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Good business practice for outbound agents

T2 & Staff reporter
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typical itinerary of Hong Kong's package tours is crammed
Awith so many items that it has even become the butt of
jokes: spending a holiday on a package tour is more exhausting
than going to work. Although an itinerary full of activities is a
good thing, when it has become so tightly packed that travel
agents may sometimes find it too demanding to explain to their
customers each item on it, conflicts may ensue.

Take, for instance, the slogan "fly on morning flights
and return on evening flights" for package tours. While
its purpose is to boast about the large number of sights
on the itinerary, the lack of any universally accepted definition
for such terms as morning and evening flights may sometimes
become the source of disputes between agents and travellers.
As itineraries contain more and more items and arrangements
in destinations may often be hard to monitor, dissatisfaction
on the part of travellers may appear somewhat unavoidable.

As a self-regulatory body of the travel agent industry,
the TIC has to cautiously strike a delicate balance be-
tween setting down rules with a view to traveller pro-
tection and avoiding over-regulation for fear of stran-
gling the vigour of the industry. If, for example, a directive
were issued to tackle the matter mentioned above, travel agents
might be deprived of the flexibility needed in their operation; if,
however, little attention were paid, the relationship between agents
and travellers might be hurt. The TIC therefore issued a document
of a recommendatory nature, with an aim of providing
travel agents with some guidelines without subjecting
them to undue regulation.

The document, named Good Business Practice (see
Circular C917), has a dozen or so points, dealing with
such matters as the definitions for flights departing
in various hours of the day: early morning flights re-
fer to those departing during 00.01-05.00, morning
flights 05.01-12.00, afternoon flights 12.01-17.00, and
evening flights 17.01-00.00. Recommendations of this kind
are aimed at enhancing the agent-traveller relationship so that
while the holidaymakers can enjoy their trips, the agents can
focus their efforts on making the trips enjoyable. LI¢
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