers from a lot of the hustle and bustle of the 
airport, but I don’t think anyone really enjoys the 
security screening, customs and immigration lines 
and the long walks to the gate. 

Millions of travellers. 1,500 flights daily. To over  
200 airports around the globe. Your partnership 
makes it all possible.

“The full  
 implementation  
 of our Air Canada  
 Global Sales  
 University (ACGSU)  
 is probably our  
 most exciting  
 project for 2016.” 

Virgilio Russi  
and Amr Younes 
celebrate the spirit 
of our exceptional  
relationship and 
share a few personal  
insights about the 
industry and how 
they work with  
industry partners. 

Virgilio Russi 
Senior Director, Canada, Sales 
Air Canada  
Base YYZ
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What is the most exciting project you are 
currently working on and why? 
The full implementation of our Air Canada Global 
Sales University (ACGSU) is probably our most  
exciting project for 2016. Our travel agency  
partners always tell us that there is a tremendous  
need for more training. We have so many different  
products, fare types and an ever-expanding route 
network. In order for us to be successful together, 
counsellors need to understand all we have to 
offer to be able to effectively represent and 
ultimately sell AC.

Who would you like to sit next to on a plane 
and why? 
Justin Trudeau. I find him to be a breath of fresh 
air and I’d enjoy his views on today’s Canada and 
on the state of the world. I think he’d be very 
pleasant to talk to.

In closing, share your favourite trade story 
with us…  
There are so many good memories, funny and  
heartwarming stories… I don’t want to mention  
any names, so I’ll go with the Circle of Excellence 
nominations. Each year we select a small group of 
travel agencies that represent our partnership ideals. 
These folks know our product better than anyone, 
they have the highest standards of customer service  
and they are undoubtedly loyal Air Canada supporters.  
The COEs get a plaque every year in recognition of 
our partnership and delivering that plaque to their 
offices is always a great moment for us and for 
them. It is kind of our AC Oscars. 

 
What does partnership with the trade look like 
for you and the Air Canada Vacations team? 
The Air Canada Vacations Sales team works very 
hard to nurture the relationship with our trade 
partners, to understand their unique business 
requirements and proactively work together to 
provide solutions for our mutual customers. It’s 
a two-way street and the more responsive we 
are to their needs, the better equipped they are 
to represent us to their customers. I think this is 
imperative to growing our partnership.

How do you encourage creative thinking  
in your organization?
Thinking outside the box and challenging the 
status quo are things we very much encourage. 
I believe it’s important to reward risk takers, and 
create a safe environment for people to disagree 
with you. 

As someone who has travelled  
extensively – can you think of any one  
moment that stands out? 
During a recent trip to South East Asia, I spent a few 
days in Cambodia and fell in love with this country 
and its people. It’s rare to discover an unspoiled  
destination these days – and Cambodia seems to  
have so much to offer. A personal highlight was 
visiting Ta Prohm at Angkor in Siem Reap –  
unbelievable! A quick Google will explain what I mean.

So tell us in closing, without agencies,  
Air Canada Vacations cannot… 
Be profitable. Travel Agents not only represent  
the majority of our sales, they also provide us the 
highest yield. Our best agents seem able to better 
qualify their clients, highlighting those elements  
of our product that translate to the best value  
for each travel dollar. Given their thorough  
understanding of their individual clients,  
“best value” doesn’t necessarily mean cheapest  
price – and they’re skilled at identifying the  
difference. The overall quality of our product coupled  
with our history of safety and reliability are kept 
top-of-mind when we leave it to our agents to 
close the deal.

more automation around the check-in process and 
a premium experience that shelters our most valued 
customers from a lot of the hustle and bustle of the 
airport, but I don’t think anyone really enjoys the 
security screening, customs and immigration lines 
and the long walks to the gate. 

Millions of travellers. 1,500 flights daily. To over  
200 airports around the globe. Your partnership 
makes it all possible.

“ Thinking outside the 
box and challenging 
the status quo are 
things we very much 
encourage.” 

Amr Younes
Vice-President, Sales  
Air Canada Vacations  
Base YUL
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FROM ALL OF US, TO YOU.
Here are two offers just for you:

20% Discount Flex Fares – system-wide, 
Air Canada only
Booking period: May 2 – May 8, 2016

Travel period: September 6 – December 10, 2016

25% Discount Premium Economy 
Air Canada only
Booking period: May 16 – May 22, 2016

Travel period: September 10 – December 10, 2016

For applicable terms and conditions please visit aircanada.com/agents  
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TRAVEL MORE.
Redeem your ACV&ME Points  
for travel with Air Canada Vacations  
and SAVE 25%!

5,000  3,750 points = $50 travel voucher 
Redeem between May 2 – May 31, 2016

Phone: 1 (877) 752-7710 
aircanadavacations.com/agents

Subject to change without notice. Offers expire at 11:59 p.m. ET on the date indicated. Flights operated by Air Canada or Air Canada rouge. For applicable terms and conditions, consult 
www.aircanadavacations.com. Holder of Quebec permit #702566. TICO registration #50013537. BC registration #32229. ®Air Canada Vacations is a registered trademark of Air Canada, 
used under license by Touram Limited Partnership, 1440 St. Catherine W., Suite 600, Montreal, QC. Issued: May 1, 2016.
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with our daily agent newsletter, giving you the latest news, 
promos and incentives. aircanadavacations.com/buzzStay in the know

[ redeem ]

CASH IN YOUR POCKET
•  6,000 points gets you a $50 VISA Cash Card

• 5,800 points to reload $50

TRAVEL THE WORLD
•  5,000 points gets you $50 in travel anywhere 

with Air Canada Vacations

•  Redeem between May 2 & 31 and get a 
$50 travel voucher for just 3,750 points

AEROPLAN MILES
•  5,500 points gets you 2,500 Aeroplan® Miles

[ earn ]

for all air-inclusive packages of 7 nights or more
600 POINTS

for all air-inclusive packages of 3 to 6 nights
400 POINTS

for every Air & Cruise package of 7 nights or more
600 POINTS

for every passenger of a group
300 POINTS

13094_Celebrating TA - Pax_EN_V3.indd   2 2016-04-12   9:52 AM
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Offer is subject to change without notice. For applicable terms and conditions, consult www.aircanadavacations.com/agents. Holder of Quebec permit #702566. TICO registration #50013537. BC registration #32229. ■ ®Air Canada Vacations is a registered trademark of 
Air Canada, used under license by Touram Limited Partnership, 1440 St. Catherine W., Suite 600, Montreal, QC. 13094

Are you an ACV&ME member? 
Register today. aircanadavacations.com/agents

1 877 752-7710
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L iving and working together with your significant 

other is no easy feat.

It takes a special bond to spend hours side by side 

facing the pressures of business, followed by time together 

at home on evenings and weekends.

But a special bond is exactly what JR and Nina Arora, 

owner and president/CEO and COO respectively of 

Airliners and Atourz, have with each other; when you 

spend countless 20-hour days building your business 

together, you have to be a strong pair.

“We’re going to start teaching a class!” JR jokes about 

the benefits of working alongside your partner.

Travel has always been a part of the Arora’s lives. Before 

meeting in Delhi, India, JR held a variety of tourism-related 

positions, including management roles at hotels and 

airports, while Nina worked for Jet Airways. When the 

couple decided to pursue new opportunities abroad 

in 1987, they charted a course for New York; however, 

when those opportunities failed to materialize, they were 

faced with a decision: they could either return to India or 

look elsewhere. As it turns out, the travel industry would 

indirectly nudge them toward Canada, in the form of a 

Tourism Toronto advertising campaign, JR recalls.

“We had a couple of friends in the U.S. who were in travel 

so we tried it but I didn’t like what I found; the money 

was not as good as what I was used to and the perks and 

privileges weren’t there – it was like starting from zero. We 

thought about heading back to India,” he says.

“I still remember the commercial which Toronto Tourism 

used to run in New York; we were getting fed up with the 

U.S. but then there was this ad that said ‘Welcome to the 

world next door.’”

After working for a Toronto-based agency for nearly nine 

years, JR founded Airliners in 1999, providing air ticket 

sales to travel agents.

Likening the travel industry to a game, Arora says 

that while he still enjoys the industry, he longs for the 

challenges posed by the early days before e-tickets, 

when competition was fiercer.

“There’s the travel industry before the e-ticket and after 

the e-ticket,” he explains. “The fun part isn’t as prominent. 

In the early days, there was more competition. I think the 

fun part has disappeared. Right now it’s not about ‘travel’ 

as much as it’s about business.”

