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FORWARD 

 

The Charter that governs the operation of the AFTA Travel Accreditation Scheme (ATAS) provides 

that the AFTA Board must commission a review of the Charter and Code one year after the 

commencement date of the scheme.  

 

The review called for submissions from interested parties and participants in regards to 

 (a) the effectiveness of the ATAS scheme in achieving the objectives of ATAS and 

 (b) the operation of the ATAS scheme. 

A legal review of the Charter and Code was undertaken and included commentary related to 

internal referencing and a general recommendation to ensure that ATAS is in line with recognised 

accreditation practices. It included text changes that strengthened the general principles that 

ATAS projects and to ensure that it is current, in line with modern accreditation systems and has 

effective methods that consumers will benefit from and that encourage professional standards 

for travel agents in Australia.  

 

The AFTA Board received the ATAS Review report (developed by Chris Griener on review of 

submissions by various parties), in December 2015. Detailed consideration was given to all of the 

submissions received by both the Reviewer and the Board. 

   

Noting the 11 recommendations provided within the report, the AFTA Board makes the following 

commentary. 

 

A number of submissions to the Review made commentary and suggested amendments that are 

outside the scope of the Review. This mostly concerned suggestions around consumer 

compensation for travellers whereby the agent or the supplier are unable to provide travel 

arrangements due to a business failing to supply or potentially due to fraud, as has been 

demonstrated by a number of travel agency failures since the introduction of ATAS.  
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Whilst a number of recommendations, including those from the consumer advocates, called for 

suggested compensation arrangements to be considered, ATAS was designed to be an 

accreditation scheme not a consumer compensation scheme. It is the responsibility of the 

individual consumer to take out appropriate protection for themselves for compensation to cover 

business failure or fraud. There are many insurance products in market that provide this level of 

protection. Further, there are now many agency networks that have established a commercial 

protection or insurance solution to provide this compensation solution to consumers.  Consumer 

compensation solutions are out of scope of the review of ATAS as it is an accreditation scheme 

and not a compensation scheme.  There are many examples within Australia which afford 

consumers a variety of compensation solutions and that allow travel agents solutions as a part of 

their value proposition to consumers. 

 

A number of submissions called for ATAS annual reporting and the AFTA Board fully endorses this 

concept. AFTA as a publically limited entity is subject to an annual audit together with the 

publication of a publically available annual report. This level of corporate governance will be 

extended to ATAS and the Board will ensure that all of the appropriate ATAS data and its 

participants will be included in the AFTA annual report.  ATAS is a division of AFTA and it is 

common corporate reporting practice to include divisional reporting as a part of the annual 

report. The Board believes that any separation would be a dilution of the importance that ATAS 

plays in the corporate structure of AFTA. 

 

AFTA is committed to ensuring that important data about the travel agency industry is collected 

and published to ensure that all stakeholders are aware of the status of the industry.  AFTA will 

undertake an annual survey of members and this will include questions as to what consumer 

compensation solutions may be in effect across the industry, to ensure that all stakeholders are 

aware and that industry development initiatives can be deployed to improve perceptions and 

reality of what is needed to serve consumers and the industry generally. 
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Some submissions indicated that AFTA should be responsible for educating consumers about 

their rights to credit card chargebacks when things go wrong. AFTA is firmly of the belief that this 

is the responsibility of the banks and the consumer affairs agencies across the country. This 

consumer remedy is not reserved only to travel related products and it is not reasonable that the 

travel industry take on this responsibility.  Consumer groups, banks and governments should 

continue to ensure that consumers are aware of their rights in relation to chargebacks. 

Some submissions suggested improvements to the customer dispute resolution procedures and 

policies of participants and to raise awareness with customers of the options available to them 

should they experience an issue relating to the travel arrangements they have made. The track 

record of ATAS would indicate that consumers to date have been satisfied with the general 

standards that have been adopted and implemented. In fact, within its first 18 months of 

operation, ATAS has been responsible for $60K being returned to consumers as a result of 

complaints made about ATAS participants. This demonstrates clearly that the systems that are in 

place are available to consumers and work to get the best outcome to settle disputes. 

 

The very few referrals made to the AFTA Code Compliance Monitoring Committee (ACCMC) 

would suggest that the current internal processes adopted by participants and the external 

process available to consumers and participants via ATAS have worked well. 

 

Many user friendly changes have been identified within the legal review and will be adopted into 

the governance documents of ATAS. The administrative legal review conducted by Smythe 

Wozniak Legal will be adopted in full with practical suggestions made following internal cross 

referencing of the governance documents and a general edit of those documents. This will 

include significant changes to a number of clauses of the code and charter to ensure that ATAS 

remains a scheme that holds travel agents to account and allows only professional travel 

companies to be participants in the scheme. 
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What is clear from the report is that ATAS is functioning well for both consumers and the travel 

industry and that the code and charter have been developed with sound guiding principles.   

