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“One thing I am sure of however  
is that we will all need to work 

together as we chart a path  
forward for the future.”

Patrick Bedford - Chairperson 
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It is an honour to be tabling my first Chairperson’s 
report as the new Chairperson of TCA.   And what a 
year it has been for Tourism Central Australia and 
our members and stakeholders.

In the year ending March 2020 the combined region 
of Central Australia was sitting on 6.1% increase in 
visitors on the same time the previous year and 
a 7.7% increase in spending (Northern Territory 
Tourism - Combined Snapshot Year Ending (YE) 
March 2020). Industry sentiment was positive with 
the outlook for the region strong for the future.  

And then Covid-19 hit. 

By the end of the financial year tourism had been 
impacted irrevocably by COVID-19. We have all 
felt the full brunt of the impacts of the necessary 
border closures and restriction of movement. We 
have all had to make difficult decisions about our 
businesses and futures in the tourism industry.

I am sure we have all experienced sleepless nights 
as we ask ourselves questions about the best way 
forward. There are no easy answers here. 

One thing I am sure of however is that we will all 
need to work together as we chart a path forward 
for the future.  

Tourism Central Australia has not been immune to 
the impact of COVID-19. Booking and membership 
have taken a hit and the business has needed 
to adjust our budget predictions and programs. 
Over this difficult time, we have been fortunate 
to be able to rely on the support of the Northern 
Territory Government and the injection of funding 
to both Tourism Central Australia and industry 
through the Northern Territory voucher program. 

In addition to the changes caused by Covid we 
have seen a changing of the guard at TCA during 
the year.  

I would like to take this opportunity to thank 
past Chairperson and past Acting CEO, Dale 
McIver for her commitment and leadership of the 
organisation who stepped down during this year.   
Tourism Central Australia is all the better for her 
involvement and the platform that has been set for 
the future. 

We have also welcomed a new Chief Executive 
Office to the business, Mr Danial Rochford who has 
hit the ground running.   

Tourism Central Australia over the past 12 months 
have also been working towards improving and 
refocusing the role we play on behalf of our 
members and the wider region. This re-focus has 
been championed by myself in conjunction with my 
new Board. This re-focus for TCA was underpinned 
by the adoption of a new three year strategic plan 
in December 2019.  
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This plan looks to support our members through 
the following key platforms. 

Despite Covid-19 we have made a good start to 
enacting this strategic plan and we will continue 
to bolster the organisation’s outcomes for our 
members in the coming months and years. It is 
critical that we must deliver a bottom up approach 
and never shy away for the organisation to deliver 
for our members.  As long as I am Chairperson this 
will be my commitment. 

It would be remiss of me not to acknowledge many 
associated with TCA. Firstly, and importantly I 
would like to take this opportunity to thank all our 
TCA Members for your support during this difficult 
time. Your support is appreciated, and we are 
stronger because of you.

To all those who served on the TCA Board in 19/20, 
thank you for your commitment and passion.   
And finally, to all the Staff and volunteer tourism 
ambassadors thank you for your energy and work 
you have done.   

There is no doubt we have a big job ahead of us.  
But together we are up for challenge and we can 
build a stronger future together. 

I commend this report. 

Patrick Bedford Chairperson  
– Tourism Central Australia 
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1. To ensure that the voice of the tourism 
industry is heard in decision making and 
planning at all levels of government and 
investment 

2. Ensure our visitor information center 
network delivers business across the 
Central Australia region – a key re-focus 
on putting bums on beds and seats for our 
members; and 

3. Ensuring our partnerships with stake- 
holders are collaborative, robust and 
strengthened
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“We hope the collective efforts 
done at this time will put us in a 

good position to rebound  
out of this crisis.”

Danial Rochford Chief Executive Officer 
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It is with pleasure that I present to you the 
operations report for the 19/20 financial year for 
Tourism Central Australia. 

It has been a year of transition at TCA with the 
departure of Stephen Schwer as CEO as well as 
Chairperson Dale McIver from their respective 
roles.   With a new CEO and new Chairperson both 
Patrick and I have hit the ground running and I can 
only thank all our members, board and staff for 
your warm welcome. 

This year has certainly presented TCA and the 
tourism industry with a mixed bag. A year that 
started as one of the busiest on record saw the 
organisation set to break all targets for sales and 
visitor servicing and has ended with the industry 
facing the impacts of the COVID-19 pandemic.  

I have been proud of the work undertaken by TCA 
on behalf of our members during this difficult 
period.  It has been tough for everyone but be rest 
assured that as your association we have been 
working day in day out to provide support, being 
active and constantly advocating on the sector’s 
behalf.   

We hope the collective efforts done at this time will 
put us in a good position to rebound out of this 
crisis. 

On reviewing our activities for 2019/20 we should 
take some satisfaction from the results we had 
achieved and the positive position we were in prior 
to the pandemic. 

The highlights of 2019/20 for Tourism Central 
Australia included:
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• The incorporation of the Tennant Creek 
Visitor Information Centre into the 
auspices of Tourism Central Australia to 
enable better integration of visitor services 
and economies of scale

• Strong demand into the Visitor Information 
Centres in the first six months notably 
contributed by the Uluru Rock Climb 
closure followed by a freefall in visitation 
due to Covid -19 and the summer bushfires.   

