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I. BACKGROUND 
 
 
At a time when the number of tourists is rising, destinations are becoming increasingly diverse, and 
generating countries are becoming more and more numerous, the efficient level of the protection of 
tourists and tourist service providers is a must. Recent travel disruptions (such as Icelandic volcano, 
hurricanes and tsunami events, brutal and important snowfall, air carriers strikes, political crisis in the 
Arab world) had made tourism stakeholders aware of the insufficiency of existing binding rules at the 
global level governing the rights and obligations of tourists/consumers and tourism enterprises. Tourists 
must face these unfortunate and unforeseeable events with a lack of knowledge of local customs, risks, 
and laws.  
 
The UNWTO Executive Council of the World Tourism Organization at its eighty-ninth session held in 
Kish Island (Iran) on 24-26 October 2010 approved the proposal of the UNWTO Secretariat to carry out 
a preliminary study on tourists/consumers protection as a result of the insufficiency of existing binding 
rules at the global level governing the rights and obligations of tourists/consumer and of travel 
organizers. This fact had indeed so clearly brought to light in April 2010 by the crisis provoked by the 
eruption of the Icelandic volcano and its tremendous effect on the travel and tourism sector. The 
Executive Council requested the Secretary-General to establish a Working Group able “to define the 
scope and level of the proposed legal instrument” (CE/DEC/11(LXXXIX)). 
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The first meeting of the UNWTO Working Group on the Protection of Tourists/Consumers and Travel 
Organizers was held at UNWTO headquarters in Madrid, Spain, on 26 April 2011. When defining the 
scope of the instrument, the Members of the Working Group agreed on addressing the following key 
issues, listed in order of their priority: 

- Issue 1: Providing assistance to, and ensuring the repatriation of, consumers, particularly in 
cases of force majeure; 

- Issue 2: Supplying accurate and timely information to tourists including in terms of the 
handling of bankruptcy situations of travel organizers; and 

- Issue 3: Focusing on issues related to accommodation. 

 
The General Assembly of the World Tourism Organization at its last session held in Gyeongju, Republic 
of Korea, 8-14 October 2011, welcomed the preliminary results of the Working Group and took note of 
“the preliminary work conducted in order to prepare some initiatives approved for the next biennium, 
notably on consumer and enterprise protection, leading to an international convention.” 
(A/RES/593(XIX)) 
 
Last year UNWTO organized on the occasion of ITB a Workshop on the Protection of 
Tourists/Consumers and Travel Organizers with a great attendance. During this initial brainstorming 
event specific issues addressed included package travel contracts, the nature and the extent of 
information provided to consumers, the extent of professionals’ responsibility, the assistance owed to 
consumers and guarantees offered to tourists in the case of bankruptcy or insolvency of travel 
organizers. The outcomes of the Workshop have been taken into consideration during the recent 
meetings of the Working Group. 
 
For the further consideration of the Working Group on the occasion of the ITB 2012 we would like to 
invite you to share with us your comments and suggestions on accommodation related issues 
during a special session which will be held on 9 March 2012 between 11:00 a.m. – 13:00 p.m., at ICC, 
Hall 7. 
 
 

II. PRELIMINARY DISCUSSION POINTS 
 

1. Information provided to tourists/consumers 
- What information should be provided to the tourists/consumers by the accommodation service 

provider? 
- What conditions should such information comply with?  
- On what medium/form should such information be provided?  
- Should the lack or misleading nature of information be sanctioned?  

 
 

2. Liability of accommodation service providers, including that relative to the property of 
their guests 

- Under what conditions can the accommodation service provider should be held liable based on 
the non-performance or deficient performance of its accommodation service?  

- Under what conditions can the accommodation service provider should be held liable relative to 
the property of its guests?  
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