The changes posed by technology are countered by 

what Arora calls the “human touch” offered at Airliners 

and Atourz, right down to details such as live operators 

answering phone calls. It’s this approach that he says 

will win in the end.

“My emphasis has always been on individual service. 

You won’t find a voicemail when you call our office – 

there’s always a human answering the phone within three 

rings,” Arora says. “With all the technology around us, you 

can’t lose that human touch. That’s what’s kept us going.  

If something goes wrong, they know someone is there  

to look after them.”

“I think people are coming back to traditional ways  

of doing business,” Nina adds.

Still, Arora concedes that the best business plans  

and strategies are those which are fluid and flexible, ready 

to change and evolve with the industry.

“Business is forever evolving and it’s about thinking on  

a weekly, daily or even hourly basis; I don’t believe anyone 



can have a set strategy or vision,”  

he says. “The evolution happens, 

you try one thing and if it doesn’t 

work, you try something else. That  

keeps you going. It’s an ongoing 

process.

“It’s like a game – you come and 

play; sometimes you win and other 

times you don’t.”

And through it all, the Aroras’ 

partnership remains strong. While 

some may wonder how the husband 

and wife team manage to combine 

both their work and home lives, JR 

and Nina say it’s something they don’t 

over-analyze.

“It’s easy; people make too much of it,” 

JR says. “It can work to your advantage 

if you have a life partner who is also  

your partner in business. You’re able 

to confide certain things you may 

not be able to with someone you 

hired. I don’t think it’s ever been a 

disadvantage…. You have to be able 

to throw a switch when you enter 

the car on the drive to work; your 

home relationship switches to work 

relationship.”

“We leave our work problems 

at the office before we head 

home,” Nina adds. “I don’t think 

there’s ever been a time when we  

thought ‘that’s enough.’ We’ve 

always looked forward to going into 

the office and then heading back 

home together, whether it was 5 p.m. 

or 2 a.m.”

And when you can extend that notion 

to your entire workforce, the benefits 

of a team which feels valued are 

reaped by all.
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“Airliners started with seven employees; they all moved 

with him,” Nina says. “Since then, many of them have 

been with us. We have about 30 employees now and 

even the newest staff have already been there four or 

five years. They’ve never been treated like ‘employees,’ 

they’re family. If it wasn’t for them, we wouldn’t be where 

we are.”

And it appears entrepreneurship and travel will be part 

of the Arora family for some time: the couple’s daughter, 

Richha, owns and operates Arora Wedding & Event 

Planning, which in addition to organizing weddings 

and corporate events in Canada, includes destination 

weddings amongst its services. While Nina jokes that 

while the sight of her parents working until the wee hours 

of the morning on a regular basis may have frightened 

her away from becoming a traditional travel agent, the 

experience of growing up alongside the family business 

clearly made an impact.

Arora sees a number of developments for the travel 

industry at large. He is confident that destinations like Iran 

and Afghanistan will become must-visit places for world 

travellers, as well as big changes for the traditional travel 

agent due to evolving technology.

“There’s no demand yet but I have a feeling that these two 

markets will be humongous, once the safety aspects are 

taken care of,” he says of the aforementioned countries. 

“They’re emerging as China and India once did – there’s 

lots of history there.

“By 2020, from the air side of things, I believe the traditional 

agency and the OTA will become obsolete,” he continues. 

“For FIT, however, you will still need humans working on it. 

But for air, the revolutions in technology will render agents 

redundant, because airlines will have enough distribution 

outside of agencies and the GDS for air-only travel.”

When it comes to the topic of the future of Airliners and 

Atourz, JR is quick to speak about what the next few years 

will bring. However the special partnership he has with 

Nina comes into play as she gently suggests it may be 

too early to reveal those plans.

“We’re already working on it,” JR hints with a smile. 



IN THE CITY THAT HAS EVERYTHING, 

THERE’S SOMETHING FOR EVERYONE.

ENTERTAINMENT
Las Vegas is known for 
entertainment; no other 
city can compete. With an 
amazing variety of shows, 
and new ones constantly 
added, there is something 
here for every taste.

DINING
Dining in Las Vegas 
can be one of the most 
unforgettable experiences 
of your trip. With some of 
the biggest names in 
food, your meals are sure 
to be memorable and, of 
course, delicious.

SHOPPING
The best shopping from 
around the world is all in 
Las Vegas. From high-
end offerings to amazing 
discounts, you’ll � nd all 
the shopping you could 
want. And a great reason 
to come back. 

ATTRACTIONS

From kayaking to zip lining 
to car racing to watching 
the Bellagio’s world-famous 
fountains, Las Vegas gives 
you a roller coaster of 
experiences – including, 
you guessed it, actual 
roller coasters.



New bookings only. Subject to availability at time of booking. Subject to change without notice. Flights operated by Air Canada or Air Canada rouge. For applicable terms and conditions, consult www.aircanadavacations.com. Holder of 
Quebec permit #702566. TICO registration #50013537. BC registration #32229. ■ 1Valid for groups of 9 rooms and less ■ ®Air Canada Vacations is a registered trademark of Air Canada, used under license by Touram Limited Partnership, 
1440 St. Catherine W., Suite 600, Montreal, QC. 11959

aircanadavacations.com/agentsCall 1 877 752-7710 
Option #2 for groups

Why We’re the Best 
for Las Vegas Groups
NON-STOP FLIGHTS   

    Las Vegas
  Daily fl ights from YUL, YYZ, YYC, YVR

POINTSFREE seat 
selection

DEPOSIT $100 per person1

group quote 

 VALIDITY7-DAY 

MAPLE LEAF™ LOUNGE access 
with upgrades to Business 
Class and Premium rouge

CONNECTING 
FLIGHTS from 
66 Canadian cities

MORE
ADVANTAGES

DEDICATED 
groups 
coordinator

Stay from 
3 TO 30 
NIGHTS

Leave from
DIFFERENT 
CITIES
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Text & photos: Blake Wolfe

O f the first things that often come to mind when one 

thinks of Jamaica, three of them were found together 

during a recent visit to the island: Sandals, Montego 

Bay and reggae music performed by a member of the 

Marley family.

Sandals Montego Bay, the company's flagship resort, is where 

it started for the all-inclusive chain in 1981. Fast-forward 35 

years later: while the property’s past is fondly remembered 

and its history honoured, there’s nothing outdated about 

the resort – and from the amount of ongoing renovations 

and construction of another new building currently taking 

place, the evolution of Sandals Montego Bay appears to 

be a perpetual process.
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During my visit, the property’s legacy was linked with 

another Jamaican icon, as Sandals and the Marley family 

embark on a new promotional campaign, kicked off with 

a beach party featuring Skip Marley, grandson of none 

other than Bob Marley.

The resort’s close proximity to Montego Bay’s Sangster 

International Airport – where a designated Sandals lounge 

offers refreshments to incoming guests of the company’s 

nearby properties – provides an easy selling point for 

travellers looking to unwind as soon as they land (later this 

year, remote check-in at all Sandals resorts will become 

a reality). And while some properties may see aircraft 

flying overhead as a detriment to drawing vacationers, 

the friendly staff at Sandals Montego Bay have turned 

it into a game, offering a wave every time a departing 

plane passes over the resort.

The property’s 251 bright, spacious suites fall into 19 room 

categories, situated in four villages along with several 

standalone cottages, all facing the largest private white 

sand beach on the island’s north coast. For the guests of 

some suites in the Beachfront Village and Villas, Sandals’ 

Butler Elite service provides a professional English butler 

to cater to guests every need.

That’s not to say the property’s other rooms can’t provide 

an incredible experience. Spacious, clean interiors and 

comfortable king-size beds await guests after a day on 

the beach or taking part in any of the numerous activities 

on offer. And in keeping with the Sandals philosophy of 

romance, shower stalls and Tranquility Soaker Tubs built 

for two are found in most rooms.

According to Khadine Daley, Sandals Montego Bay’s 

regional PR director, the property caters to guests looking 

for more of an “upbeat” vibe on their vacation, as 

evidenced by a weekly schedule of nightly entertainment. 

While the beach has started to quiet down by 10 p.m., 

there’s still plenty of guests enjoying a fireside drink  

or snack.
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In addition to the swimming pools, tennis and volleyball 

courts, certified scuba divers can explore the shore 

(programs for beginning divers and certification are 

available for an extra fee) and for those wishing to visit 

the island outside of the resort, Island Routes Caribbean 

Adventures offers more than 300 excursions to eight 

destinations departing from Sandals Montego Bay.

