What do you need to do urgently?

Newstravelsfastinacrisis soyourcustomerswill soon be in touch. Doyou know
whatyou would say tothem? Do yourstaff know what they should say? Inthe
firstfew days aftera crisisyou will need to make a lot of quick decisions, which are
highlighted in this section

Take time now to check how well prepared you would be and start planning for
how you would deal with your customers.

Step 1: Dealing with customers that are with you when the
crisis hits

1.1 Safety

Your numberone priority must be the safety and security of your staff, your
customers and yourself. Todo the right thing you need reliable information. Work
through the following questions:

Ask yourself...

e How would I know whatinformation/advice was being given by the police?

e Isthereasingle websitetogotoinacrisis?

e Howwould I find the helpline numberforenquiries about friends/relatives?

e Howwould I find out whatfacilitiesin the neighbourhood were operating/
not operating?

e How could I find out what transport systems were affected?

You will need this sortofinformation to update yourstaffand customers. Itisa
goodideatoprepareabulletinandtokeepitupdated. Thetone should be factual
and calm with an absolute emphasis onfollowing security advice. Try drafting an
example ofabulletin now. Decide on yourlayoutand standard headings so that
you have thistohandifyou needit.

London Prepared

The London authorities have worked togetherto create a single website
which will contain comprehensive information forall Londoners. Thisis
www.londonprepared.gov.uk/You will be able to find the answers to all
your questions here.
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1.2 Websites

Weliveinaneraofinstantcommunicationand your customerswill use websites
toinformthemselves. Ifyou have a website itisimportantthatyou reviewitand
postsomeinformation onthereimmediately. This can be developed overtime but
a briefstatementreassures customers thatyou are well prepared.

Many businesses have found it useful to prepare a special web page or pages that
can beadapted quicklyand used inthe eventofa crisis. These are sometimes
called ‘dark’ websites. Astandard set of headings and wording can be prepared
inadvanceto coverarange of situations. Doing thisahead of time meansthat
you canthinkaboutthe best words to use to convey a positive and professional
message. Ifyou use an external company to manage your website, make sure you
know how to updateitinanemergency.

Tip— Checking helplines

SpecialisthelpLines may be setupinaddition tothose run by the emergency
services.Checkwhetherthereisahelpline numberforvisitors to London and
make sure thatyourguestsand staffknow the number. Itisa goodideatophone
thisnumberyourself, asitwill helpyou tofind out whatyourcustomers are being
told. General information forvisitorsto London is available Monday to Friday

on 08701566366.

The Britainand London visitor centre isopen 7days aweek. Thisisagood place

torecommend toyour customers forinformation and advice about the whole of
London -orthey can use the Visit London website www.visitlondon.com

Step 2: Responding to customers that want to cancel

2.1 Cancellations and Customer service

In most cases customerswill cancel forareasonthatisgenuineandimportantto
them. Ifyou oryourstaffare dealing with cancellationsitisworth remembering
thatthe personyou are talking to may be a customerin thefuture. Itis highly
desirable to parton good termsifyou can.

Itisinevitablethatsomevisitorsto London will decide to cancel or postpone
theirvisitasaresultofacrisis. They may feel that they would not be able todo all
thethingsthattheyhad planned sotheywould prefernottocomeatall. Ifthis
happenswheredoyoustand?
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2.2 Your cancellation policy

Yourlegal position will depend onyourcancellation policy. Ifyou do not have one
in place it may well be something you wantto considerforthefuture asitavoids
anyambiguity. Having a written cancellation policy thatvisitors agreeto atthe
time of booking will make life considerably easier should it be necessary to make a
claimforlossesfrom cancelled bookings.

Cancellation provisions within the contractcanonly be applied when these
termswere made clearatthe time of booking. When the booking is subsequently
cancelledyou have therighttoinvoice forwhatever moniesare outstanding
(havingdeducted any deposit paid). If the guest then refuses to pay it might be
possibletochargetheamountagainsthis/hercredit card oryou may haveto
resortto the Small Claims Court. Any county courtcan provide information about
this procedure which appliestoany claim under£f5000. Fora copy of ‘Guide for
businessesto debt recovery through a county court’visit: http://www.hmcourts-
service.gov.uk/infoabout/claims/business/index.htm

2.3 Credit card bookings

Accommodation, theatre ticketsand tours booked on the telephone will often be
confirmed by creditcard. Itisimportantthat customersare advised at the time of
bookingthattheircard will be charged in the eventofcancellationand thatthe
guestacceptsthatcondition. To protectyour position,itis bestto give reservations
staffascripttofolloworissueawritten confirmation. Thiswill provide proofto the
creditcard company thatyou mettheirconditions.

