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Guidance Note for Deposits and Payments  

 

The following document aims to provide guidance to those looking for some 

assistance on how to navigate visitor deposits during the current COVID-19 

pandemic and subsequent visitor restrictions. 

 

Businesses  

Visit Isle of Man is committed to upholding the reputation of our beautiful Island as a visitor 

destination during this difficult time. The team appreciates your cooperation to help achieve this.  It 

is important that together, we continue to look after our visitors to the best of our ability by being as 

flexible as we can and by providing helpful advice and guidance in order to maintain our warm Island 

hospitality that we are all so very proud of.  

We are delighted to hear that a number of tourism businesses have gone above and beyond to help 

visitors and have been flexible with their policies and operating models to ensure that a positive 

image of the Island is maintained. 

We are also aware that some businesses are unsure how to navigate their deposit and payments 

situation and have yet to confirm arrangements with visitors. We are unfortunately not in a position 

to offer legal advice or instruct but we have provided some guidance below which we hope will help 

you through the situation.  

 

3 Key Tips  

1. Follow your business’ terms and conditions  

In the first instance, it is important to check what booking and cancellation policies your 

business has in place and implement these accordingly, unless you decide to offer increased 

flexibility in this instance. 

 

2. Contact the Isle of Man Office of Fair Trading (OFT) 

You may wish to make contact with the Isle of Man Office of Fair Trading to understand your 

position.  

Isle of Man Office of Fair Trading 

Head Office  
Thie Slieau Whallian 
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Foxdale Road 
St John’s 
IM4 3AS  

Telephone: 
+44 (0) 1624 686500 

Email:  
iomfairtrading@gov.im  

 

3. Seek Legal Counsel  

You may wish to seek your own legal counsel to understand your legal position.  

 

Other Considerations  

Please note that this is ‘guidance’ and you may need to speak with you insurers, OFT or legal experts 

to understand your position before implementation.  

When making a decision about your refund policy we suggest you also consider the following: 

 How will retaining the deposit money, if you wish to do so, affect future bookings? 

 If the client is a regular and how the handling of the deposit might affect the relationship  

 Do you have an ongoing corporate contract with the client and what is the best option for 

your business in the long term? 

 

1. Be more flexible with your bookings  

If you have ‘strict’ booking policies in place you may wish to consider making them a little 

more flexible by amending bookings for a later date.  

 

You may wish to consider the following suggested remedies by agreement with the visitor;  

 Rather than declining a deposit refund, suggest the guests may wish to come at another 

time in the year…? 

 You may wish to reimburse the visitors through a ‘voucher’ to the value of the visit, tour, 

activity or attraction. The voucher can be used across your business at another time. You 

may wish to put a generous extension on the voucher e.g. for 1, 2 or up to 5 years. 
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Hotel Only  

 To encourage visitors to keep a future booking, consider offering incentives such as a 

‘discount’ or a ‘voucher’ to spend across your business during their stay. 

 

2. Consider third party and booking agents cancellation policies  

 Your cancellation policies may differ across different booking channels. Check your 

arrangements directly with third party suppliers (e.g. Viator, Booking.com, Trip Advisor, 

Airbnb) and booking agents (travel agents). Make contact with the company to understand 

the details of the cancellation policy you currently have in place. You may wish to see if it is 

possible to amend the policy you currently have in place for future bookings. 

 

3. Look after your loyal customers 

Do you have a ‘frequent user’ or ‘loyalty’ programme? If so, you may wish to consider: 

 Enhancing the benefits 

 Upgrades 

 Adding additional points to accounts over the next few months. 

This can be seen as a real ‘good will’ gesture from your business to show that you 

understand their lack of business right now, but appreciate their support and look forward 

to welcoming them when the situation improves and travel resumes. Examples of how 

tourism businesses are adapting their business models to help guests with their bookings. 

 

Activity, Attractions and Tours  

Centerparcs  

Trafalgar  

Bus Tour  

Trekksoft  

 

Hotels  

Radisson Hotels  

Marriott International  

 

Self Catering  

Sykes Holiday Cottages  

Hoseasons 

 

 

These are unprecedented times; however the tourism industry is resilient and will bounce 

back when the situation improves. Please take the opportunity to deliver the best service 

possible to your guests, ensuring they have a positive experience with our Island based 

businesses.  

https://www.centerparcs.co.uk/village-news/general-news.html
https://www.trafalgar.com/en-au/resources/coronavirus-travel-update
https://city-sightseeing.com/en/covid-19-faq
https://www.trekksoft.com/en/blog/managing-cancellations-and-refunds-for-tours-and-activities
https://www.radissonhotels.com/en-us/covid-19
https://news.marriott.com/news/2020/02/28/marriotts-updated-statement-on-novel-coronavirus-covid-19
https://www.sykescottages.co.uk/coronavirus-covid-19.html
https://www.hoseasons.co.uk/covid-19
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Visitors  

We are really sorry that the current situation around COVID-19 (Coronavirus) has had a direct impact 

on your planned visit to the Isle of Man.  

Visit Isle of Man is working with industry partners to encourage them to offer flexibility for visitors 

where this is possible. Unfortunately, we are unable to help with specific queries regarding bookings 

but can offer the following advice:  

1. Speak with your tour operator  

We would encourage you to make contact with your travel agent, travel and 

accommodation provider or the third party website the booking was made through to 

understand what options are available to you.  

 

2. Speak with you travel insurance company   

You may wish to speak with your travel insurance company to understand your position. 

They should be able to advise on the best action going forward. 

 

3. Check your booking terms and conditions 

On booking your travel, accommodation, activity you will have agreed to the terms and 

conditions imposed by that provider and the provider has a right to carry these through in 

this situation  

 

4. If you have paid by credit card or debit card  

Depending on your particular circumstances, you may be entitled to a refund, guidance on 

this can be found at http://www.which.co.uk/consumer-rights/advice/how-do-i-use-

chargeback#chargeback-vs-section-75 . We would advise making contact with your card 

provider as soon as possible . 

 

If you feel you have been treated unfairly when dealing with your provider or third party 

booking agent you may wish to contact the Isle of Man Office of Fair Trading to understand 

your position.   

Isle of Man Office of Fair Trading 

Head Office  
Thie Slieau Whallian 
Foxdale Road 
St John’s 
IM4 3AS  

Telephone: 
+44 (0) 1624 686500 

Email:  
iomfairtrading@gov.im  

http://www.which.co.uk/consumer-rights/advice/how-do-i-use-chargeback#chargeback-vs-section-75
http://www.which.co.uk/consumer-rights/advice/how-do-i-use-chargeback#chargeback-vs-section-75
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