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The Code of Conduct applies to all ABTA members and is central to achieving ABTA’s aims, in particular delivering
higher standards for customers, and building confidence in travel.

ABTA provides guidance and training to members on the Code, and carries out monitoring to see that members
comply, and holds them to account if necessary through various enforcement methods.

ABTA is approved as an ADR body by the Chartered Trading Standards Institute in respect of its Customer
Support function. ABTA also offers an arbitration scheme, provided by Hunt ADR.

This report presents the facts and figures for Code activity and for the operation of the ADR schemes for the
year 1 July 2024 to 30 June 2025).
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A. CODE OF CONDUCT

1. Primary Authority

ABTA has been in a Primary Authority co-ordinated partnership with Kent County Council Trading Standards
since 2019. The Code of Conduct and Guidance on the Code of Conduct are assured advice under the
partnership. This is a benefit to members as, if they follow the Code, they can be confident that they are
complying with the law, and they can refer to the Primary Authority arrangement provided by ABTA if they are
approached by any other Trading Standards authority.

2. Changes to the Code this year

The Code and its Guidance were changed at Clause 3J, to state that if members levy a surcharge on a client, they
need to comply with the Package Travel Regulations, but no longer need to absorb an amount equal to 2% of
holiday cost.

The Guidance to the Code was also changed with the addition of information on ABTA mediation to clause 5G
on ADR.

At the start of the year ABTA created a new Members’ Committee which will oversee areas previously covered
separately by its Membership, Code of Conduct and Agent Fund Committees.

3. Code guidance and training

Members can obtain advice from ABTA in a number of ways, to help them comply with the Code.

e The Member Support team answers members’ calls and emails.

e Our weekly e-newsletter ABTA Today keeps members updated. This year it included six items on ‘A
look into the Code of Conduct’.

e ABTA seminars provide training, e.g. complaint handling training, travel law conferences and the
essential guide to travel training day.

e Online training on the Knowledge Zone includes a popular course on ABTA, and one on communicating
FCDO advice to customers.

e ABTA’s website contains not just the Code and Code guidance, but also guidance notes on specific
legal and compliance topics and model documents such as booking conditions.

e This year, the Legal team published an ‘Ask the Expert’ on “Why the Code of Conduct is your friend not
your foe” on the ABTA news website, and an article in Travel Weekly “ABTA’s Code of Conduct is more
than a regulatory tool”.

4. Code Monitoring

ABTA monitors compliance with the Code in certain important areas.
a. Liability Insurance
This year, as in previous years, ABTA monitored members’ compliance with Clause 6l of the Code, which states

that members shall, if they are Principals or Organisers, ensure that they obtain liability insurance to cover claims
made by clients.

©ABTA Ltd Page 2


https://www.gov.uk/government/publications/primary-authority-overview
https://www.abta.com/news/ask-expert-paula-macfarlane-senior-solicitor-abta
https://travelweekly.co.uk/in-depth/abtas-code-of-conduct-is-more-than-a-regulatory-tool

CODE OF CONDUCT AND ADR ANNUAL REPORT 24/25

All relevant members were contacted and 592 replies were received, confirming insurance cover. Any member
that does not satisfactorily reply faces further action under the Code. This year, no members were referred to
the Committee but one warning was issued for a late reply.

b. Website monitoring

The Legal team checks members’ websites against the website checklist, to see that key information is
provided to customers. During the year, 200 members were checked and 126 were provided with assistance in
complying.

In 2 cases members failed to reply, and one fixed penalty fine and one warning was issued, but otherwise no
enforcement action was required and the members made the necessary changes.

c. New members of ABTA

All new joiners received a Code of Conduct checklist and undertaking, which provides information on some of
the key Code requirements, e.g.:
e Displaying accurate information on the identity of the business
e Referencing ABTA membership
Having booking conditions
Dealing with complaints and correspondence correctly
e Providing essential travel advice on websites

New joiners commit to complying with these and are monitored after becoming members to see that any
changes required are made.