2.4 The legal framework
Ifyou donothaveacancellation policy and wish to clarify your position, thereisa
summary of the legal position atthe end of this section.

Please note thatthisadviceisaguide onlyand you musttake specificadvice from

yourlegal advisorwith respecttoyourindividual situation.An excellent guide for
accommodation providersisthe Pink Book available from VisitBritain.
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Step 3: What alternatives can you offer?

3.1 The best outcome
Resorting tolegal process will probably be expensivein time and moneysoitis
always betterto find an outcome that pleases both you and yourcustomer.

3.2 Credit notes

Ifthe customerisentitled toarefund they may be persuaded to accepta credit
note. This hasthe advantage of keeping cash in the businessand allows you

to keepyourrelationship with your customer. You will need to decide some
basicissues:

e Validity ofthe credit note

e Anyspecial conditione.g.isittransferable?

e Canitbe used forservicesotherthanthoseoriginally booked?

e Whatwillyouraccountssystem need ifthe credit noteisvalidinanew
financial year?

Real life example: St. Christopher’s Inns

St.Christopher’sInnsisabudget hostel operation based throughout the UK with
six propertiesin London.

Whatwastheissue?

Intheimmediate aftermath of 9/11 customers were anxious and St. Christopher’s
received cancellationsfrom 20 group bookings.

Howdid theyrespond?

St.Christopher’s offered all their bookings credit notes instead of refunding

the deposits.

Whatwastheresult?

19 of the 20 groups accepted credit notes against future business. This kept the
cashinthebusinessinthe shorttermand keptthe relationship with the customer
forthelongterm.

3.3 Transferring the booking
Yourcustomer may be willing to postpone theirvisitand wish to book forsome
new dates. Theissuesyou need tothinkabout here are:

e Whatismy policy ifthe new dateisin high seasonand more expensive?
e Howwill  handle repeated requestsfordifferentdates?
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3.4 Transferring within a group of businesses

Ifyourbusinessis partofagroup,e.g.agroup of restaurants, then it may be that
you can offeran alternative to the customerthat meets their needs. Ahotel may
be able to offerroomsin a different hotel; an attraction could offera different
venueforafunction.The key hereisto ensure thatyou are offering a good
alternative tothe customersothatthey feel thatthey are getting good service and
notbeing ‘shunted around.

3.5 Goodwill and flexibility

You andyourstaffwill be operating under pressure. Try toremember that this
crisiswill notlastforeverand yourbusinessisforthelongterm.Ifyou can keep the
goodwill of yourcustomersin these difficulttimesitwill pay dividendsin the end.

3.6 Travel advisories

Theterm ‘travel advisories’is a general description of advice issued by
governmentsto theirown citizens. This advice is usually featured on the website
ofthe Foreign and Commonwealth Office for UK citizens and the equivalent
departmentforothercountries. The Appendixincludesthe web address.

Atravel advisory hasahugeinfluenceonthedecisiontotravel anditalsohasan
impactonavisitor’sinsurance cover. Ifa customer has already made a booking
andasubsequenteventleadstonew advice beingissued suggestingthata
countryisnotsafetovisit,then theinsurance companies will usually coverany
cancellation costs. Itis useful to know what advice has been issued before you
dealwithenquiries. Be aware thatthe advice given isconstantly reviewed so the
situation may change

Step 4: Dealing with customers who have bookings for the
following few weeks

4.1 Protecting your bookings

Onceyou have dealt with customersthatcontactyou,yournext priority will be
to protectthe businessthatis‘onthe books’ Itisamistake toassumethatsilence
meansthatyourcustomersare happy. Whataction canyou take to reinforce the
‘businessas usual’ message?
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Tip — Being proactive
Some usefulthingsyou candoto protectyour business:

1. review your bookings and identify any thatare particularly valuable

2. prepare a message foryour future bookings in letter, telephone script, email,
andweb form

3.identify the positive reasons why customers should still travel

4.contactallyourcustomersandtell them thatyou are looking forward to
welcoming them

4.2 Reassurance and being positive

Yourcustomerswill beanxiousand have a lot of questions. To protect your
credibility adopta policy of full disclosure about whatis known and not known.
The backbone of your message to your customers must be factual information
thatisregularly updated.

