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Amsterdam 3 April 2020 
 
 
 
Mr. Václav Stárek 
President of Czech Association of Hotels and Restaurants 
Via email: starek@ahrcr.cz; tomas.horak@booking.com;  
 

Dear Mr. Stárek, 

Thank you for your email of 20 March, which we have taken with the utmost seriousness. 

We are all living in extraordinary times. The travel industry is being tested. Travel bans across the globe 
have resulted in an almost complete standstill of travel. A crisis of this scale has never before occurred 
in our industry. We are facing something unprecedented, and we are in this together. 
Accommodations. Airlines. Car Rental companies. Attractions. Our competitors. Booking.com. Local 
businesses everywhere. No one is immune to this pandemic shock, but we all share one common 
interest: for the global travel industry to survive this crisis.  

I would like to make very clear that recent decisions and measures we have taken had the long-term 
interests of our industry in mind. Our main priorities have been, amidst such rapidly-evolving global 
uncertainty, first and foremost the safety of our customers and partners, while simultaneously trying 
to assist consumers and protect our employees and our company. Our customer service centers are 
dealing with almost 400.000 calls, chats and emails per day to support our customers and partners 
during this crisis, which is far beyond what we deal with on our busiest days during the summer peak. 

We are very concerned for everyone in the travel ecosystem: our partners who are struggling for 
business amidst the travel restrictions, as well as our mutual customers who are not only restricted 
from travel due to government restrictions and the need to safeguard our communities but are now 
potentially facing significant financial struggles.  We are working around the clock to figure out ways 
to help each group, and please remember: we only make money if our partners make money.  
However, as a platform we have to strike the right balance between the interests of consumers and 
partners. Harming either in any way is not in our combined short- or long-term interest. We strongly 
believe that we can only manage this crisis together.  

Please let me also take this opportunity to give some context as to some measures we have taken to 
which you refer in your email. 
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Force Majeure - Forced Circumstances 

We continue to monitor the global situation, as more and more governments around the world 
implement regulations that restrict the movement of people. Taking these regulations into account, 
we have implemented Force Majeure procedures in many countries as per our General Delivery Terms 
(“GDTs”) which our partners agreed to. These terms have withstood multiple massive travel 
interruptions in the past. The GDTs protect our mutual customers’ interests by enabling them to 
change or cancel stays that are not possible due to government travel restrictions.  To not apply the 
GDTs after the actual event would seem to us to be a violation of the concept of operating under the 
rule of law.  

In accordance with the GDTs, an event (such as orders from national, provincial, or other public 
authority and/or government decree/regulation) qualifies as (contractual) Force Majeure if such event 
makes it impossible, illegal or prevents guests from travelling to or staying at the accommodation. In 
order to be able to make this Force Majeure assessment we work hard on monitoring all relevant 
(government) measures and updates in each country/region. We refer to the partner hub where you 
can find the force majeure we flagged for the Czech Republic taking into account the above framework.  

We regularly review the evolving circumstances and accordingly continue to assess whether the 
criteria for the implementation of Force Majeure have changed. To this end, I would like to inform you 
that today we have announced changes regarding our Force Majeure policy on guest cancellation that 
are due to government travel restrictions triggered by the COVID-19 outbreak. 

Force Majeure - What’s new 

By now, we can expect that our mutual customers are aware of the risk of further COVID-19 spread, 
and as such the risk they are taking when making new reservations, particularly Non-Refundable and 
Partially Refundable bookings. 

Therefore, for all new reservations made as of 6 April 2020, we will no longer apply Force Majeure 
conditions for guests seeking to cancel or modify their booking due to the current COVID-19 outbreak. 
These reservations will be treated like any standard booking, according to our policies and procedures. 
As the COVID-19 situation evolves constantly, we reserve the right to reinstate our contractual Force 
Majeure policy. If we do, we will communicate this to our partners and the change will only apply to 
reservations made after such communication. 

For active reservations made before 6 April 2020, regardless of future check-in dates, there is no 
change. Our Force Majeure procedures, implemented in view of government travel restrictions and 
based on our contract, still apply. Moreover, we anticipate that more governments around the world 
will implement binding regulations that restrict the movement of people. Our Force Majeure 
procedures will apply as normal to any reservations made before 6 April 2020 for any future check-in 
date where government travel restrictions make it impossible, illegal or prevent guests from travelling 
to or staying at the accommodation they have booked. We will continue to update our Partner Hub 
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with the most up-to-date information about our Force Majeure procedures, including where they are 
in place around the world. 

As you know, Booking.com receives no commissions for any stays cancelled under Force Majeure.  We 
do not arbitrarily decide to declare a Force Majeure to try to benefit travelers at the cost of the hotels.  
Remember, please, that we not only lose out on the revenue when the customer cancels but also have 
to absorb all the costs -- the marketing, the content creation, the monitoring of travel bans globally 
and the very high customer service -- associated with the initial reservation and then the cancellation. 

Monetary remittances vs. change of dates 

For the large majority of reservations made on Booking.com (the agency model reservations), it has 
always been possible for a partner to offer the guest a change of reservation dates or a voucher instead 
of a refund. We are also encouraging guests to opt for a change of reservation dates. However, in line 
with the GDTs, if a guest chooses a refund, that ultimate decision lies with the guest. In previous Force 
Majeure situations this has never been an issue, however the magnitude of the coronavirus crisis and 
the volume of refunds requested by customers now lead to concerns about the liquidity in the travel 
ecosystem.  

Rest assured that we are focused on how best to reduce coronavirus-related impact by encouraging 
date changes, putting the ownership on reimbursement choices between the accommodation and the 
customer, while also devising ways to reduce the operational workload for accommodation partners. 
We are, as always, open for dialogue with the industry, consumers and regulators to find solutions that 
respect the legal framework and benefit all parties involved.  

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.  We have been instrumental in making 
it easier for people to travel, thereby greatly increasing total travel, and we have enabled hoteliers to 
get customers from around the world at very low cost. We do the marketing, the content creation, 
help advise on the right descriptions and photographs to show, translate everything into more than 40 
languages, enable payments using multiple methods, create and maintain the vast computer systems, 
handle customer service, etc., and we do this without charging a fixed fee.  In return, we ask for a fair 
commission when a hotel has a paying guest. Our service has enabled even the smallest hotel to 
compete with the largest global hotel chains and, without us, the prospect of a long-term, lively, 
independent hotel sector would be much dimmer.  Even in this unprecedented situation, we provide 
significant value to partners. And we are working very hard to bring to partners all the demand 
possible. Of course, in many countries, the number of travelers has been reduced dramatically as a 
result of the travel restrictions, but we are doing all we can to funnel even this limited demand fairly 
to all partners. 
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We recognize how difficult the situation is right now (and you must be aware that we, too, are under 
financial pressure).  We are working on a plan to stimulate traveler demand once this crisis is behind 
us and it becomes safe to travel again.  As countries begin to show signs of recovery, we will 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. The Force Majeure situation came about by governments deciding for the good of all of us to 
restrict travel; it is fair that the governments support those who have been most economically injured 
by this action. That’s why 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. We are preparing process improvements that will help the 
position of our partners in light of the crisis. Tomáš Horák, Area Manager Partner Services, stands ready 
at short notice to discuss this with AHRCR and your members and how to address our challenges 
together. 

Yours sincerely 

 

Peter Lochbihler 

Director Public Affairs 


