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Your holiday has been cancelled – what should you do before making an insurance claim?
This guide provides you with a summary of what you should do before you make a claim on your travel policy. In most
circumstances, it is quickest and easiest for you to go to the retailer first for a refund; for example, the hotel, travel agent
or airline. Our terms and conditions require you to take some reasonable steps to help reduce or minimise any loss.
We would expect you to take reasonable steps to:
1. Try to obtain a refund from your holiday provider.
2. Where the holiday provider is no longer trading, to consider whether you have a claim under an ATOL protected (or
similar) scheme.
3. Finally, consider a claim against your card provider if you paid by debit or credit card.
A refund from one of these sources may mean you avoid the policy excess that would normally be payable under your
travel insurance. You might also be able to get reimbursement for all travellers in your party, even if they don’t hold
insurance.
We provide details on these options below.

1.

Request a refund from the holiday company

If your holiday has been cancelled, speak with your travel provider to ask about refunds and changes to your bookings.
There are some legal requirements your travel provider has to comply with, for example:
• Flight only holidays: you generally have a clear right to a refund under European law.
• Package holidays: if your holiday was sold as part of a package (this should be made clear in your documents) you
have a clear right to a refund under UK law.
• Other holidays (e.g. cottages): where the holiday provider has cancelled your holiday, you will need to look at what
your booking terms say. However, you are probably still entitled to a refund.
In circumstances where holiday companies face a sudden large volume of refund requests, they may take longer than
normal to process these. We encourage you to make a clear request for a refund and allow a reasonable period for your
flight or holiday provider to process a refund before making a travel insurance claim.
If you do make an insurance claim, as part of the claims process we will ask you for evidence of your attempt to obtain a
refund from your holiday provider.
Some holiday companies might offer you vouchers instead of a refund. You will need to consider whether this is
appropriate for your circumstances. If you accept vouchers instead of a refund, then we may consider that your claim has
been settled direct with your holiday provider and you do not need to claim on your insurance policy.

Tel: 0333 400 139 | Fax: 0330 400 1292 | www.travelclaimsservices.com | enquiries@travelclaimsservices.com
Travel Claims Services process and administer claims on behalf of MAPFRE Asistencia, the insurer of your policy. MAPFRE ASISTENCIA is authorised and regulated by
the Dirección General de Seguros y Fondos de Pensiones (DGS) in the jurisdiction of the Kingdom of Spain. Deemed authorised by the Prudential Regulation Authority.
Subject to regulation by the Financial Conduct Authority and limited regulation by the Prudential Regulation Authority (registration number 203041), with a branch
registered in England and Wales with company name MAPFRE Assistance (Company Number FC021974, Branch Number BR008042) and UK branch registered office at
Dixon House, 72-75 Fenchurch Street, London, EC3M 4BR. Details of the Temporary Permissions Regime, which allows EEA-based firms to operate in the UK for a
limited period while seeking full authorisation, are available on the Financial Conduct Authority’s website.

2.

If your travel company goes out of business

If you booked a package holiday, you are entitled to a refund if you are yet to travel. Details should be provided with
your booking information. For example, if the package included a flight it will normally be ATOL protected. Click here for
more information on making an ATOL claim.
If your package holiday didn’t include a flight, you should check the booking information to see how your holiday is
protected and how to get a refund.
Flight only bookings will not normally be ATOL protected.
If your holiday is not a package holiday, but it included more than one type of travel service, you may still have some
limited financial protection if the company that arranged your holiday (often a travel agent) goes out of business. This
will cover you for any money held by that company, but will not protect you if the actual service provider (e.g. hotel or
airline) goes out of business. Click here for more information on linked travel arrangements.

3.