For guests looking to relax and truly unwind, Sandals’ Red 

Lane Spa offers a variety of services and treatments while 

those travellers who want to stay on top of their workout 

regimen can access the resort’s 24/7 fitness centre.

Numerous dining options are also available for hungry 

guests, with nine different restaurants on offer; from the 

a la carte Italian at Cucina Romana to the beachside 

seafood offered at Stew Fish and the British pub fare found 

at Cricketer’s Pint.

Weddings are a big market for the resort, Daley says, 

adding that the property sees an average of one 

ceremony a day, with the peak season taking place 

in June and July. Sandals Montego Bay is also home to 

the Frank Warren Chapel, the only on-property wedding 

chapel in the Sandals resort portfolio.

And for guests looking to explore other nearby Sandals 

properties, Montego Bay offers full exchange privileges via 

the ‘Stay at One, Play at Three’ program, allowing guests 

to experience Sandals Royal Caribbean and Sandals 

Carlyle during their stay on Jamaica’s northern shores.

When it’s time to leave, guests can enjoy one last bit 

of Sandals hospitality at the air-conditioned departure 

lounge, complete with showers, sofas and big-screen 

plasma TVs.

Parting may be such sweet sorrow, but I look forward to 

my return to ‘The Flagship,’ where the inevitable changes 

and growth will pair something new with a familiar piece 

of paradise along that powdery shoreline. 
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Michael Pihach

High up in the Coast Mountains of British Columbia lies the coolest gay pride festival in Canada, 

if not the world. Whistler’s annual pride and ski week, which celebrates 25 years next year, 

draws thousands of gay and lesbian skiers and snowboarders into 8,176 acres of picturesque 

mountain bliss every year. Quaint Whistler Village is easy to navigate by foot, and the festival 

is packed with drag comedy shows and sweaty dance parties, such as WhiteOUT and Snowball 

(open to all) and Purrlesque and Snow Belles (open to ladies). The next Whistler Pride and Ski 

Festival takes place Jan. 22-29, 2017.

Photo by Tourism Whistler Photo by Tourism Whistler / Mike Crane
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When you think of gay-friendly destinations, Columbus, Ohio, doesn’t immediately come to mind. So be 

prepared to have your mind blown when you discover its ballooning LGBT arts and culture scene. With one 

of the largest Pride parades in the Midwest, Columbus, or “Cbus,” as locals call it, is full of rainbow surprises. 

Home to Ohio State University, in addition to big-name brands, such as Victoria’s Secret and Hollister, the 

city is constantly in flux with new and diverse people. German Village is an eclectic neighbourhood of 

restored cottages that was revitalized by a well-known gay couple, the late Fred Holdridge and Howard 

Burns, in the 1960s and ’70s, and it is where many gay people live today. Bust a move alongside local 

drag queen Nina West at Axis, a glittering gay club, or dine at The Kitchen, a lesbian-owned restaurant 

where guests don aprons and make their own meals. But whatever you do, don’t miss HighBall, the 

city’s annual Halloween bash in the artsy Short North District, an event Fox News once called "one of the 

country's coolest and most fashionable costume parties."

Dallas, surprisingly, is a hot spot for gay and lesbian life. According to the Dallas Convention 

& Visitors Bureau, the city boasts the sixth largest LGBT population in the U.S. and more than 

33 LGBT-related conventions and events have taken place there in the past four years. The 

Cathedral of Hope, the world's largest gay and lesbian church with 30,000 national members, is 

located in Dallas, and the city’s gay village, Oak Lawn neighborhood, has been the epicenter 

of gay life for nearly 30 years. Mark your calendar for this year’s upcoming Dallas Pride festival 

on September 18, 2016. Yee haw!

Nina West columbus, photo by Michael Pihach

Photo by Dallas Convention & Visitors Bureau

Photo by Matt Pasant

Photo by Michael Pihach

Photo by Experience Columbus

Photo by  Dallas Tavern Guild
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Iceland’s gay-friendly attitude is no secret: same-sex marriage was 

legalized there in June 2010, and the country’s former Prime Minister, 

Jóhanna Sigurðardóttir, is a legally-married lesbian. LBGT festivals take 

place year-round in Reykjavik, a hub for friendly people, colourful 

buildings and quirky design.  Rainbow Reykjavik is a four-day festival in 

February hosted by Pink Iceland, an Iceland-based tour operator for 

LGBT clientele. It features gay-friendly dance events and excursions to 

Iceland’s prized waterfalls, erupting geysers and turquoise geothermal 

waters at the world-famous Blue Lagoon spa. In September, there’s 

the Bears on Ice festival, a popular weekend for men, followed by Pink 

December, an LGBT travel program that revolves around the magic of 

the Aurora Borealis (Northern Lights) and the holiday season.

Prominent gay people have played an important role in Vienna’s history, notably Prince Eugene of 

Savoy (1663-1736), a general who freed Vienna from Turkish siege and forced the Ottomans back to 

the Balkans. Today the Austrian capital is a desired destination for gay and lesbian travellers wanting 

to explore the city’s historical architecture, museums and gay-friendly cafes and bars. Many of 

Vienna’s gay clubs are near the Villa, in the district along Linke Wienzeile and Rechte Wienzeile. But 

true to local tradition, Vienna’s classical-meets-disco balls every season are a must, from January’s 

Rainbow Ball to May’s Life Ball, an opulent, celebrity-studded masquerade at Vienna City Hall that 

raises funds for HIV/AIDS research.

Hong Kong’s changing attitudes towards LGBT people combined 

with grassroots initiatives brought on by locals has helped pave the 

way for LGBT travel. A former British colony that operates under a 

different political system than mainland China, Hong Kong plays an 

important role in giving LGBT people space to celebrate diversity, 

from the Hong Kong Lesbian and Gay Film Festival (September) to 

Les Peches, a monthly party series for women/trans people. Hong 

Kong’s November Pride parade, though small and seldom, has grown 

significantly since its humble beginnings in 2008 (the last one in 2015 

drew 9,000 people). For Saturday night partying, visit Zoo Bar, and 

arrive early (by 10pm, it’s a zoo). 

Photo by Michael Pihach

Photo by Gayice.is, Pall Gudjonsson

Photo by Michael Pihach

Photo by Michael Pihach



To learn more call 855 444 0161 or 
visit emeraldwaterways.ca

Our exciting, unique destinations and itineraries, exceptional contemporary 
amenities and service, and amazing range of thoughtful inclusions and 
options are designed so you can completely relax—and revel—in a truly deluxe 
trip. Our award-winning international fleet of Star Ships is the river cruising 

experience you’ve always wanted, and more!

Emerald’s Exceptional Value
•  Innovative on-board features like a heated 

pool with retractable roof and cinema†

•  Boutique hotel like accommodations with 
spacious cabins and our refreshing open air 
balcony system in all our suites

•  All on-board meals at Reflections Restaurant

•  A refined selection of wine, beer and soft 
drinks to accompany lunch and dinner

•  Tea and coffee available at all times

•  Bottled water restocked daily in your cabin

•  Enjoy each port with an included shore 
excursion or walking tour

•  Biking and hiking guided tours with  
Emerald Active

•  Extra special included excursions courtesy 
of EmeraldPLUS

•  Visits to many UNESCO World Heritage Sites

•  Served right to your suite. Continental 
breakfast, pre-dinner canapés and after 
dinner treats with Emerald’s Concierge 
Service*

•  Excellent service from an English speaking 
crew

•  Knowledgeable local guides at each 
destination

•  Complimentary bicycles on board for daily 
use

•  Complimentary WiFi on board

•  All airport transfers to and from your ship

•  Plus we even take care of all gratuities

Terms & Conditions: *Only applies to Owner’s One-bedroom, Riverview, and Grand Balcony suites. †Pool is located on the sun deck for the Emerald Radiance and does not convert into a cinema. New 2017 bookings only. 
All pricing is in Canadian dollars and correct at time of print. Reduced Air promotion – please visit emerwaldwaterways.ca for details or call our reservations team at 855 444 0161. A refundable deposit is required within 48 
hours of booking and full payment required within 90 days of departure. Offer may be extended, canceled or withdrawn at any time without notice. Visit emeraldwaterways.ca for full booking Terms and Conditions. Emerald 
Waterways, Suite 1025, 401 West Georgia St., Vancouver, BC, V6B 5A1. © EMERALD WATERWAYS 2015 | ALL RIGHTS RESERVED | BC CONSUMER PROTECTION #40178. AD CODE ECAMA010.