• We serviced the needs of 61,440 visitors 
through our visitor information centres 

• Committed to the Northern Territory 2030 
Tourism Industry Strategy to attract 2.5 to 
3Million visitors to the Northern Territory

• Participated in the development of the 
Destination Management Plans across all 
parts of our region

• The establishment of the Tourism Industry 
Development Program 

• Collaborated with Tourism NT, Tourism 
Top End, and our industry to launch and 
implement the 2020 Tourism Vouchers 
Campaign by July 2020 

• Our important role as a voice for our 
industry in advocating for issues with 
Government. 
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Member Services and industry Support 

Tourism Central Australia ended the 2019/20 
Financial Year with approximately 330 members. 
Over the year we have worked with our members 
to deliver multiple programs across the business 
and deliver sales through the Information Centre 
Network and provide member benefits. 

We have communicated to our membership about 
opportunities and programs through a variety of 
tools such as the weekly Tourism Telegraph and 
our members Facebook page, and our ongoing 
networking and ZOOM’ed Board Meetings. 

Across the year our team had held countless 
workshops, meetings, product updates, and 
business advise and planning sessions. These 
are invaluable to ensuring we are sharing correct 
and accurate information to our stakeholders and 
visitors.

In May 2020, the Board also made the important 
decision to provide free membership for the 
following six months as members recover from the 
impacts of COVID-19.   

Tourism industry development program 
(TidO) 

In partnership with Tourism Northern Territory 
TIDO program was operationalised in November 
2019 with the objective of providing one on one 
support to the Central Australian tourism industry 
as well as supporting capacity building through 
training.   At the time of starting the program who 
would of foreseen the important role this program 
played over the Covid period. 

Over the 8 months of operation the program this 
program has delivered extensive one-on-one 
business support and many workshops to industry 
partners which has helped them through what has 
been some of the darkest days for the tourism 
industry. In partnership with Tourism Northern 
Territory and Tourism Top End, TCA also facilitated 
the very successful “Power Up” tutorial programs 
showcasing a range of speakers which was well 
supported by industry.   

The TIDO officers have also been pivotal in the 
TCA’s communication with industry and assisting 
them make best use of the services provided. 

03 | ChiEf ExECUTivE OffiCEr’S rEpOrT 



10 

visitor information Centres and visitor 
Servicing 

The provision of visitor servicing is core business 
for TCA. The staff of the visitor centres provide 
our visitors with both bookings and invaluable 
information for making the most out of a holiday 
in Central Australia. 

In 2019/20 Financial year the Alice Springs and 
Tennant Creek Centre assisted 61,440 people in 
their holiday planning a 32.68% decrease of 91,269 
on the previous year. While we were on track to 
equal if not succeed the previous year, with the 
onset of the effects of Covid 19 and the earlier 
summer bushfires these directly contributed to the 
decrease year on year. 

In quarter 3 of the financial year the visitor 
information centres were required to cancel 
and refund $120,000 in forward bookings and 
implement COVID safe practises within the Visitor 
Information Centre. Over the period 31st March to 
15th May the centre was closed while this process 
was undertaken.

Booking revenue for 2019/20 was $615,404. 

The TCA Mobile Information Centre was also busy 
this year attending events and assisting visitors 
plan the remainder of their stay. The team are also 
able to make bookings from the mobile centre 
should the need arise. 

Alice Springs 

The Alice Springs Centre showcased several tours 
and products for the Central Australia region. 
Through the Bookeasy platform 1894 travelled 
bookings were made for the region. 

The most popular requests for information were 
closure of the climb, Uluru, Kings Canyon, West 
Mac ranges and then about border information. 
The centre also distributed maps, brochure 
material and supported interconnecting regions 
across Australia.  

Tennant Creek 

With the support of local staff TCA took 
responsibility for the operations of the Visitor 
Information Centre in Tennant Creek. This 
strategically located centre provides services to 
those travellers entering the Northern Territory 
from Queensland. 

Both Centres consistently scored over 80% in 
mystery shopper and Review Pro scoring for 
customer service standards. 
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Marketing program 

While Northern Territory Tourism is largely 
responsible for the marketing of our region, TCA 
undertook a number of important marketing 
activities during the 2019/20 financial year. 

www.discovercentralaustralia.com

A critical asset to the work we do is the information 
and booking engine of Tourism Central Australia. 
Record website visits were recorded in July, August 
and September 2019. Despite the impact of 
COVID-19 total website visits for the financial year 
were up 19% on the previous year. 

Social Media 

There has also been growth in reach across our 
social media channels.  

 

 
TCA also uses Twitter and LinkedIn to communicate 
with consumers. 