Claiming from your card provider

(i)

Chargeback

If you paid for all or part of your holiday by debit card, credit card or charge card, you might be able to make a
chargeback claim. Under this arrangement, the card provider reclaims the money back from the travel provider.
Visa, Mastercard and American Express all have their own rules on how they handle chargebacks, and your card provider
will be able to advise you on whether you can make a claim. The most likely reason to make a chargeback claim is
because you have not received your goods or services (e.g. your flight or holiday was cancelled by the airline or tour
operator).
Key things to note include:
• Chargeback claims will be limited to the amount you paid on that card. This means, for example, that if you only
paid a deposit on the card, then only the deposit will be covered by your chargeback claim.
• Chargeback is not a statutory right, and you will typically have 120 days from the expected delivery date of the
goods or services to make your claim. You may also be asked to provide evidence that you first attempted to get a
refund from your holiday provider.
• One of the benefits of a chargeback claim is that they are usually processed quite quickly (although this will depend
on the volume of claims at any particular time).
• If your chargeback request is rejected you should speak to your card provider, as they may be able to challenge this.
(ii)

Section 75 Claims

What are the benefits of a section 75 claim?
• Section 75 is a consumer right.
• Under your travel insurance policy, there may be an excess you have to pay, which is deducted from the amount of
your claim. That won’t be the case with a section 75 claim.
• You may be entitled to recover further expenses (including for others in your party) which have been caused by the
cancellation. For example, if you pre-paid for airport parking or excursions on your holiday and these are not
refundable. However, you will need to consider what the booking terms with your holiday provider say about this.
You may also need to demonstrate that you’ve taken reasonable steps to avoid losses; for example, by making any
cancellations as soon as possible after learning that your holiday wasn’t going ahead.

If you paid by credit card, section 75 of the Consumer Credit Act 1974 makes the card provider jointly responsible if the
service or goods you paid for are not provided or are not as you expected. This means that if the holiday provider does
not provide the holiday you paid for, you may be able to bring a claim under section 75.
Section 75 claims can be complicated. There are some strict rules that apply and this guidance is not intended to provide
legal advice. But we set out below some questions which may help you decide whether or not you might have a claim.
For example:
• Did you use a credit card to buy the goods or services? Section 75 does not cover purchases made on a debit card,
charge card or pre-paid card. But you might still have a chargeback claim (see above, and speak to your debit card
provider).
• Was the cash price under £100? Section 75 does not cover cases where the price for a single item or service is £100
or under. The total price of the item you’re claiming for (e.g. flight, hotel, or package holiday) must be over £100.
Providing it is, you will be covered - even if you only paid a small deposit on your credit card.
• Did the supplier fail to provide the product or service you’d paid for? There must be a breach of contract or
misrepresentation by the supplier. For example, the supplier has not provided the service agreed or has given you
misleading information about it.
• Did you buy the goods/services directly from the supplier? Section 75 only covers cases where the supplier was
paid directly by your credit card – this may not include booking through a travel comparison site, or payments
made via a payment service such as PayPal.
• Did you use a voucher? Section 75 only covers goods or services paid for by credit card, not cases where the
booking was paid for with a voucher (e.g. from an earlier cancelled trip).
To assist further, we have provided a couple of helpful examples below:
Example 1
The hotel that Mr and Mrs Smith were due to stay at cancelled their booking because of coronavirus. They have tried to
contact the hotel, which has ignored several emails and is not answering the phone. They have given the hotel a
reasonable opportunity to respond, but it has not done so.
The hotel cost under £100 so they are not covered by section 75. Their card provider has also said they are outside the
time limit for a chargeback claim. In these circumstances, we would consider that Mr and Mrs Smith have taken
reasonable steps to try to recover their losses. Providing they can submit appropriate evidence of their attempts to
contact the hotel, we would consider the insurance claim.
Example 2
The flight that Ms Jones had booked was cancelled the day before she was due to depart, because of new restrictions
brought into place at her destination. The hotel and the parking she had booked were non-refundable. The airline only
offered a voucher and said they were unable to process any refund requests at the moment and couldn’t confirm if or
when this might change.
Ms Jones therefore approached her credit card provider. They agreed to refund her the cost of the flight. But they said
the terms of her booking excluded certain other losses and so they wouldn’t refund the other expenses. In this example,
we would consider Ms Jones’ insurance claim for the parking and hotel costs, as she has taken reasonable steps before
making her claim.