2017 RIVER CRUISES 
NOW ON SALE

2017 Air Savings Promotion.  
Details online at emeraldwaterways.ca 

New Star-Ships now sailing in Portugal and Southern France 
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Now offering nonstop flights to Frankfurt, Germany from 5 Canadian 

destinations.
• Three classes of service: Business Class, Premium Class and Economy Class
• Great connections with WestJet  to over 30 destinations throughout Canada
• Over 100 connecting destinations across Europe
• Great one way fares
• Earn and redeem Miles & More on Condor flights
• Very affordable Premium and Business class fares
• Experience the “Service Champion 2015” Winner

Book us in your GDS or on condor.com. Questions? E-Mail us: reservation_usa@condor.com or call us: 1-800-524-6975

Born to fly.



New bookings only. Subject to availability at time of booking. Subject to change without notice. Offers expire at 11:59 p.m. ET on the date indicated. Flights operated by Air Canada or Air Canada rouge. For applicable terms and conditions, consult 
www.aircanadavacations.com/agents. Holder of Quebec permit #702566. TICO registration #50013537. BC registration #32229. ■ 1Valid for travel from November 1, 2016 and completed by December 31, 2017. 2Valid on packages to selected 
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groups 
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aircanadavacations.com/agentsCall 1 877 752-7710 • Option #2 for groups

If you get a lower quoted price for your group booking 
for Mexico or the Caribbean, contact us and we’ll match 
it up to $100 per person automatically.

We’ll adjust our price within 24 hours.

IT’S EASY
 STEP

1 

 STEP

2 

Email groupspricematch@vacv.com 
with the competitor’s quote along with 
your quote from Air Canada Vacations.

Family 
Reunion Special

POINTS per 
passenger300

Book a group by July 31 and

SAV E
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per adult1
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per child
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$100
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A s CEO of TravelBrands, 

Zeina Gedeon takes 

care of her customers 

and employees with infectious 

positive energy and her “tell 

it like it is” attitude. How does 

she describe her personality? “I 

am so full of life!” Gedeon told 

PAX. “Life is too short…I enjoy 

it to the fullest!” 

Gedeon said she was “deeply 

touched by the outpour  

of congratulations [she] 

received from the travel 

agency community” when 

word spread that she won Personality of  

the Year. 

“It is such a wonderful feeling to be so 

appreciated for just doing my job,” Gedeon 

said. 

 
 

I started working one summer in Beruit, Lebanon 

while I was in university at a family agency run 

by my aunt. I was fascinated by the way she 

reached out to the world to build vacation 

dreams. I would watch in awe as she would 

build that perfect customized trip. When I 

arrived in Canada from Lebanon, it was the 

only work experience I had, so I decided to 

pursue it. That was 1988.

  
 

 
I am a computer geek.

 

Restructuring a company. It is always challenging 

to bring a company from the rock bottom to 

success, all while maintaining integrity, keeping 

talent within the organization and embracing 

our clients. 

 
 

Love the people, the travel agents, the travel 

partners and the passion they have for the 

business.

 

Building a company, its culture and most 

importantly engaging its employees. I am 

nothing without my employees.  We have a 

saying in my old country, one hand cannot 

clap. I need my team to make a very loud  

noise.

 
 

Passion, innovation… change or die!

 
 

Tenaciousness, hard work, willingness to go the 

extra mile.

 
Where do I begin?! Love Jamaican food, the 

beaches in Turks, the hospitality of Mexico, 

the hustle and bustle of New York, Harrods of 

London, the macaroons of Paris, eclectic Hong 

Kong, do I need to continue…?

 
 

Butch Stewart.
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C arl Henderson has worked 

in the travel industry for 18 

years, spending the past 

four years as an expert in travel 

to Tahiti. 

“It’s very humbling to be 

recognized by agents across 

the country,” Henderson told 

PAX on winning the award. “It’s 

fabulous.” 

Henderson submitted responses 

to this article via email while 

away on a work-cation in the Marquesas Islands 

in French Polynesia last month. 

 
I didn’t know what I wanted to do [after 

university], so I set off travelling, working odd 

jobs to finance my travels. After doing that for 

about two years, I decided I should just work in 

the industry and do what I love. I have never 

regretted that decision. 

 
 

What they may not realize is how much I work 

outside of normal hours – nights, weekends and 

while I am away travelling.  That can get stressful 

and sometimes burn me out.

 
Seeing the world, meeting great people and then 

sharing the world with great clients. That is what 

I love about the travel industry. As I write these 

answers I am sitting on a freighter/cruise docked in 

the island of Ua Pou in the Marquesas Islands – the 

world’s most remote inhabited island archipelago. 

I am travelling with a very small group of agents 

and suppliers who are all now friends. And this is 

my work – what can you not love about that!?!  

 
 

When I left full-time employment and a 

salary position to start my own business as an 

independent agent and seeing my business 

continually grow year after year.   The ups 

and downs, and success, have all been great 

memories. 

 
If you love working with people (clients and 

suppliers alike) as well as travel, your success 

will shine through when you accompany it with 

some hard work. Our industry has been, and 

will continue to go through, a lot of ups and 

downs and changes. But if you are positive, work 

hard and love what you do, you can achieve 

success.

  

Honesty, integrity and a fun outgoing nature. 

Life is too short not to have fun and enjoy it.

 
Sept 2015 to Sept 2016 when I took a year off 

from my job at the TPI Head Office and set 

off with my partner to travel the world. We 

were gone for 365 days exactly and visited 

35 countries, built countless memories, met so 

many amazing people and learned so much 

about the world and different cultures. More 

than a decade later we still keep in touch with 

many people and my experiences on that trip 

are a great asset to me when working with 

clients. I can’t wait to one day do it again! 

 
 

Ellen DeGeneres. She has so much fun, is a huge 

success. She’s a good person and really seems 

to enjoy life with everything she does.
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A pryl Cerra is a graduate of 

Humber College’s Travel 

and Tourism program 

and has now worked in the 

industry for more than five years. 

Since 2012 she has specialized 

in group bookings and thrives at 

building new relationships with 

agencies. 

“I am honoured to be recognized 

by our customers and peers in the 

industry for this award,” Cerra told 

PAX. “The acknowledgement 

has been extremely positive and 

rewarding.” 

 
It was always my dream to travel. My high school 

put together a trip to Italy (which was on my bucket 

list) and I saved all my money so I could go. I had 

travelled around Eastern Canada and Europe when I 

was younger but this trip definitely gave me the travel 

bug while making my career decisions in grade 12. 

 
 

Others in the industry may be surprised to know that 

a Sunwing Group Sales Representative services more 

than 300 groups daily. This might consist of existing 

bookings – making changes, updating, answering 

inquiries, and other administrative tasks; or new 

group requests, which require qualifying, quoting, 

and confirming. On a daily basis, we each take 

dozens of calls and respond to hundreds of emails. 

 
 

A large conference of more than 300 participants in 

Punta Cana that had many individual requirements. 

Sunwing’s great relationships with suppliers in 

combination with the airline together made us 

successful in turning a conference into a memorable 

vacation for the group. Our communication, open 

mind, and teamwork turned this into an annual 

group booking.

 
It is changing constantly. There is always a new hotel 

being built, tour being introduced, destination on the 

rise and promotions being offered. You always feel 

involved and the industry keeps you looking forward 

to your next world experience. 

 
Assisting a missionary group to Puerto Plata that had 

specific necessities for their travel arrangements. 

As a sales team, one of our main goals is to sell our 

product, but it is satisfying to know that with our help 

this missionary group was able to have a successful 

trip, all for a good cause. They succeeded in helping 

people in need and we were able to contribute 

to that.

 
It is very important to be empathetic with our clients 

in the many circumstances we are faced with daily. 

Quality service between the sale and when travel 

is complete is as important to the customer as the 

vacation itself. It is also very important to have 

product knowledge to assist to the fullest and make 

appropriate suggestions. 

Honesty, integrity, humility, and humour. 

 
Italy. I visited Rome, Florence, and Venice on my trip 

and adored every one. The history and culture was 

breathtaking. If I had to choose one specific sight it 

would be the Sistine Chapel in Vatican City. 

 
My father, Claudio. He is the most motivated person 

I know. My work ethic, problem solving, positivity, 

logic, accountability, and kindness (to name a few) 

are all a product of him.
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Marilisa De Simone started 

working in travel 18 

years ago and has 

held various roles ever since, 

from senior travel consultant to 

marketing manager to working as 

a destination rep in the Dominican 

Republic.  

