
Cancellation of bookings in the Tourism Industry due to Covid-19 

Many businesses within the tourism sector are struggling to manage cancellations, delays and 

suspension of products and services brought about by the Covid-19 pandemic. As a first step, 

we encourage businesses to contact customers to advise them of how they are handling 

various circumstances. In so doing, businesses should continue to be mindful of their 

obligations under Section 48 (1) of the Consumer Protection Act which include not to: 

➢ offer to supply gods or enter into an agreement to supply any goods and services at 

a price or terms that is unfair, unreasonable or unjust; 

➢ market any goods or services or negotiate, enter into or administer any transaction 

or agreement for the supply of goods or services in a manner that is unfair, unjust or 

unreasonable; 

➢ require a consumer or any person to whom goods or services are supplied at 

direction of a consumer  

o to waive any rights; or  

o assume any obligation; or 

o waive any liability of the supplier.  

 

Suppliers must not make false or misleading statements about the services they promote or 

supply, including: 

o the terms and/or conditions on which such services are to be supplied, or 

have been supplied; 

o the rights of consumers, including their entitlement to refunds in the event 

that services contracted for are not supplied; or 

o  the likelihood of future travel (provision of services) within certain 

timeframes. 

This guidance relates primarily to circumstances where travel services have been cancelled as 

a result of the COVID-19 pandemic (rather than, for example, where travel service will still 

proceed but a consumer has decided to cancel their booking). 



A business is still required to honour its existing terms and conditions, including its 

cancellation policies. The relevant terms and conditions are those in effect at the time a 

consumer made their booking, i.e. suppliers cannot retrospectively change these policies. 

Suppliers must be cognisant of the fact that consumers may also have rights under contract 

law where the contract terms have not been honoured. 

A supplier who makes a commitment or accepts a reservation to supply goods and services 

on a later date may:  

➢ Require payment of a reasonable deposit in advance; and  

➢ Impose a reasonable charge for cancellation of the order or reservation unless the 

consumer for whose booking or reservation or order is unable to honour such due 

either hospitalisation or death.  

➢ In considering what a reasonable cancellation charge a supplier must look at the 

following factors:  

o the nature of the goods or services that were reserved or booked;   

o the length of notice of cancellation provided by the consumer;  

o the reasonable potential for the service provider, acting diligently, to find an 

alternative consumer between the time of receiving the cancellation notice 

and the time of the cancelled reservation; and  

o the general practice of the relevant industry. 

A supplier may agree to another remedy with the customer, such as providing a partial refund, 

a credit note or voucher, or postponing the services to a later date if possible. Due to Covid-

19, consumers had no other choice but to either cancel the booking or postponing to an 

appropriate time when the country is open for economic activities again.  

If a supplier provides a voucher, it should have an expiration date which is long enough to 

allow the consumer to use the voucher. Section 63(2)   of the Consumer Act says that vouchers 

should be valid: 

➢ until the value of the voucher has been used up; or 

➢ for three years or longer period as agreed by the supplier; 



A term allowing a business to retain the full deposit or payment without having delivered any 

goods or services may be considered unfair under the unfair contract terms of the Consumer 

Protection Act. However, suppliers are allowed to charge cancellation costs if they are 

covering costs that have been incurred. 

Under the Consumer Protection Act, terms and conditions in standard contracts can be 

declared to be unfair and a prohibited conduct if they violate provisions of the Act and a 

supplier may find themselves having to pay an administrative fine.  


