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Just tell the truth to avoid complaints
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During the first 11 months of this year, the TIC received 731
and 646 complaints concerning outbound and inbound travel

respectively.

One may be taken aback by the rich variety of those out-
bound complaints. For example, there are travellers who com-
plained that they flew on Y Airways even though the itinerary
guaranteed that they would travel on X Airways. There are complaints
about misleading terms in the advertisement because the so-
called "quasi-five-star hotel" turned out to have had no official
star rating. There are also tour participants who were unhappy
about their travel agents not specifying whether the attractions
included in the itinerary were meant for a visit or a mere pass-
ing by.

As for inbound complaints, they are no less variegated.
For instance, some visitors complained that they only had a
little time to visit the scenic spots mentioned in the itinerary.
Some others grumbled that the place they stayed at was dilapidated,
and the meals they had were just passable.

Given so many different types of complaints, one may wonder
if there is any common thread running through them. After wading
through piles of complaint cases, this reporter has found out
that many complaints were in fact triggered off by an unex-
pected discovery of expectations unfulfilled. The root cause
of all this is that to lure customers, quite a lot of travel
agents tended to make promises which might not be kept,
or were unwilling to pin themselves down to anything certain,
with the result that their customers were led to cultivate
wrong expectations.

Now that the cause of this kind of complaints becomes
clear, the cure may well lie in four words: just tell the truth .
I f a hotel is applying for a star rating and does not have an
official one at the moment, just say it; if a tour group will merely
pass by an attraction, just say it; if an item in the itinerary can-
not be guaranteed, just say it .  In a nutshell, let customers
know in advance what to expect, and they will have no rea-
son to complain afterwards. 




