
Coach Tourism Council Hotel Charter for UK Hotels
Objective

This voluntary code for CTC hotel suppliers aims to ensure a minimum standard of operation and commitment in their dealings with customers who has arrived by coach. Note there are some elements that if a hotel simply does not offer (due to their size and rating) they can delete. Hoteliers signing up will be listed on the CTC website, thereby promoting their commitment to the code and ultimately service delivery to the customer.
Scope

The ultimate objective of this charter is to ensure that all customers get the holiday experience they expect and deserve. This has been addressed by detailing best practise from suppliers in their dealings with domestic coach operators/wholesalers and subsequently their customers.
The Negotiation

Relationship: The supplier and operator/wholesaler agree to deal with each other in an honest and fair manner and to the highest professional standard.
Single supplement: The supplier undertakes to make very clear the single room situation and supplement charges at the enquiry stage and certainly before confirming the booking.

The Deal

Contracts
A written agreement, whether in contract form, letter or email, must be agreed within 14 days of the booking being made by the operator/wholesaler. The written agreement should clearly detail the following:

· The price for all services booked

· Whether taxes and/or other charges are inclusive or exclusive

· The exact services booked including relevant dates, meals etc.

· Details of any supplements to be charged

· The terms & conditions applying to the booking(s), including free place policy, cancellation and payment terms. 
Food
It is essential that the dinner offering is made clear for both sides, to avoid confusion in terms of guest expectation and disagreement in terms of the supplier/operator relationship.

Cancellation
Should cancellation be necessary, it should be made to the supplier in writing and within the terms of the supplier contract.

Payment terms
Terms must be agreed at the time of contract and operators must work to those terms.

The Delivery

· The Guests: all guests arriving by coach should be treated as an individual and not as a large group of people who all know each other, unless otherwise agreed with the operator/wholesaler (private groups, for example, may know each other and want to be treated more as a single entity).

· Point of contact: where possible a named person or persons, should be given to the group leader on arrival for any issues arising during the stay.

· Meet and Greet: the guests are to be met, welcomed and the basic layout of the building explained and any other relevant information, by a member of hotel staff. 

· Group Check in: the supplier commits to a straightforward and simple check in, wherever possible, not involving a queue at the reception desk.

· Porterage: should be made clear when booking if the service is provided and if so, whether it is included in the rate or a supplement applied.
· Tea and coffee: should be made clear when booking if the service is provided and if so, refreshment making facilities should be in every room and they should be replenished daily

· Leisure facilities: should be made clear when booking if the service is provided and if so, basic leisure facilities should never be charged for including the swimming pool, sauna, whirl pool and steam room.

· Main Restaurant Dining: the supplier commits to main restaurant dining unless prior arrangement has been made with the operator/wholesaler.

· Restaurant seating: guests to be sat on table sizes maximum 6 unless prior agreement with the operator/wholesaler or a private group who request large tables.

· Dinner: supplier agrees to deliver the main meal as detailed and agreed at the contracting stage of the booking.

· Style of service: where table service is the style of dinner, orders should be taken at the table unless by prior arrangement.

· Breakfast: hotel’s standard breakfast to be offered at all times, unless special arrangements have been made for early departure and a limited offering agreed.

· Sales updates: the operator/wholesaler must give honest and timely sales updates to the supplier and they must be available on request.

· Coach Parking: arrangements for free of charge onsite coach parking must be made at the time of booking, where onsite coach parking is not available accurate alternative options to be offered.

· Out booking: only if absolutely necessary and they must be handled in a professional manner, where possible giving a minimum of 28 days notice and same or better standard of accommodation. Where an operator/wholesaler is bound by their terms & conditions to provide compensation to their customers, the supplier will cover this outlay as part of the outbooking process, unless otherwise agreed by the two parties. This includes driver and courier book outs. Suppliers must note that the coach driver is probably the group leader and should not be separated from the group. 
· Drivers/couriers: all should be treated in the same manner as the customers in respect of the negotiated contract

· Supplier team training: support will be offered by CTC in the form of a simple training module that can be delivered on property to afford greater understanding of the requirements and needs of the customer. 

After Service

Complaint resolution, the supplier commits to the following level of response: an acknowledgement within 48 hours of the complaint and full resolution within 28 days of that complaint being received. All complaints and responses to be in writing.
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