Our best social media post was posted on 16 
February 2020.  This Facebook post reached 97,392 
people and received 7,730 reactions including 
3,938 post clicks with an engagement rate of 8%.
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• Instagram – up 12%  
with a following of 71,599 

• Facebook – up 27.5%  
with a following of 18,802 
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The Northern Territory voucher program

Commenced in July 2020 the voucher program was 
developed by the Northern Territory Government 
with the call to action being the Alice Springs Visitor 
Centre for bookings. Designed to re-ignite travel for 
Northern Territory residents, there was extensive 
work done by TCA in partnership with Tourism 
Northern Territory and Tourism Top End in the last 
two months of the financial year. 

Consumer Shows 

TCA attended two consumer shows in the 2019/20 
calendar year. These were the Caravan and 
Camping shows in South Australia and Victoria. The 
SA show was attended by 28,798 people (up 10% 
on 2019) and VIC was attended by 45,726 (down 8% 
but one day shorter). 



Co-operative Marketing 

Over recent years, several members have made 
requests for ‘advertising packages’ to help them 
plan and budget more effectively. In November 
2019 we introduced two packages featuring a 
mix of print and digital advertising. By purchasing 
the advertising as a bundle Members received a 
discount on the combined cost of all the ads.

Other Marketing projects included: 

 
Thank you

Finally, I would like to take this opportunity to 
express my sincere thanks to all of the team at 
Tourism Central Australia for their support and 
hard work over the 19/20 financial year. It has been 
a tough year for everyone including our TCA team 
who have worked tirelessly to support our industry.

I do also want to acknowledge and thank all our 
volunteer tourism ambassadors who support our 
region day in day out.  

To the Board of Management, a warm thank you 
for support over the transition period and all your 
guidance. 

To our members, thank you for your support. As 
we move forward there will be better days ahead 
and be rest assured Tourism Central Australia 
has and will continue to mobilise all resources to 
support you. 

Danial Rochford Chief Executive Officer  
– Tourism Central Australia
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• Audio signage made possible by a grant 
from the Building Better Regions Fund

• Re-printing of Monolopy and Top Trumps 
Card game for sale in the Visitor Centre 

• Colateral development and distribution 
such as maps and guides 
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“Despite the challenges faced by 
the organisation I am proud to 

report that at the end of financial 
year Tourism Central Australia 
ended with a surplus of $22K.”

Ellie Norris Treasurer 
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Despite the challenges faced by the organisation as 
a result of the impacts of the Covid-19 pandemic I 
am proud to report that at the end of financial year 
Tourism Central Australia ended with a surplus of 
$22K compared to a surplus of $24K the year before.  
On the balance sheet, TCA ended the financial year 
with $644K in cash balances up from $555K in the 
previous year. The overall accumulated funds were 
$94K up from $72K.  

I would at the outset like to acknowledge the 
efforts by the Board and Management team in 
managing the associations funds during what has 
been a difficult year.  There have been significant 
challenges faced by the organisation as a result of 
Covid-19.  Our auditors have acknowledged this 
through a special note in the Audit report. 

There are several items that I would like to 
address in this report to give members clarity 
on the variances compared to the previous year.   
 
These include:
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• There was a marked increase in TNT 
funding during this period because of 
a new funding agreement to take on 
operations at the Tennant Creek Visitor 
Information Centre as well as the Tourism 
Industry Development Program.  

• Members will note an increase in salaries 
and wages – this is directly attributable to 
the increase in costs associated with the 
Tennant Creek Visitor Information Centre 
which has been funded by TNT. 

• We saw a reduction in advertising costs, 
but an almost $20K increase in Red 
Centre Adventure marketing. 

• A reduction in Tourism Awards costs as 
TCA hosts the Tourism Awards every two 
years for this event. 

• A marked reduction in motor vehicle 
expenses – again attributable to impacts 
of Covid-19

• There was almost $30K spent on the Alice 
Springs VIC and Tennant Creek Visitor 
Centres in terms of new signage and 
upgrades. 

• A reduction in the total booking sales 
in the VIC.  This resulted in a decrease 
in commission revenue.  This is directly 
attributable to the decrease in bookings 
because of the Covid-19 lockdown period 
experienced between February to May 
2020.  

• We also experienced a decrease in sales 
of merchandise for the same reason, 
though this also corresponded with a 
decrease in costs associated with the cost 
of goods.
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It would be remiss of me not to acknowledge the 
strong support by Tourism Northern Territory 
and the Northern Territory Government. We have 
very much appreciated the strong partnership 
between TNT and TCA over the years. Their 
continued support is strong sign of the high levels 
of accountability and 

It would also be remiss of me too not to note that 
the organisation has become very reliant of these 
funds for its operations. It will be critical for the 
organisation to look other potential funding models 
to strengthen the diversity in funds it receives each 
year. 

I would like to finally take this opportunity to inform 
members that I will be not re-nominating for the 
Board for the coming year and as such stepping 
down as Treasurer. I would like to extend a warm 
thanks to all my fellow Board Directors over my 
period of time on the Board of Management of TCA 
and thank all the staff for their support and wish 
the organisation well for the future.  
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It is with all this information, I am proud to table to 
you our audited financials provided to us by TCA 
Auditor Merit Partners.  

Ellie Norris Treasurer 
– Tourism Central Australia
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