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Since the Risk Solutions Guidel ine for Travel Industry in
Hong Kong compiled by Aon Hong Kong Limited was released,

many traders commented that some of its recommendations
are not workable, especial ly the one asking travel agents to
emphasise that they are simply acting as intermediaries for
the suppliers, and to disclose the names of ground operators
in marketing materials. Such a method to transfer risk, though
very common overseas, seems unlikely to find a receptive au-
dience in Hong Kong, at least for the time being.

Risk Solutions Manual

Traders find the Guideline difficult to implement pos-
sibly because it has incorporated the highest standards of
practice which are now adopted in overseas countries but
which may not be applicable in Hong Kong. This, however,
does not mean that its many other worthwhile solutions should
be discarded lightly. Even though travel agents in Hong Kong
may consider the standards set out in the Guidel ine unattainable,
they can still take their first step in risk management by carry-
ing out preventive measures suggested in it in order to reduce
business r isks.  Aon Hong Kong has therefore worked out
a Risk Solutions Manual for Travel Industry in Hong Kong
based on the Guideline and feedback from TIC members,
so that travel agents can apply risk management in their
daily operation.

Risk mitigation measures

Effective implementation of risk mitigation measures
can reduce the probability of crises. With this as its focus,
the Manual gives a series of recommendations in respect
of supplier management, marketing and sales, tour trip and
post-tour follow-up . Below are some of the main points:

Supplier management
• Supplier selection: Travel agents should exercise reasonable

care and diligence in selecting suppliers so as to ensure the
latter's service quality. The suppliers should have a good reputation
and sound financial status, observe local legal requirements,
and have no record of serious claims.

• Service agreement: Travel agents should sign with the sup-
pliers a detailed service agreement, stipulating the obliga-
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t ions of each party and the minimum service qual ity and
safety standards which the suppliers are supposed to attain.

• File documentation: Travel agents should document and file
their communications with the suppliers. If a claim is lodged
against the agents, such records can help them look into the
incident.

• Regular review: Travel agents should regularly review the suppliers'
performance and reputation. The wording and details of the
service agreement should also be updated to ensure that
their services are up to standard.

Marketing and sales
• Proper management of customers' expectations: Travel agents

should remind customers of the dos and don'ts before and
during the trip so that their holidays will not be spoiled. Travel
agents should also explain to the customers before accept-
ing a booking what is beyond their control, what their poli-
cies are on tour cancellation and itinerary alteration, and what
obligations both parties have. All these should be included in
the terms and conditions of the tour and signed by the customers.
Future arguments or complaints can thus be avoided.

• File documentation: All communications regarding tour ar-
rangements between travel agents and customers, such as
tour booking documents, advice to itinerary changes and confirmation
by the customers, should be properly documented. If a com-
plaint or claim is lodged against the agents, such records
can be useful in helping them find out what has happened.

• Employee checklist: This checklist can be used to reduce
the exposure of travel agents to liability arising from the negligence
of the employees. Checklist items may include: "Travel in-
surance recommended?", "Cancellation policies, and visa, passport
and health check requirements explained?", "Travel advisory
warnings provided?", etc.

• Risk transfer: If customers wish to participate in high-risk
activit ies, they should be asked to sign an assumption of
risk statement and a l iabil ity release form, indicating their
acknowledgment of the inherent risks associated with the
activities.

Tour trip
Since most accidents occur during the trip, travel agents

and local suppliers should take safety precautions to re-
duce the risk of accidents . The following items should be in-
corporated into the service agreement as far as possible:
• Transport arrangements: Tour coaches / charter vessels /

sightseeing boats must possess a proper and valid licence,
be regularly inspected and serviced, and be covered by third-
party insurance. Drivers / captains must hold a proper and
valid licence.
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• Tourist guides: Local tourist guides must possess a valid licence.
They should ensure the drivers drive safely and remind tour
members to assess, based on their health and physical conditions,
whether they are fit to take part in certain activities.

• Dining places: All restaurants chosen must have a valid ca-
tering licence and good hygiene standards. The restaurants
must have fire-fighting equipment and emergency exits.

• Hotel / accommodation: Hotels must be licensed and have
fire-fighting equipment, automatic water sprinkler systems
and emergency exits. Maps showing fire escape routes must
be displayed at prominent places.

• Theme parks: Only theme parks that are legally operated and
conform to the safety regulations should be visited. Mechanical
rides and facilities must be regularly checked and maintained.
If they are not suitable for people in certain health categories,
appropriate warning signs should be displayed at the entrance.

Post-tour follow-up
Poorly handled complaints may adversely affect travel

agents' reputation. An effective complaint handling mecha-
nism should therefore be set up to enhance the agent-cus-
tomer relationship. Agents should also take note of the fol-
lowing when handling complaints:
• All customer complaints or claims should be dealt with empathetically,

and in a responsive and proactive manner.
• If a claim involves injury or loss of property, or if legal action

is threatened, travel agents should never admit l iabi l ity or
use words that might be considered an admission of liability.

• Travel agents should ensure proper channels are in place so
that the management can be aware of complaints which are
substantive, may damage the company's reputation, or in-
volve any threat of litigation or breach of law.

Conclusion

Readers may have the wrong perception that the Manual
is for outbound agents only. No, it is not. For example, sup-
plier management is equally relevant to outbound and in-
bound agents although the suppliers of the former are in
foreign countries and those of the latter are in Hong Kong.
Similarly, post-tour follow-up work is the same for both kinds
of agents. Risk management being a new concept to Hong Kong's
travel agents, its success lies in the commitment and participa-
tion of the management as well as front-l ine staff . If traders
take a first step in risk management now and press ahead with
it, they may one day be able to meet the highest standards of
practice contained in the Guidel ine . 
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