Today she’s a business 

development director for Carnival 

Cruise Lines. “It’s truly an honour 

to know that my incredible travel 

partners and peers nominated 

and voted for me,” De Simone 

told PAX on winning her award. 

 
I was in my final year of high school, I was in the 

high school orchestra band, and we travelled to 

Italy and Switzerland to perform live concerts. At 

that point I had already enrolled in university to 

become a teacher but when I returned home 

from my final oversees concert tour, I decided I 

wanted a career in travel. 

 
 

What can be surprising to some, considering 

I work for a large company, is the amount of 

support I receive from my direct boss, colleagues 

and senior leadership team across North 

America and from our international offices.  

From day one, the support at Carnival Cruise 

Line has been absolutely incredible, especially 

being one of the newer kids on the block.  

 
 

Travel is the best form of education, not solely 

in regards to what you see within your travel 

journey, but what you learn about yourself!  

I love that I have been able to grow within the 

industry over the years and it has molded me 

into the person I am today.  In addition, some of 

my closest friends are people I have met within 

the industry both locally and abroad.

 
You need to be a people person, educated, 

credible, organized and have a great sense of 

customer service.  There is a tremendous amount 

of competition within the travel industry, in all 

facets. If you aren’t able to provide outstanding 

service, you simply will not be able to stand 

apart from the rest.  

Honesty, driven, great sense of humor and 

respectful.

I love Europe! Having spent a lot of my youth 

overseas, I thoroughly enjoy the history, culture, 

food, artwork and architecture. From small 

quaint villages to larger metropolitan cities  

like Rome and Paris, you will be amazed by the 

beauty of what Europe has to offer.  In addition, 

about five, six years ago I had the opportunity  

to visit the United Arab Emirates, including 

Oman, and it was mind blowing! I encourage 

anyone wanting to visit the United Arab Emirates 

& Oman, to do it. If you miss a piece of home 

while you are there, you can indulge in Tim 

Horton’s in Dubai located near the Canadian 

College. 

 
Both my parents for their determination in 

providing a better life for my brother and I. They 

exposed us to travelling overseas at a young 

age, which I am forever grateful for. Their hard 

work and determination as entrepreneurs 

exemplify the true meaning of hustling – in the 

sense of working upwards to 12-15 hours a day 

to provide for us while growing up.
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S halene Dudley has been 

a certified destination 

weddings and groups 

specialist for a short period 

of time and already has 12 

weddings, five groups and three 

bridal shows under her belt. 

“I’m on a roll!” Dudley told PAX, 

an interior designer by trade 

who previously worked as a 

construction project manager. 

How does she feel about winning 

rookie of the year? “”Amazing!” 

Dudley said. “When your peers 

acknowledge your achievements, 

it's such an honour because there are so many 

people making moves out here. Everyone nominated 

deserves to win in this category.” 

 
My husband and I had a destination wedding in 

2009 and my passion for travel was ignited! We 

started travelling three to five times a year and 

I spent most of my free time helping others plan 

their vacations, family reunions and group trips.  

While I was on leave from my previous career,  

I decided to write my TICO exam, and take that 

risky leap from a salaried position to a career [in 

travel] that is commission-based.

 

I use my experience as a PMP (project 

management professional) to organize myself 

and lead my clients through one of the most 

important projects of their lives. I treat each and 

every wedding, honeymoon and group trip like 

a project and learn how to improve from each 

experience. 

 
I love networking with colleagues and the 

constant opportunities to learn. I also love sharing 

the excitement with my clients as they plan their 

special event. To be able to travel the world is 

a privilege and a blessing. I love to help make it 

happen for those who trust me to assist. 

 
Closing six destination weddings from my first 

metropolitan bridal show. It was a hectic weekend 

and such a rush!  I had great support from Janet 

Martin, my Hard Rock All Inclusive Collection BDM 

and my family.

  
A positive attitude, a genuine interest in your 

clients and their desires, constant education, 

successful networking, a marketing plan and a 

strong sense of self.

  
The absolute love of teaching and assisting I have 

witnessed in other agents – especially the ones I 

have met at The Travel Agent Next Door. Everyone 

is so open and helpful and I hope I am returning 

the favour. 

 
So far my favourite destination is Puerto Vallarta.  

I absolutely love all of the AMResorts properties. But 

my favourite memories will always be from  when I 

married my best friend at Sandals Royal Caribbean 

and followed that with another group trip to Sandals 

Ochi with some of our returning guests!

My mommy. She is a cancer survivor and 

went right back to work as the same strong, 

unapologetic, natural leader she was before she 

left for treatment.  She never thought for a minute 

that she wouldn't win. In her time of need, she did 

what many of us aren't strong enough to do – let 

the ones you love help you when they can. It's 

never a sign of weakness to be exactly what we 

are – human. 



Your customers can now fly three time weekly from 
Montreal to over 150 destinations worldwide, via Doha. 
Passengers can enjoy seamless transfers through Doha’s 
state-of-the-art Hamad International Airport to their 
favorite destinations. Travelers may also connect
from any city in Canada to Montreal for their
Qatar Airways flight.  

Going  
Places Together

QA1220_GoingPlacesAd_ENG.indd   1 4/15/16   11:40 AM



For us WestJetters the month of May isn’t simply the start of beautiful weather, an ending to 
spring and a welcome to summer – it’s travel agent appreciation month and we couldn’t be more 
excited to once again invite you to enter our Hooray for TAs contest.

Submit your flight and vacation package bookings made between May 2 and 31, 2016 for a chance to win one of 30 amazing prizes including 
20 flights and 10 vacation packages.* For even more ballots into the contest make sure to play the weekly WestJet trivia game.

Enter today at westjetagentcontests.com

Hooray for TAs is back!
Enter the contest for a chance to win one of 30 amazing prizes.

*Contest terms and restrictions apply. To enter and be eligible to win, a person must be a legal resident of Canada who has reached the age of majority in their province 
or territory of residence at the time of entry and be employed as a travel agent with a valid IATA or TIDS number with WestJet. All WestJet and WestJet Vacations book-
ings made between May 2 - 31, 2016 must be submitted on the online entry form located on westjetagentcontests.com by June 2, 2016 in order to be eligible. Additional 
restrictions apply. Visit westjetagentcontests.com for full contest details. Quebec licensee. Ontario travel agents are covered by TICO. Mailing address: 6085 Midfield 
Road, Toronto ON L5P 1A2. TICO registration number: 50018683.
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F rom a consumer perspective, insurance can appear 

to be a contradictory product; a purchase one 

makes but never hopes to use.

While law dictates that one must be insured to drive a 

vehicle, it’s not legally required to take out a policy ahead 

of that next big vacation.

But considering the time and money invested in both 

planning and saving for that trip, a few extra dollars is a 

very small price for clients who want to ensure they have 

a good time.

Out of all the coverages 

available, travel insurance 

is the most commonly 

and frequently utilized, 

according to Jacques 

Gilbert, AVP travel sales & 

relationship management 

at  Manu l i fe  Trave l 

Insurance.

“People are using travel insurance every day,” he says. 

“We’re all over the news all the time; we have cases 

every day.”

While injury is perhaps the most prominent image one 

conjures when the term travel insurance comes to 

mind, it can be something as mundane yet disastrous  

as a cancelled or delayed flight or a damaged hotel 

room which makes or breaks a vacation – both fairly  

common occurrences covered by Manulife’s  

products.

And using travel insurance is not always about  

claims, Gilbert says; above all, it’s the communication 

aspect which he says can swing an insurance sale:  

when disaster strikes, people just want someone to help 

and reassure them during such a difficult time.

In one instance, Gilbert 

recalls a traveller who was 

caught in the aftermath 

of an earthquake which 

occurred during their travels 

and while they were unhurt, 

they immediately turned 

to their insurance policy’s 

24-hour assistance hotline  

for advice on what to do 

next.

“That voice on the other end of the phone line is  

a godsend,” he says. “It’s fine to be able to get your 

money back, but who is going to do it for me? Who do I 

talk to? More and more, assistance is becoming a big 

piece of this.”

 
 
 

business sense
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Similarly, the company’s Standby MD program connects 

travellers to doctors any time of day or night by phone, 

and can even connect them with a healthcare provider 

in-destination.

Selling directly through travel agents, Gilbert says that the 

products offered by Manulife (which are reviewed and 

adjusted according to regular focus groups, he adds) are 

designed to cover every conceivable situation a traveller 

may find themselves in.