Itissensible to putyourselfinthe shoesof yourcustomerand thinkabout

what they might wantto do. If some activities are restricted then research some
alternatives. Checkwith yourneighbours, the counciland Visit London and
come up with someideasforyourvisitorsand then brief staffto suggest these.
Rememberthattoday’svisitors will be ambassadors forthe city when they
return home.
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Oncethe shockeffect of the crisis has subsided, you will still be dealing with
customerswhoare concerned and anxious. They willdemand a lot of information
fromyou and will need constantreassurance. Toreinforce the ‘Businessas Usual’
message youraim should be to help them have a really good holiday—despite any
restrictionsthatarein place.

Step 1: Provide constant reassurance to your customers

1.1 Keep your customers informed

If peopleareduetovisitinthe nearfuture, yourgoal should be to offerreassurance
andencouragethemto goahead with their plans. Take the opportunity to explain
thatyou arestill open forbusiness and looking forward to welcoming them to
London.Todo this professionally you need a good source of information and a way
to passthisontoyourcustomers.

Fortheleisure traveller,it may be helpful to suggestan alternative itinerary
if certain attractionsare closed. Putyourselfinyourcustomer’sshoesand
be positive aboutall the things that they canstill do to make theirvisit to
London enjoyable.

Real life example: Transport operators

Many companies offertransportaround London as part of the holiday experience
—thisincludesthe opentop touring busesandrivercruises.
Whatwastheissue?

Afterthe bombsonthetubeinjuly 2005, many families were concerned about
using the underground. This was affecting their decision tovisit the capital’s
many visitorattractions.

Howdid theyrespond?

Several attractionscametoanarrangementwith theleisure transport companies
tooffercombined tickets. They then highlighted what could bedoneinthe capital
inadayusing surface transport. Thisbecame a part of their PR message.
Whatwastheresult?

Theapproach generated some good PR and protected some businessinthe
shortterm. Italso opened up new relationships between the companiesand
more combined tickets are on offer now, even though the immediate problem
has been resolved.
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Ifyou have awebsite, it may allow you to posta bulletin board. Thiscan be
designed as a newsflash which appearswhen anyone enters the website. This
willimmediately draw attention to the information posted on the bulletin board.
Keeping a bulletin board updated isimportant. Thinkabout how you would
manage thisinacrisis. Whose jobwould it be to manage this? How would you
keepituptodate? How would the staff be briefed on new information?

Ifyou do not have yourown website, you can still use other websites to collect
information foryourselfand your customers. Check the Visit London and
VisitBritain websites daily as a quick way of keeping up to date.

1.2 Rumours and misinformation

Do notbe surprised ifyourvisitors—or potential visitors- have some strange
questionsorconcerns.Acrisis gets reported in different ways by different media
and some misunderstandings are inevitable. Forexample,during the Foot and
Mouth crisis,some visitors believed that they would have to bring their own food
toBritainasall the meatwas contaminated. The recent cases of bird flu in Suffolk
have been followed by queries on eating and serving poultry.

Be prepared to deal tactfully with these questions and make sure your staffare
briefed to provide factual answers.

Aflexible approach willenable you to look at ways of substituting lost business
with new opportunities. Forexample, iftransportinto Londonisdisrupted then
businessmen and women may be looking forroomsin London during the week.
Thinkaboutyourbooking conditionstoseeifthereisawaytoattractadifferent
type of customer. Forexample, ifyou letapartmentsin London foraminimum
of 7 nights, canyou repackage these to3and 4 nightdurationsto attract short
stay customers?

Why not take the opportunity to reward loyal customerswho can be invited back
withanattractive package? This might mean discounting prices but may still be
worth doingifitbringsin much needed revenueinthe shortterm.

Yourobjectiveistofind awin:winsituation. Use the ACTION PLAN to record some
ofthe optionsyou would considerinafuturecrisis.

72

Real life example: Cambridge School of English

The Cambridge School of English delivers English tuition to students from all over
the world. Aswell as tuition, they arrange accommodation and excursions for
theirstudents.

Whatwastheissue?

Several timesinthe last five yearsthe inbound market to Britain suffered a
downturn and this was reflected in the demand for English Language teaching,
which put pressure on costs.

Howdid theyrespond?

The Cambridge School of English identified the fact that some businesses
would value the opportunity to have theirmanagers receive language lessons
intheirown business premises and explored the option of sending teachersto
company premises.

Whatwastheresult?

The students appreciated the flexibility of having tuition in their offices and the
School benefited asitreduced theiroperating costs. Fewer classrooms being
required meant money wassaved on running costs.

