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Agents seek a

refund reprieve

Directive good, but insurance,

By Prudence Lui, Mimi Hudoyo, Linda
Haden and Sirima Eamtako

HONG KONG/SOUTH-EAST ASIA A
new directive by Hong Kong’s Travel In-
dustry Council (TIC) to free oubound
agents of the obligation to refund air/
train/cruise fees to clients in the event of
a force majeure (TTG Asia e-
Daily, June 16) is being seen as
only half the solution by agents
in other markets.

Similarly faced with an in-
creased occurence of disasters,
agents in South-east Asia would
like to see the same directive in
their markets, but one that en-
compasses not just transport but
all suppliers.

As well, agents are calling for a consum-
er education campaign of the agent’s role
and position, and of the need for travel in-
surance that will better protect consumers
and themselves.

Even though financial protection
through a number of commercial insur-
ance schemes exists for travel agents when
they become insolvent, the same cannot
be said when extraordinary events occur.

TIC, for instance, pointed out that
when political unrest broke out in Egypt
in February, Hong Kong agents were left
to deal with refund claims from 1,500
disgruntled group tour travellers. TIC
chairman, Michael Wu, said even though

Hutabarat:
Insurance

consumer education needed

airlines eventually forked out the re-
funds, agents still lost some HK$2 million
(US$257,000) because some of the local
hotels and groundhandlers refused to re-
turn the deposits.

“Why should agents have to shoulder
the respon51b1hty and risk?” he asked.

Indonesia Airline Ticketing
Agents Association (ASTINDO)
chairman, Elly Hutabarat, said
airlines usually returned deposits,
but problems arose if there were
disputes on the interpretation of
a disaster as a force majeure.

“I remember the problems
agents faced with groundhan-
dlers during Iceland’s volcanic
eruption. And in all fairness,
groundhandlers too might have spent
money on hotels, transportation, etc.

“So the best way is to work with insur-
ance companies. Indonesia should have a
similar directive, but ASTINDO is going
to approach insurance companies to see if
they have policies to cover this issue.”

She added: “Agents should not bear the
responsibility of things which happen be-
yond their control. Consumers should be
aware of the agent’s position and role.”

Agreeing, Margaret Loh, managing
director of Airrelated Travel in Sin-
gapore, said: “It is the airlines and
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200d things take time

year after he fought off no fewer
an 20 suitors to emerge as the
ew owner of Regent, Steven Pan
tells Raini Hamdi it takes time to
bring the brand back to its full
glory — but it will be time well
spent — see page 6
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LUXURY leisure and business travellers
to Hong Kong have a new option that
when it comes to one-of-a-kind accom-
modation.

The Luxe Manor, Hong Kong's
stylish, surrealism-inspired, 159-room
boutique hotel in Tsim Sha Tsui, has
unveiled a new guest satisfaction pro-
gramme called TOUCH—A customised
experience that includes the services of
a TOUCH Agent (personalised con-
cierge), a complimentary framed souve-
nir photo of the guest and, for guests at

its Deluxe The TOUCH experience package is
rooms and available now until 31 August 2011. Ben-
Themed efits include 10 per cent off best available
Suites, an rate for Deluxe Rooms, buffet breakfast,

exclusive re-
ception area
with express

complimentary mini-bar, roundtrip bus
shuttle between Hong Kong International
Airport and the hotel for one, a welcome

check-in, cocktail at Dada Bar+Lounge, free press-
special ing and dry cleaning of one item per stay,
turndown in-room broadband internet access and

free local calls.

With such attractive offers, now is
certainly the best time to experience the
artistry of The Luxe Manor.

amenities, homemade pastry, choice of

pillows, a DVD movie and music library,
Gilchrist & Soames toiletries and priority
booking at the hotel’s Dada Bar+Lounge.

WWW. theluxemanol com/touch/
763 8880 or rsvn@theluxemanor.com

Reservations: +(852) 3