The main reason behind travellers’ refusal to  

purchase insurance is not that because they feel they 

won’t need it, but rather a belief that they’re already 

adequately covered through existing policies they 

may have, Gilbert says. The agent’s job then, he says,  

is to explain the product thoroughly (multiple training 

modules and educational sessions on the product  

are offered to agents, Gilbert adds) and what potential 

situations the product covers; indeed, the two main 

reasons why an agent may gloss over the insurance 

aspect when selling travel are due to unfamiliarity  

with the product and constant refusal by clients to 

purchase a policy. 

As for cost concerns, “if you explain it properly, it will never 

be about money,” Gilbert says.

And in Gilbert’s experience, once a traveller purchases 

insurance for a vacation, they are typically repeat buyers 

– good news for agents with regular clients.

“You learn about new resorts and products all the time – 

why not learn about insurance?” Gilbert says of staying 

current with policies. “While you may not sell it to everyone, 

you want to explain it so that they’ll understand what they 

said ‘no’ to.”

More information is available at www.coverme.com.

 
 

 



DISCOVER MELIÁ CUBA
DOWNLOAD OUR NEW APP

TIME FOR

#timeforcuba

MELIÁ CUBATIME FOR
FUN

VARADERO Paradisus Varadero I Meliá Marina Varadero I Meliá Península Varadero I Sol Palmeras I Sol Sirenas Coral KEYS Meliá Cayo Santa María I Meliá Las Dunas I Meliá Jardines del Rey I 
Meliá Cayo Guillermo I Sol Cayo Santa María I Sol Cayo Guillermo I Sol Cayo Coco I Sol Pelícano I Tryp Cayo Coco HOLGUÍN Sol Río de Luna y Mares

Children are always welcome!
Extensive stretches of white sandy beaches with 
turquoise blue water, ideal for playing all day long! 
Areas designed for children to enjoy their favorite 
activities under the care of a highly qualified team. 
Well-appointed accommodations, beautiful swimming 
pools and fun activities for children of all ages.
Free stays or special rates for children.
For a world of imagination and magic allowing 
families to experience a fun-filled vacation together!
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I quietly said to myself as I climbed Kinich Kakmó, a 35-metre 

high Mayan pyramid in the colonial town of Izamal, Yucatan, 

Mexico.

At 700 cubic metres in volume, Kinich Kakmó is one of the 

largest pre-Hispanic structures in northern Yucatan, and today 

serves as a throwback to what remains of the ancient Mayan 

city that once existed between AD 250 and 600. 

The pyramid, which has a flattened top, sits three blocks north 

of Izamal’s famous Franciscan monastery, built in 1561 atop an 

ancient Mayan acropolis. 

The monastery, which was visited by Pope John Paul II in 1993, 

has the second-largest church courtyard in the world, and, 

similar to most of the town’s buildings, is painted sunshine yellow 

and white – a monochrome colour scheme that is believed to 

serve as a salute to the Vatican’s official flag. 

The only thing that isn’t yellow in Izamal are the flamboyant 

pink and green hats worn by the buggy-drawn horses waiting 

in queue around the town’s main square.

The small city of some 15,000 people is the epitome of charming 

– it’s no wonder Izamal is nicknamed a “Magical Town.” 

And you can see all of its wonderment from the top of Kinich 

Kakmó pyramid. That is, of course, if you get there. The 

pyramid’s steps begin to break away half-way up and you 

have to crawl like Spiderman over steep scattered rubble 

to reach the top.  
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And so, putting my fear of heights aside, 

I did just that, and climbed the ancient 

pyramid to a height that seemed to touch 

the hot blazing sun. The top of Kinich 

Kakmó offered wild views of Izamal’s 

sprawling countryside, a rewarding sight 

reserved for gift shop postcards. 

Had I experienced the greatest wonder 

of the Yucatan? Not even close. 

Mexico’s Yucatan is a hotbed for restored 

Mayan pyramids, among other rock-and-

rubble temples and column arcades left 

behind from ancient civilizations. These 

world-famous archeological sites can be 

found in regions all throughout Yucatan – 

Chichén Itzá and Uxmál, to name a few 

– and attract tourists in droves. 

Visitors from the all-inclusive resort scene 

along Mexico’s coastline in neighbouring 

Quintana Roo can easily purchase day 

trips to see these eye-popping Mayan 

wonders.

But more and more tourists are opting for 

the hands-on, experiential route, planning 

their Mexican vacations inland towards 

the heart of Yucatan state in the capital 

of Mérida – a growing trend that isn’t 

slowing down. 

“Mérida is growing very, very fast,” Ismene 

Castro, public relations coordinator and 

secretary of tourism in Mérida, told me 

over lunch at La Chaya Maya, a go-to 

eatery in Mérida for local cuisine where 

local women freshly pat tortilla shells in 

front of guests. 

PAX was invited by the Government 

of Yucatan and Mexico Tourism Board 

last month to stay at Mérida’s tranquil 

Hotel Casa del Balaam (“balaam,” a 

Mayan language word for "jaguar”) 

and explore the city and its nearby 

communities. 

The three-night itinerary included 

memorable sidetrips to the 

aforementioned town of Izamal, Chichen 

Itza – a UNESCO World Heritage Site and 

home of the Mayan Temple of Kukulkan, 

the National Park of Celestun and the 

colonial town of Valladolid. 

These are all within driving distance to 

Mérida, a laid-back Spanish colonial town 

located in the center of Yucatan state 

known for its narrow streets and low-rise 

stucco buildings painted in light green 

and salmon colours. 

Although it’s home to more than 950,000 

people, Mérida still feels spacious and 

delightfully exclusive. But that may 

change as demand for the Yucatan 

goes up. 

WestJet Vacations launched once 

weekly, non-stop direct flights into 

Mérida's Manuel Crescencio Rejón 

International Airport just last December 

in a move “to offer travellers exciting new 

destinations and enhanced connectivity 

from around the country,” says Lauren 

Stewart, media relations at WestJet, in 

an email to PAX.  

Mérida real-estate, for now, is cheap and 

native Mexicans are relocating there, too, 

noted Castro. 

Why? “Security,” Castro said, emphasizing 

that Yucatán is one of the safest regions 

in Mexico (Mérida, notably, won a City 

of Peace award in 2011).   

The clean, pedestrian-friendly city  

is organized by colonias, or 

neighbourhoods, one of the most

Photo: Yucatan Tourism
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Chichén Itzá, a pre-Columbian city built by the Maya people one hour from 

Mérida. The archeological zone is full of restored pyramids, temples, columned 

arcades, including a Mayan-period “basketball court.” The most famous attraction 

is the Temple of Kukulkan, or El Castillo. Twice a year, during the spring and autumn 

equinoxes, a shadow falls on the pyramid’s 365 steps in the shape of a snake – 

dazzling proof of the Maya’s sophisticated knowledge of astronomy. Hot tip: go 

early to avoid the big bus tours and extreme afternoon heat. 

 

Day of the Dead skeletons riding bicycles 

playfully adorn the walls at La Parrilla 

Centro (491-A Calle 60, Col. Centro, 

Mérida ), where the strong margaritas 

will be your best friend. Order a coffee 

and brace yourself for a flaming inferno 

presentation. For romance, visit La Tratto 

(Calle 60 at 55, Mérida), a Mediterranean-

Italian eatery in Santa Lucia park, where 

mariachi bands play impromptu melodies 

by your table.

 
 

Valladolid, a colonial town located 160 

km east of Mérida , is home to the former 

Convent de San Bernardino de Siena, 

built directly on Cenote Zaci, a deep 

underground sinkhole that guests can 

access to explore its cave-like interior. 

 
The National Park in Celestun, a fishing town 90 km west of Mérida, is a 

wildlife reserve of pelicans, turtles, monkeys, crocodiles and, famously, 

thousands of chatty pink flamingos. Guides steering flat boats turn 

deep into dark mangroves, offering tourists a front-row seat view 

of nature’s wonder. Head to town after and enjoy fresh seafood at  

La Palapa (12 105, Benito Juárez, Celestún), an open-air eatery 

directly on the beach. 
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popular being Plaza Grande, which is 

full of locals sitting on “love seats” – 

white s-shaped chairs that curve and 

face each other – chatting with one 

another or checking Facebook using 

Plaza de la Independencia’s free Wi-Fi. 

The downtown streets of Mérida 

transform into a cultural showcase of 

entertainment – from folk dancers, 

bands and singers to “pok ta pok,” a 

Mayan ball game – every night of the 

week. 