Real life example: Retailer specialising in outdoor wear

Whatwastheissue?

Thisfamily business had built up a good reputation forall weatherclothesand
shoes—with walking boots contributing a significant profit margin. During the
first few weeks of the footand mouth crisis the business dropped significantly as
footpaths were closed and cash was becoming a problem.

Howdid theyrespond?

The ownerconsidered price reductions but was reluctantto go down thisroute.
He decided tofocusontelling customerswhatthey could do and started collating
information aboutlocal walks and footpaths that were open. He then produced
hand drawn mapsthathedisplayedinthe shop and gave to customers.
Whatwas theresult?

Salesstarted torebuild slowly and the hand drawn maps became very popular.
The shop decided to keep offering this service after the crisis was overas a way of
giving hisbusiness an edge overothersimilarshops.
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Many businesses spend large amounts of money trying to find,and find outabout,
theircustomersand puttheseinadatabase. Inthetourism businessweare
fortunatethatourdatabaseis walking through ourdoorevery day. How well do
you know yourcustomers? Work through the checklist below.

How well do you know your customers?

I know which country(area for UK) my customers come from YES/NO
| collectacontactaddress/phone numberforall my customers YES/NO
I know how each customerfound outabout me YES/NO
I collectan e mailaddressforall my customers YES/NO
I know if a customerhas beento me before YES/NO

Ifyou answered NO to these questionsyou are missing the opportunity to know
whatisgoingoninyourbusiness.Setting up a system to collect thisinformation
canbedonequitesimply. Foravery small businessa standard CARDEX system
may be enough to begin with, while you decide which information is most
useful toyou. These days most companies collectand keep thisinformation
electronically.Adatabaseis probably the single most useful marketing tool at
yourdisposal.ltcan beusedingoodtimesand bad to communicate with your
customers. Ifyou collecte-mail addressesyou can do instant marketing.

Forattraction businesses much informationisavailable atyourown gate like

the numberofchildren, adults, family tickets, groups that were sold. When did
they visit (time of day/month/season)? You can also askyour customers a limited
numberof questions (to avoid causing delays at the entrance) such as: Where did
they comefrom? How did they find out about the attraction? The response can be
recorded quite simply inamanual system and theinformation collated on a daily
and weekly basis.

Forrestaurantsitisquite common practiceto collect business cards with an
incentive ofamonthly draw for a free meal. These contact details then become
a very effective means of communication with your customers.

Some benefitstoyou of keepingand maintaining a database are:
e you can build a profile of yourcustomersand their buying habits which can help
with marketing as well astailoring your product to theirneeds

e ithelpsyou collect personal detailsthatcan be used forfuture mailings
e you can monitorresultsand see how customers respond to mailings
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e itallowsyoutodevelopapersonal one-to-onerelationship and helpsyou
to build customerloyalty

e you canspendyour marketing budget wisely - sending the right message
to the right people

* havingadatabaseenablesyoutolaunch shortterm promotions quickly
and efficiently

Inthe aftermath of a crisisyou will need to experiment with several ways of
getting customers back. Ifyou already hold good quality information it will be
much easierto carry out marketing activity withoutspending a lot of money. If
you have not already taken thisstep thereisalot of advice available. Avery good
source ofadvice is Royal Mail. See the Appendix for contact details

Ifyou collectinformation onindividuals you need to be aware of the provisions
of the Data Protection Act. The principles are explained very clearly on
WWWw.ico.gov.uk
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Looking ahead

Aftera crisis, conditions will gradually return to normal and most customers will
come back. However, all the evidence from the last 20 years shows that this does
nothappenovernight.Itisalsotrue thatduring therecovery period different
markets reactinvery different ways. Itis well known that US visitors are very
cautious afteraterroristincident. Markets thatvalue the environment highly
(suchasGermany)will be deterred from visiting a destination that has suffered
from pollution such asanoil spill. Rebuilding your business may mean that you
need tofind new customerstoreplace those that will nottravel.

Step 1: Finding replacement customers

1.1 Who visits London?

The charts below show the makeup of visitors to London from home and overseas.

How does this compare with your business? Areyou missing out?
London: Origin of London domestic visitors 2005

Others (12%)

Scotland (5%) .‘
Yorkshire and .

Humberside (9%)
West Midlands (9%)

South East (21%)

North West (14%)

. South West (12%)

East (10%)

East Midlands (9%)

Source: Visit London
Tourism Survey, excludes day visits
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London: Origin of London domestic visitors 2005

A (17%)

Others (30%)

France (10%)

.Germany %)
l‘ Ireland (5%)

Spain (5%)

Japan (2%) ?

