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Monetary remittances vs. vouchers 
Travel is in many cases one of the biggest yearly expenses of a customer. With the huge uncertainty many 
customers are faced with we know that customers prefer to have their money back. We believe that in 
these uncertain times, offering customers their money back is fair and this sentiment is shared by 
consumer protection associations across Europe. We are, however, always open for dialogue with the 
industry, consumers and regulators to find solutions that respect the legal framework and benefit all parties 
involved.  

That said, we are focused on how best to reduce Coronavirus-related cancellations by encouraging date 
changes, while also devising new ways to reduce the operational workload we know date change requests 
are currently generating for accommodation partners. We believe that a flexible option to modify the date of 
a stay effectively results in a customer choice comparable to receiving a voucher for future use. 

VCC Cards -Payment Processes -Self service cancellation tools 

Given the unprecedented level of uncertainty at this time, with many customers unable to travel to or stay 
at accommodations and the associated high impact to our call-centres, plus the often short-notice 
operational workload resulting from cancellations and refunds, we have had to adapt quickly. That is the 
reason why we made a temporary change to some of our payment processes as well as introduced a self-
service cancellation tool for customers. This will help reduce the backlog in customer service to ensure that 
we can answer our mutual customers’ questions, as well as our partners’, as quickly as possible. 
This is a challenging time for everyone with a great deal of uncertainty which is why we are working around 
the clock to offer advice and support to our accommodation partners around the globe, and we encourage 
them all to continue to reach out to us directly like you have done with your letter. 
Booking.com, like its partners, is dependent on thriving tourism. The main value we add for our partners 
has always been generating demand for them, to help them fill their rooms more cost-effectively than 
through traditional advertising. Even in this unprecedented situation, this is the best value we can offer 
partners. We are working very hard to bring to partners all the demand possible. Of course, in many 
countries, the number of travellers has reduced dramatically, but we are ensuring we can funnel even this 
limited demand. 

We are working on a plan to stimulate travellers to start booking again once this crisis is behind us and it 
becomes safe to travel again. This will include Booking.com incentivising customers to book. As countries 
begin to show signs of recovery, we will also publish a Recovery Preparation Toolkit to help partners get 
back to business and back to growth as soon as possible. 

Like all companies in the travel industry, our company is doing everything we can to weather this storm and 
ensure the long-term health of the global travel ecosystem. We truly believe that we all need to work 
together to overcome this crisis, and ensure travel is healthy again. We are fully supportive of fiscal relief 
and state aid measures for the travel sector from national governments and the European Union. Just as 
you did, we supported the European Tourism Manifesto via the EU Travel Tech Association and we call 
upon governments to take timely measures to ensure the survival of the European travel ecosystem of 
which we are a part. 
I look forward to working with you and our accommodation partners to weather this crisis together and help 
get our industry back on track.  , stands ready at 
short notice to discuss with HOTREC and your members the impact of this crisis and how to address our 
challenges together. 
Yours sincerely 
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Making it easier for everyone to experience the world since 1996 
43 languages, 214+ offices worldwide, 141,000+ global destinations, 29 million reported listings 
Subsidiary of Booking Holdings Inc. (NASDAQ: BKNG) 