 

While the Board recognises that the scheme may need some slight modifications and that there 

are 11 recommendations within the reviewer’s report for change, it is pleased to note that 9 of 

the 11 recommendations will be adopted. 

 

The Board would like to acknowledge the work of Mr Chris Greiner, who has undertaken this first 

year review of the ATAS Charter and Code of Conduct. Further the Board would like to thank 

those individuals and companies who took the time to make a submission to the review. 

 

The board has provided an outline of the 11 recommendations below and a specific response to 

each:  

 

 

 

RECOMMENDATIONS and RESPONSE 

  

  1        That the Authorised Person (as provided for in the ATAS Deed Poll) be resident in 

Australia and have full authority to make decisions on behalf of the business for all 

purposes relevant to ATAS, including the resolution of customer disputes. 

 ADOPTED: Charter to be amended to accommodate this change  

 

  2        That the requirement in section 2.5(d) of the Charter that a “close associate has 

authority or may be in a position to have authority” over the applicant be deleted 

and that the definition of “close associate” (in section 8 of the Charter) be 

broadened on the basis of legal advice, either as set out in the Legal Review or 

otherwise. 

      ADOPTED: Charter to be amended to accommodate this change 
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   3       That Participants be required to specifically certify on applying for renewal of 

accreditation that this requirement has been satisfied and that consideration be 

given to establishing a system of random spot checks, subject of course to 

resourcing, requesting evidence of compliance with this requirement. 

ADOPTED: Charter to be amended to accommodate this change 

 

   4       That the requirement in section 2.5(f) of the Charter that 20% of a Participant’s 

consumer-facing staff hold a Certificate III – Travel or equivalent be amended so 

that the percentage of 20% is increased over time and that the AFTA Board 

consider the implementation of an aspirational timetable in this regard. 

ADOPTED: That the Board consider an appropriate % increase of consumer-facing 

staff that are required to hold a Certificate III Travel or equivalent and to 

implement that from the next renewal period starting in July 2016. 

Charter to be amended to accommodate this change 

 

 5         That Participants be required under section 2.5(g) of the Charter to notify the client 

in writing (a) when a dispute with a client arises, as to the Participant’s internal 

process, and (b) when the client is notified in regard to the final outcome of the 

Participant’s internal process, as to the available external process 

PART ADOPTED: The above recommendation will be adopted however the means 

by which a participant notifies the client will be changed to “appropriate means”. It 

is felt that in this modern world that participants communicate with clients in a 

range of ways and this definition provides a more agile and modern approach to 

communications. 

Charter to be amended to accommodate this change 

  

6         That in paragraph (v) of section 2.5(i) of the Charter, the words “as to its financial 

viability” be deleted and that a similar power for ATAS to obtain “such other 

information as may be requested” be inserted in each of sections 2.2 and 2.5(d). 

ADOPTED: Charter to be amended to accommodate this change 
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7         That the AFTA Board consider the implementation of an aspirational timetable, with 

the objective that, at an appropriate time in the future, all Participants be required 

to maintain client accounts and that: 

 

(a)       such accounts be described as “client trust accounts”; and 

 

(b)       consideration be given to: 

(i)        requiring, at that future time, Participants to provide annual 

compliance reports; and 

(ii)       subject to resourcing, carrying out random trust account 

investigations. 

NOT ADOPTED: On review of the comments made and the general operation of the 

scheme and industry the Board rejects this recommendation as it does not believe it 

provides any material benefit to the ongoing operation of the scheme while it is in a 

voluntary state. AFTA is committed to working with the broader insurance industry 

to establish more and more commercial solutions and believes that commercial 

solutions better serve the broader nature and composition of travel businesses in 

Australia today. 

 

8  That both the Charter and the Code be amended in the manner suggested in Schedule 

1, subject to such further legal advice as may be necessary. 

ADOPTED: Charter to be amended to accommodate this change 

 

 

9          That after consultation with the submission makers: 

the Charter and Code be made more user-friendly (including by  

reformatting), the title of each attachment be mentioned in TOC, and  

the "commercial in confidence" endorsement be removed, and a clearly  

designed dispute scheme flowchart be made available. 

ADOPTED:  Charter to be amended to accommodate this change 
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 10      That, in addition to inclusion of the above statistics in AFTA’s Annual Report and 

Yearbook, ATAS publish (and then use every effort to publicise) an ATAS annual 

report containing appropriate statistics as to the operation of the scheme. 

NOT ADOPTED: ATAS is a division of AFTA and under the corporate governance 

requirements of AFTA it is required to produce an annual report that is placed into 

the public domain. The annual report contains a substantial section about the 

operations, complaints and other aspects of ATAS and the Board believes this is a 

most appropriate method to provide both members and the general public with 

details about operations of the ATAS scheme.  

 

       11      That the Charter be amended to give ATAS (at its discretion) the power to impose  

                  mandatory conditions on accreditation. 

                  ADOPTED:  Charter to be amended to accommodate this change 

 
__________________________________________________________________________ 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

8 

http://www.afta.com.au/