Surrounding Plaza Grande are Mérida's 

prized attractions, including its fortress-

like cathedral, the Spanish plateresque 

Palacio Montejo, and the government’s 

palace, a beautiful state building with 

lime-coloured archways and murals 

depicting scenes from Maya and 

Mexican history.

Just beyond the city centre is Paseo de 

Montejo, a fashionable boulevard of 

19th century mansions that have been 

converted into museums.

It’s enough culture and history to work 

up an appetite, as I did at Mérida’s 

La Chaya Maya that afternoon…until 

I naively swallowed a hearty spicy 

habanero pepper.  

As I began to fan my flaming mouth, 

one of my peers at our table, a bright 

salesman named Joaquin from Hispano 

America and WestJet Vacations, quickly 

pushed a salt shaker in my direction, 

and shouted, “Here! Lick it!” 

Licking salt tempers the burn of a spicy 

pepper, which became a useful tactic 

throughout Yucatan as the spiciest of 

dips are, luckily, served with almost 

every meal. 

Other common culinary delights? 

Tortilla chips with pumpkin seed dip 

(a classic Mayan snack) and fresh 

tortilla wraps served warm in a round 

gourd shell. Those, combined with a 

chicharro (crunchy deep fried pork 

skin), cochinita pibil (slow-roasted 

pork dish) and a glass of michelada 

(beer and lime juice) and you have 

yourself a classic Yucatan meal. 

I found the freshest fare in Mérida’s 

bustling Mercado Lucas De Galvéz 

marketplace, where vendors were 

keen on selling me the ripest peppers, 

banana leaves and pineapples - 

some as big as your head! 

But it was dinner at Coco Cuisine, a 

Mérida-based participatory kitchen, 

that won over our hearts and 

stomachs. Founded in November 

2014, the family-run business 

welcomes guests into a low-lit 

backyard attached to what was 

once a family home. Everyone invited 

receives a cooking station loaded 

with kitchen tools, fresh ingredients 

and a stove top, and pursues the task 

of making their own meal. 

“The menu is different every week,” 

said Chef Juan Mendez, who 

supervised the highly-recommended 

experience, which, on our night, 

involved making ham-and-cheese 

crostinis (tapas) and torta de papa 

(potato patties). 

Owner Analucio Munoz Alonso, 

who opened the restaurant that 

night exclusively for our group, said 

it best:  “We don’t sell food, we sell 

experiences,” she said. 

In Yucatan, expect nothing less.



Are your clients looking for a cruise with real get-up-and-go? Introducing Active Discovery on the Danube, an exciting new cruise that allows 
your clients to experience Europe in the most engaged, action-packed, and fun ways imaginable. Bike, hike, and canoe along the Danube. Learn 
how to milk cows and mow grass with a scythe. We o� er the chance for your clients to explore an ice cave, take an archery lesson, descend into 
an underground salt mine…or ascend a mountain during a guided climb. Play nine holes of golf, learn some of the local language—and how to 
prepare regional delicacies at a hands-on cooking class. In every port, they’ll have the opportunity to connect with the locals…and choose the 
interactive activities that appeal to them the most.

NEW FOR 2017!  ACTIVE DISCOVERY ON THE DANUBE 

CITY / HIGHLIGHT

Linz (Embarkation): onboard welcome 
reception

 Engelhartszell–Schlögen Oxbow–Linz: 
choice of visit to local Engelszell abbey to tour 
its brewery, enjoy a tasting, and explore its 
sensory garden, or hiking tour to retrace the 
WWII smugglers route; choice of scenic cruising 
around the Schlögen Oxbow or guided hike on 
the Danube Trail

 Mauthausen–Grein–Cruise the Strudengau: 
choice of visit to St. Florian Monastery, guided 
tour of Mauthausen Concentration Camp, or 

bike tour; guided sightseeing in Grein, visit the 
historical theater and the castle to meet the 
owner at a private reception

 Wachau Valley–Krems–Vienna: choice of 
canoe tour down the Danube, bike tour with 
sightseeing in Dürnstein, Wine World Experience 
with tasting, or local encounter showcasing 
regional products; Wachau Valley scenic 
cruising; onboard glass of local wine

Vienna: choice of bike tour, jogging tour, 
encounter with area business people, or city 
sightseeing tour; choice of early riser walking 

tour with entrance to Habsburg private art 
collection at the Museum of Fine Arts, Habsburg 
collection entrance with time in the Italian & 
Dutch Masters Gallery, or Habsburg collection 
entrance with Military Museum visit

Visegrad–Danube Bend–Budapest: in Visegrad, 
choice of medieval knights tournament, or hiking 
in the national park; scenic cruising around the 
Danube Bend; onboard farewell dinner 

Budapest (Disembarkation): choice of walking 
tour, bike tour, or city sightseeing tour

WWW.AGENTLINGO.CA  |  RESERVATIONS: 800.268.1639
INSIDE SALES: 888.268.1928  |  CANADIANGROUPS@GLOBUSFAMILY.CA

Centre Tower, 3300 Bloor St. W., Suite 2400, Toronto, ON M8X 2X3. TICO#1893755/50015835

For the latest o� ers and promotions, please visit: Agentlingo.ca.

Book by May 31st and 
Save up to 15%!
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Check out some of the top headlines that caught the attention of our readers. Find 
daily national travel industry news updates on PAXnews.com, or PAXnewsWest.com for 
news from Western Canada.

AC HEADS EAST 

NEWLEAF TO FLY?Air Canada celebrated the upcoming launches of flights from Toronto to Prague, 
Budapest and Warsaw this summer. Pictured: Elzbieta Budzillo, operations manager, 
Polish National Tourist Office; Vijay Bathija, vice-president - commercial, Air Canada; 
Jiri Duzar, director, Czech Tourism; Magdolna Fekete, director, Hungarian National 
Tourist Office; Stefania Szabo, Consul General of Hungary; Balint Odor, Ambassador of 
Hungary; Veronkia Holcova; Pavel Hrncir, Ambassador of the Czech Republic.

Low-cost carrier NewLeaf Travel could 
be flying soon, following a ruling by the 
Canadian Transportation Agency which 
will not require air ticket 'resellers' to hold 
an aviation licence. The outcome of the 
recent CTA review states that resellers – 
which the CTA defines as ‘companies who 
purchase seats from an air carrier and 
resell them to the public’ – “will not be 
required to hold an air licence, so long 
as they do not hold themselves out to 
the public as being an air carrier that is 
operating an air service.”

WOW MOVES UP

Discount carrier WOW Air is moving up its 
Canadian launch date with more flights 
than originally planned, due to increased 
demand. According to reports, the 
Icelandic carrier, which announced its 
entry into the Canadian marketplace last 
October, is planning to commence service 
to Reykjavik on May 4 from Montreal and 
May 11 from Toronto with five and six 
flights respectively, up from the four flights 
originally planned.

SUNWING MOVES AT YYZ

Sunwing Airlines flights and operations will be 
moving from Toronto Pearson International 
Airport’s Terminal 1 to Terminal 3 during the 
morning of May 1. The move by the airline 
is expected to offer passengers a host of 
new facilities and family-friendly services 
prior to takeoff.

NEW ETIHAD GM

Etihad Airways has appointed Fatma Al 
Mehairi as general manager for Canada. 
Based in Toronto, Al Mehairi will lead the further 
development of the airline’s commercial 
strategy in Canada. She will also be responsible 
for further growing Etihad Airways’ relationships 
with its travel trade and corporate customers 
and will report to Martin Drew, senior vice 
president of The Americas for Etihad Airways.

TRANSAT APPOINTMENT

Transat has appointed Heidi Lord as business 
development manager - Toronto, North & 
East York. Lord will be responsible for working 
with Transat’s agency partners in Toronto’s 
core, North York and East York. She comes 
to Transat with 18 years of experience in the 
travel industry, 13 of which was within the 
sales realm, including inside, outside and 
key regional accounts.

VACATION.COM EXPANDS 
TEAM

Vacation.com Canada has appointed 
Suzanne Fleming to the role of business 
solutions manager in Eastern Canada. In this 
role, Fleming will further enhance Vacation.
com Canada’s sales support for members 
and supplier partners, particularly in the 
eastern half of the country.