5. Code enforcement

If necessary, on receipt of a complaint, ABTA acts to see that the Code is complied with.

a. Code of Conduct Referrals
During the past year, 166 (230) files were investigated under the Code. The source of these files is ABTA
Customer Information, members, suppliers and ABTA’s code monitoring. At the end of the investigation
process, the referrer will be notified of the outcome, including the customer that originally raised the

complaint.

Following investigation with the member that is the subject of the complaint, there are several different ways a
Code case can be dealt with, including:

No further action is required because the member comes into compliance with the Code

This year, 27 (32) cases fell into this category, with members, for example, improving their procedures or
making changes to their website information.

Warnings

If a member is in breach of the Code, a warning can be issued. If the member doesn’t want to accept the
warning, it can take the case to the Members’ Committee. If the member accepts the warning, and then
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commits the same offence within two years, it will be required to give an undertaking or appear in front of the
Committee.

This year, 5 (7) warnings were issued and 5 were accepted.

Fixed Penalty offences

13 clauses of the Code can be dealt with by ABTA issuing a Fixed Penalty Notice where a breach is, on the face
of it, self-evident and has been rectified without significant or ongoing detriment to the consumer. Under this

process, the member will pay a fine of £400 and no further action will be taken.

This year, 8 (1) Fixed Penalty Notices were issued.

Fixed Penalty Notices issued:
e 5C Correspondence with ABTA

Members can refer the Fixed Penalty Notice to the Members’ Committee for a hearing if they wish. In addition,
if the member fails to pay then the case will be referred to the Committee. This year, 4 (no) Fixed Penalty Notices
were referred.

b. The Members’ Committee
The Members’ Committee replaced the Code of Conduct Committee this year. Chaired by Rich Simpson of
Midcounties Co-op, it is still a committee of members of ABTA that can hear alleged breaches of the Code and
impose a range of penalties if necessary: reprimands, undertakings, fines, suspension of membership and

termination of membership.

The Committee considered 5 alleged breaches in the year, and concluded that 5 breaches had occurred.

Breaches upheld by the Members’ Committee:
e 5C Correspondence with ABTA
e Four members challenged £400 fixed penalty fines they had received for not replying. The
Committee upheld three fines and in the other case replaced the fine with a warning
e 6B Not bring ABTA and its members into disrepute
e One case, which resulted in termination of membership

c. The Appeal Board

Members have a right of appeal against Code of Conduct decisions of the Members’ Committee. Appeals are
heard by an Appeal Board which is independent of the Committee.

There was one (no) appeal during this period. A member appealed against the sanction of termination of
membership but the appeal was dismissed.
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B. ALTERNATIVE DISPUTE RESOLUTION (ADR)

ABTA is approved as an ADR body by the Chartered Trading Standards Institute in respect of its Customer
Support function. ABTA also offers an Arbitration Scheme, provided by Hunt ADR.

1. ABTA ADR cases

Customers of ABTA members have access to ABTA's authorised ADR scheme to help resolve any complaints. If
the customer has been unable to resolve a complaint with the member, the ADR scheme will help bring the
parties together. Our Customer Information department opened 8,114 (8,251) cases in relation to customer
issues concerning ABTA members over the last year.

The vast majority of these are resolved through the ADR scheme which facilitates discussion and negotiation
between the customer and the member.

2. Arbitration

Those complaints that are not resolved through the ADR scheme can progress to the Arbitration Scheme to
resolve the customer’s complaint.

The Arbitration Scheme is suitable for general complaints, which are not solely or predominantly about injury
and illness. It is compulsory, meaning that ABTA members must allow any dispute with a client to progress to
arbitration. It produces a legally binding result.

In the year, 537 (966) cases were the subject of an arbitration award. This represents approximately 7% of all
complaints received during this period. 374 cases were found in favour of the customer, and 163 in favour of
the member (a 70% (65%) success rate for the customer). The average amount claimed by applicants was £3,692
and the average award was £928.
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