Dealing with Complaints

Wednesday 18 October 2006
Venue: ABTA, 68-71 Newman Street, London, W1

It's clear that we live in a consumer-driven world. Customers are demanding more for their
money and are no longer willing to accept any faults or mistakes. With encouragement from
print media and consumer programmes, customers are now quicker than ever to complain.

The travel industry has always been a target for complaints. If they're handled effectively,
customers will trust your company and re-book with you. Complaints can provide you with the
opportunity to find out what is wrong with your product, and improve it.

The Programme...

09:40 Registration 12:35 Accessible Information
Sue Thomas, Royal National Institute of
10:10 Introduction the Blind.
Keith Richards, Head of Consumer
Affairs, ABTA 13:05 Question and Answer
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Dealing with Complaints:
Handling complaints - an opportunity

Wednesday 18 October 2006
Venue: ABTA, 68-71 Newman Street, London, W1
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Cost to ABTA members and Travel Industry Partners:
£120 + VAT (£141.00)

Cost to non members:

£200 +VAT (£235.00)

ABTA Member [ ] Non Member [ ]

| enclose a cheque for £..
(Cheques to be made payable to the Assomaﬂon of Brltlsh Travel Agents Ltd)

Please contact me | would like to pay by credit / debit card U
(Visa or Mastercard only)

Any cancellation must be notified to us in writing. No refunds will be payable for
cancellations made within seven days of the event, but, substitute delegates are

welcome. It may be necessary to cancel the event if there's an insufficient number of
delegates, but it won't be cancelled for this reason fewer than seven days before the event.

If you don't want us to pass on contact details the speakers or sponsors of this event,
please tick this box O

Please add my email address to the ABTA future events update list 1

Please complete this form and post it to The Events Department,
ABTA, 68-71 Newman Street, London W1T 3AH, or fax to 020 7 307
1920.

Phone 020 7307 1979 or 1956 with queries or e-mail seminars@abta.co.uk
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