YTZ PRECLEARANCE

Porter Airlines is applauding the increased 
possibility of U.S. Customs preclearance 
coming to Billy Bishop Toronto City Airport, after 
Prime Minister Justin Trudeau and U.S. President 
Barack Obama announced that the two 
countries agree “in principle” on the matter. 
The news came yesterday during Trudeau’s 
visit to the White House, where preclearance 
at Billy Bishop and Jean Lesage International 
Airport in Quebec City was among the topics 
of discussion. Preclearance at the airports was 
discussed between the two countries earlier 
this winter.

news
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Julian Moore, general manager for the property, sat down with PAX during a 
recent visit to Canada, promoting the hotel ahead of its anticipated fourth-quarter 
opening. The property is among the latest tourism developments in St. Kitts, which 
has been growing in reputation as a Caribbean travel destination for sun-seeking 
Canadians. Pictured are Brad Richards, marketing officer – Canada, St. Kitts Tourism 
Authority; Julian Moore, general manager, Park Hyatt St. Kitts Christophe Harbour; 
Paul Minich, marketing consultant – Canada, St. Kitts Tourism Authority.

The Hong Kong Tourism Board (HKTB) and the Taiwan 
Tourism Bureau (TTB) will collaborate to promote 
more Canadian arrivals to the two destinations. The 
announcement was made at an event for travel trade 
in Toronto, where HKTB Chairman Dr. Peter Lam and Dr. 
Wayne Liu, deputy director for TTB took to the stage to 
explain the motivation for the project – and why the 
two organizations chose to introduce the partnership in 
Canada before anywhere else. Pictured are Anthony 
Lau, executive director, Hong Kong Tourism Board; Dr. 
Wayne Liu, deputy director general for the Taiwan 
Tourism Bureau; Dr. Peter Lam, chairman, Hong Kong 
Tourism Board & Michael Lim, director – Canada, 
Central & South America, Hong Kong Tourism Board.

Trafalgar Canada and Tourism Ireland got an early start 
on St. Patrick’s Day at an after-work soirée devoted 
to highlighting the latest tourism offerings in Ireland. 
Pictured are Anita Emilio, vice president sales, Trafalgar; 
Pauline Grondin, storyteller; Dana Welch, manager, 
Canada at Tourism Ireland.

More than 85 travel pros attended a cocktail and 
buffet reception hosted by the Jumeirah Group and 
Emirates airline at Casa Loma castle in Toronto. The 
soiree was organized to give long-haul and luxury 
travel agents, as well as professionals in the meetings, 
incentives, conferences and events business, an 
opportunity to learn more about the Dubai-based 
Jumeirah chain and network with reps from around 
the globe. Pictured: Deborah Edwards, account 
director, VoX; Thomas Civitano, vice president, sales 
and marketing, Americas, Jumeirah; Seta Hana, 
director of global sales, central region, Americas, 
Jumeirah; Paul Larcher, account director, VoX; Susan 
Webb, president, VoX.

A handful of lucky travel agents got the rock star treatment this week, as Hard 
Rock Hotels brought them face to face with American Idol winner David Cook as 
part of a new trade initiative from the company. Pictured: Of Corporate Traveller 
– Danielle Heft, Trevor Brady, Natalie Wieden and Joseph Arsenault; Stephanie 
Fay, Flight Centre; David Cook; Vicki Malcolm and Mandi Cook of Flight Centre; 
Sarah Smith, BDM – Central Canada and Ash Tembe, VP of global field sales, 
Hard Rock Hotels.

Travel agents had an opportunity to expand their 
knowledge of Africa and the Middle East at a 
round robin training event hosted by Goway Travel 
in Toronto. Up to 130 agents spent time with 28 of 
Goway’s suppliers at the rapid-learning session, which, 
this year, included information about Israel, Jordon, 
United Arab Emirates and Egypt. Of Goway Travel: 
Kirsty Perring, Africa product manager; Moira Smith, 
general manager, Africa, Middle East and Europe.

Air France and KLM Royal Dutch Airlines’ recently 
unveiled the newly re-opened and refurbished 
Business Class lounge at Lester B. Pearson International 
Airport’s Terminal 3 in Toronto. Pictured are Vesna 
Pirovic, deputy station manager, TO, Air France/KLM; 
Johnson Chou, Johnson Chou Inc.; of Air France/KLM: 
Ronald Verkaaik, vice-president Outstations Americas; 
Jean-Noel Rault, vice-president/GM; Christina Stewart, 
station manager, TO.

India Tourism Toronto recently hosted representatives 
from the state of Kerala, ahead of the 2016 Kerala 
Travel Mart taking place this fall. Members of the 
travel trade were invited to learn more about both 
the destination and the show, which since 2000, 
has been held every year in the region along the 
southwestern coast of the Indian subcontinent. 
Pictured are Abraham George, president, Kerala 
Travel Mart Society & Anil Oraw, director, India 
Tourism Toronto.
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Introducing

Now available through Encore Cruises

Pioneered by Fathom, 
impact travel is a whole new 
category of travel : it’s travel 
with purpose. Travel that 
transforms lives. Sometimes 
inclu ding your own. Impact 
travel with Fathom provides 
the opportunity to build 
community with like-minded 
travelers, become immersed 
in another culture, and work 
alongside its people to create 
enduring social impact. 
Fathom™ is the newest brand 
in the Carnival Corporation  
& plc family.

Immerse yourself. 
meet people. And cultures.
lIve A reAl Adventure.

7-night Cuba : Miami – Havana – Cienfuegos – Santiago de Cuba – Miami
7-night Dominican Republic : Miami – Puerto Plata – Miami
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SILK WINS

Vancouverites surfed Australia’s Gold Coast and watched the sun set over Sydney Harbour, 
all without getting on a plane. This was just two of the 17 immersive experiences at Virtual 
Australia by Air New Zealand, a first-of-its-kind pop-up virtual reality exhibit presented as 
part of a three-year partnership between the airline and Tourism Australia. Pictured are 
Andrew Pickering, inflight service manager, Air New Zealand; Kristen Malaby, marketing 
communications manager, the Americas, Tourism Australia; Chris Allison, manager – sales 
and market development, Canada, Air New Zealand.

Representatives from the Bahamas Ministry of Tourism met with travel media in Vancouver 
to showcase the many new developments in the archipelago nation. Pictured are Paul 
A. Strachan, director, Canada, Bahamas Tourist Office; Anita Johnson-Patty, general 
manager communications, Bahamas Tourist Office; Graeme Franklin, director of sales, 
Western Canada, Sunwing Travel Group.

Dignitaries, travel agents and tour operators gathered in Vancouver to celebrate the first 
anniversary of Air France’s year-round service between Vancouver and Paris. Pictured 
are Jean-Noel Rault, vice-president & CEO, Air France/KLM Canada; Jean-Christophe 
Fleury, Consulate General France in Vancouver; Craig Richmond, president & CEO, 
Vancouver International Airport.

Silk Holidays was named Best Foreign Tour Operator for 
Canada at the 19th annual Malaysia Tourism Awards. 
Silk CEO Henry Yau was presented with the award at 
the Feb. 17 ceremony, held at the Putra World Trade 
Centre in Kuala Lampur.

TPI APPOINTMENT

Travel Professionals International (TPI) has appointed 
Linda Dinsmore as Western Canada regional sales 
manager. A 30-year veteran in the travel industry, 
Dinsmore worked her way through the ranks of a retail 
storefront agency becoming manager of the entire 
operation, worked for a cruise wholesaler, taught 
courses at two travel schools, served on the ACTA 
board, and became a pioneer as one of the first 
home based agents in B.C. 

NEW ACV SALES MANAGER

Air Canada Vacations has appointed Julie Gilfillan 
as area sales manager of British Columbia. Gilfillan 
has more than 15 years of experience in the travel 
industry. She started her career as sales manager at 
Travel Cuts and later moved on to manager of groups 
and corporate. Her most recent positions were sales 
manager at Sears Travel and business development 
manager at TravelBrands.

POOLE JOINS TRAVELBRANDS

Tracy Poole has joined TravelBrands as business 
development manager for British Columbia. She spent 
eight years with Fun Sun Vacations as well as Cook 
Island Holidays, and Western Vacations/Huntington 
Travel. Most recently, Tracy held the position of 
District Sales Manager for the Walt Disney Company 
(Canada) Ltd. based in British Columbia. 

SUNWING TO ST. MAARTEN

Sunwing Vacations is offering holiday packages to 
St. Maarten from Vancouver for the very first time. 
From May 18 to Aug. 24, 2016, via Toronto, the tour 
operator will offer west coast travellers easy access 
to the popular tropical island.
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Introducing more non-stop destinations
with Air Canada rouge – beginning in 2016.
• Toronto to Budapest/Prague/Warsaw/Glasgow/Gatwick
• Montreal to Casablanca
• Vancouver to Dublin

from the familiar to the unexpected
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