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This award recognises the online travel agency which demonstrates outstanding conduct in agency 
management and service delivery.

Eligibility Criteria:
• Entrants in this category must be ATAS accredited.
• More than 90% of company’s revenue must come from the internet and be transacted via an automated 

process using software. Companies who have a website only (no shop front) but receive greater than 10% of 
their bookings over the phone are not eligible for this category.

Winner Determination
• Nominees are encouraged to submit a video addressing the submission questions, with a maximum running 

time of 20 minutes. Nominations are to be uploaded to a video hosting side (Youtube, Daily Motion, Vimeo) 
and the link is to be submitted to AFTA via the submission form. The video does not need to be professionally 
produced however, please speak loudly and clearly. Alternatively, nominees may provide a written submission 
totaling no more than 2000 words. Written submissions are also to be uploaded, as a PDF, to AFTA via the 
submission form. 

• All submissions will be assessed by an Independent Reviewer and the top 5 scoring nominees will proceed as 
finalists. Finalists submissions will be assessed by an Industry Panel of Judges. 

• The winner is determined by the finalist with the highest combined score.  

Submission Questions
Please answer the questions in the order asked:

1. Provide a general overview of your agency, including business values, business operations and customer 
base.

2. How has your agency demonstrated outstanding conduct? 
• Your response should highlight how your business embraces ATAS, what makes it special and highlight any 

points of difference.
• You may provide examples of strategies that were introduced or updated to support the ongoing survival of 

your business. 

3. How has your agency provided compelling customer service delivery?  
Share with us a case study that demonstrates your commitment to  
delivering a high quality experience. Consider all relevant points of the  
customer experience i.e., examples of how you serviced them leading  
up to, during and after their booking process 

4. Why do you believe your agency should be a NTIA finalist?




