
Obtaining acceptable refunds from travel operators in these difficult times can be confusing and stressful. 
Where and how a holiday, flight, accommodation or any other travel arrangements were booked dictates how 
a refund can be sought. The law and consumer bodies are on your side however and we hope that this guide 
helps give you clarity and confidence in navigating this subject.

Travel Refunds 
& where to go for help

Car Hire
Most providers already have flexible cancellation policies that 
can be amended or cancelled without fees

Hotels
Depending on whether or not the hotel you’ve booked charges 
a deposit to hold a room, you may be able to walk away 
without incurring a charge.
However, a non-refundable rate is something else. These 
types of stays are more restrictive and are harder to get out 
of. But hotels have started to relax their cancellation policies.

Flights
If your flight is cancelled under EU LAW for passengers, you 
can seek from airlines the right to reimbursement, re-routing 
or return, as well as the right to assistance.

Click here for information about the consumers rights

Package Holidays

  If the package provider cancels before 
the start of the package you are 
entitled to a refund and compensation

  In the event of exceptional circumstances (e.g. if there are 
serious safety or security problems at the destination) you may 
terminate the contract without paying any termination fee

  Travellers may at any time before the start of the package 
terminate the contract in return for an appropriate and 
justifiable termination fee.

  If, after the start of the package, significant elements of the 
package cannot be provided as agreed, suitable alternative 
arrangements will have to be offered to the traveller at  
no extra cost.

  Travellers may terminate the contract without paying any 
termination fee, where services are not performed in 
accordance with the contract

  The organiser has to provide assistance  
if the traveller is in difficulty.

  If the retailer becomes insolvent,  
payments will be refunded.

  If the organiser or the retailer becomes insolvent after the 
start of the package and if transport is included in the package, 
repatriation of the travellers is secured.

ATOL Protection

UK and European law says your holiday must be protected 
if you book a package. ATOL is a UK financial protection 
scheme and protection applies to most air package holidays 
sold by UK travel businesses. The law says your holiday 
must be protected if you book a holiday with a single travel 
firm that includes:

 • flights and accommodation (including a cruise), or
 • flights and car hire, or
 • flights, accommodation and car hire.

Click here for further information

Credit Card

For a holiday or flights that 
cost between £100 and 
£30,000 and where you paid either a 
deposit or the full price on your credit card, you may 
be able to make a claim if the airline or holiday company 
goes bust or the holiday isn’t as described.

Some Debit cards offer similar protection through a 
voluntary scheme called “Chargeback”

Click here for details on how to claim

These are covered under EU package law 
legislation. A factsheet is available here.

Click here for hints and tips from the 
Association of British Travel Agents

https://europa.eu/youreurope/citizens/travel/passenger-rights/air/index_en.htm
https://www.caa.co.uk/ATOL-protection/Consumers/About-ATOL/
https://www.moneyadviceservice.org.uk/en/articles/how-youre-protected-when-you-pay-by-card#paying-for-holidays-on-a-credit-card
https://ec.europa.eu/info/law/law-topic/consumers/travel-and-timeshare-law/package-travel- directive_en
https://www.abta.com/tips-and-advice/is-my-holiday-protected/new-package-travel-regulations