Canada (3%)

Australia (4%) ‘

Eastern Europe (5%)
Netherlands (5%) |taly (5%)

Source: Visit London

Thinkaboutyourcustomers

Ask yourself...

e Doyou rely heavily on one type of customer?

» Would yourbusinesssurvive ifyour mostimportant market stayed away?

e Isthereanythingyou candonow toreduceyourrelianceonone market?

e How canyou build your business from new customertypes or new markets?

Step 2: Keeping your finger on the pulse

The best—and cheapest—waytofind outaboutwhatcustomerswantistolisten
toyourexisting customers. Thiswill give you ideas which will encourage them to
visitmore often. Thisisveryimportantasitcosts SEVEN times more to attracta
new customerasitdoesto keep an existing customer.

How doyou find outabout customersyou don’thave?

There are several excellent sources ofinformation on customers—usually called
MARKET INTELLIGENCE. You can get thisfrom Visit London and VisitBritain.
Look for‘Factsand Figures’ You canalsodoyourown research aboutchanging
tastes. Whatare magazines writing about? How are menus changing? What
ishappeningoverseas? What suggestions have yourstaffgot? What are your
competitorsdoing?
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Step 3: Keeping the customer satisfied- delivering quality

The betteryou know your customers, the more you can tailorthe productto meet
theirneedsand aspirations. In turn this will lead to more satisfied customers and
more repeat business. Every satisfied customeris more likely to tell someone else
sotheyare helping with word-of-mouth promotion as well.

Think ofimaginative ideas and extra touches that will impressyour customers.
Thoughtful touches mightinclude Eastereggsforchildren; spring flowers

on Mother’sday; free baby food for babies. One London hotel even gave their
business travellers plasticducks in the bath—something to take home fortheir
childrenand certainly a talking point.

Doyou know ifyour customers enjoyed theirvisit? Asimple questionnaire
can bevery effective IF YOU PAYATTENTION TO IT. Below is a sample of a guest
questionnaire. Ifyou do not have one, make a note on the ACTION PLAN to
considerintroducing one.
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Letyourcustomers
know you are committed
to offering a quality
experience

DearGuest

We are very proud of London and our hotel. We always strive to do our best for
you the guestand we would appreciate itifyou could answerthe following
questionnaireto help us maintain the service and hospitality foryou.

Many thanks foryourtime

Verygood Good Satisfactory Not

acceptable

Comments
(please suggest
anyimprovements
orhighlightany

goadareas)

Find outaboutyour
customers’ first
impressions of their
contactwithyour
business

Bookingand
arrival

Ease of booking

Appearance of
building

Welcomeon
arrival

Understand what the
customerfeelsis good
and bad aboutyour
businessand the quality
of service thatyou offer

Bedroom

Cleanliness

Presentation

Easeofuse

Bathroom

Cleanliness

Presentation

Easeofuse

Publicareas

Cleanliness

Presentation

Easeofuse

Breakfast

Presentation

Enjoyment

Staff

Friendliness

Helpfulness

Competence

Askyourcustomers what
theyfeelabouttheir
overall experiencein
London. Give feedback
toVisitLondon,orany
tourismorganisation
you belongto

And finally, please tell us aboutyour visit to London

Appearance

Transport

Friendliness

Enjoyment

Value formoney
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Feedback may notalways be positive buttry notto get defensive. Itis always
difficulttoremain detached butyou do need feedback from your customers. We
allthink we know what ourcustomerswantbutitisfarsafertoaskthem rather
than guessing and making assumptions.

Onamonthlybasisitis good practice to gothrough the completed guest
questionnairesand summarise the comments.Atrend might emerge about
service thatcaneasily be adjusted which canimprove business with little
investment. It mightalso highlight facilities that you might need to consider for
futureinvestment.An example of asummary sheetis given below.

Identifywhatyouare Customer feedback Actionrequired
doing welland what Friendly Staff. Efficient service on Write nice note for staff notice board
visitors like about your arrivaland helpful

business.Share this with Good comments Greatlocation for shopping Thinkabout shopping map/
. promotion with departmentstores
your staffto motivate

fortabl
themandtohelpensure Comfortable beds

thattheycontinue
to meet customers
expectations.

Haveaclear Breakfast slow Look at breakfast staffing rota
understanding of Dustunder bed Review house keeping standards
whatygurcustomers Bed creaky Review FF&E budget for bed
aretellmgyout.hey Bad Comments replacement
are unhappywrch. Would like a comfy chairin room Forlargerroom gradually introduce
Considerwhatyou can wing chairin corners
dotoaddressthese by Hairdryerwould notreach plugnear  Review socket positioninrelationto
mirror deskmirrors

identifying the actions

you need to take.

As businessreturnsyou canreconsideryourinvestment plansand make some
decisionsonthe priorities. The quality of the product and the investmentyou have
madeinstaffwill create a positive impressionand build business forthe future.
The London DevelopmentAgency (LDA) sponsors training programmes for London
businessesonimproving quality. More information is available from the LDA or
Visit London and theircontactdetails are in the Appendix.
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Summary

Winning customersis hard workatany time. The period afteracrisisis especially
competitivesoitisvital touse every tool atyourdisposal. Use the action planto
helpyouidentify whatyou can do now to give you the flexibility you will need
when times are hard.

Footnotes

Cancellations—asummary ofthe legal position

N.B.Please note thatthisadviceisaguide only and you must take specific
advice fromyourlegal advisorwith respect toyourindividual situation

What the law says

Inthe eyes of the law, providingaccommodation is different from providing a
holiday.Ifthe hotel or B&Bisstill open for business then the contractisstill valid
andcan beenforced by theaccommodation provider. Sometimes, the contract
may be considered to be ‘frustrated’ forexample:

e whenaccesstothat hotel/B&B isrestricted and underquarantine orsecurity
controls(soineffectitis nolongeravailable to the customer)

e accessisrestricted buttheaccommodationisstill available, however, if the
restrictionsare considered to beintrusive, the contract may be considered to
be ‘frustrated’

When a contractisdeemed to be ‘frustrated’ then neither party can fulfil their
obligationsthrough nofaultoftheirown. The Law Reform (Frustrated Contracts)
Act1943dictatesthat:

e any money paid priortothe date thatthe contract was frustrated isrepayable
and no further payments need to be made. However, if the accommodation
providerhasincurred expensesinorderto fulfilthe bookingi.e.advance
purchase of food orspecial equipmentsuch asachild’s cot, then those specific
expensescan be recovered fromthe guest

e where thedeposit (orthe balance) has been received priortothe ‘frustrating
event'the expenses may be deducted fromit,sothatonly thebalanceis
repayable

e where the deposit (orbalance) was payable,buthas notbeen received, then the
accommodation providercan require the customerto pay the specificexpenses
relating tothe booking
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It may sound complicated but generally speaking,a contract will only

be considered to be ‘frustrated’in exceptional circumstances. In other
circumstances, the position will be dictated by the cancellation clauses within the
termsand conditionsof the hotel booking contract.

Medium/Low
Priority

High/
Low

Guest cancellation

Where a guest cancelsabookingorchecksoutearlythenheisinbreach of the
booking contract he haswith you. You may be entitled to claim damages forany
losses you suffered as aresult. Ifyou wantto make a claim then the procedure is:

When?

June (before
doing next
years budget)

Check your booking conditions

Many organisations allow cancellationsup to an agreed period before the travel
date.Ifyou receive the cancellation before this deadline then nodeductions
should be made.

Attempttore-lettheroom

You must make every effort to reduce yourloss by trying to find new guests. If you
re-letthe room atthe same price, you should have noloss and will have no basis
formakingaclaim.

How much money can | reclaim?

Ifyou cannot find a new customerthen you are entitled to claim damages that
reflect the lossesyou haveincurred. Thisisthevalue of the booking less the value
ofanyitemsincludedinthe price which you did not need to supplye.g.food.

What otherresources are needed

Deposit
You may keep the depositas part paymentforany amountclaimed.

Reservations | Viewsofreservationsteam

Who?
staff

Lodging a claim

You can makeyourclaim afterthe date on which the service was going to be
provided has passed. N.B. You will notbeabletoinclude VAT as no service has
been provided.

What if | have to cancel?

Ifyou cancel abooking thatyou have already accepted, you arein breach of
contract. The guestisentitled to claim damages from you to compensate

him foranyloss. This mightinclude the cost of taxi faresto find alternative
accommodation orcoachesto transfergueststoanothervenue. The customer
hasadutyto keep theirlossestoaminimumand may notclaimforasstarhotel
if they originally booked a B&B.

Being prepared Action Plan

forbreakdown of types of

Check lastyearsrecords
customers

Whattodo
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