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Introduction

1. In February 2021, the Prime Minister asked the Secretary of State for 
Transport to develop a framework for a safe and sustainable return to 
non-essential international travel when the time is right. The second 
Global Travel Taskforce (GTT) report was published on 9 April, setting 
out measures that will balance our priority of ensuring people’s safety, 
with the desire shared by many of us to once again embark on 
international travel, be it for business, holidays or reunions with those 
we love.

2. A key recommendation of the report was to improve clarity for both 
consumers and industry by introducing a passenger COVID-19 charter 
by 17 May setting out consumer rights and responsibilities whilst 
measures remain. Later this year consult on additional, flexible and 
modern tools to enforce consumer rights.

3. This charter aims to provide clear information and guidance on 
your rights, responsibilities and reasonable expectations regarding 
international travel whilst COVID-19 measures remain in place. 
It provides links to other sources of information that will provide 
further help and guidance, that you may find helpful. This document 
may be updated in light of further guidance on international travel 
during the pandemic.
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Key points

1. Travelling during the COVID-19 pandemic will be different, and everyone 
should be prepared to be as flexible as possible. 

2. When making a booking check the terms and conditions to understand 
the impact if your plans change, such as in response to changes in 
restrictions or travel guidance.

3. You should make sure you have travel insurance at the time of booking, 
that is suitable for your needs and travel plans, for both international and 
domestic travel. Please make sure you read and understand the terms 
and conditions of any travel insurance and check with the provider if you 
have any questions or concerns. 

4. If your plans or circumstances change, in the first instance you should 
discuss any concerns with your travel provider (the organisation you 
booked with, for example if you booked a package holiday, you should 
speak to the company you booked it through) as soon as possible, to 
consider available options.

5. Additional checks are to be expected when travelling and you should 
allow for extra time during your journey for these.

6. You are responsible for making sure you have all the correct 
documentation ready for your journey. Guidance, advice and information 
about travelling, including entry requirements for the country you are 
travelling to, may be updated ahead of your travel dates. It is your 
responsibility to make sure you are regularly checking relevant 
information ahead of your trip. Rules and restrictions may be different in 
different parts of the UK (England, Northern Ireland, Scotland and 
Wales) and so you should check the relevant guidance for the country 
you are in. 

7. You may not be entitled to a refund, but you should speak to your travel 
provider to discuss options for amending your travel dates or 
destination, as soon as possible, in the event that:

• the restrictions in the countries you are travelling to change

• the rating under the Government’s traffic light category changes for 
the country you are travelling to

• any other COVID-19 restriction changes affect your travel plans.



4

1 Your plans

Your rights

• If your flight, ferry, cruise, Eurostar or package holiday to a destination 
has been cancelled, you have the legal right to a full refund within a 
reasonable timescale. 

• You may be offered a voucher or a free change to your booking, but this 
will not affect your right to insist on a refund instead. 

• If your ferry departure is delayed by over 90 minutes, you should be 
offered the choice of either re-routing to your destination, or a full refund. 

• In the event of a significant delay to your flight, ferry, cruise or Eurostar 
trip your carrier should provide food and refreshments, and if appropriate, 
accommodation. 

• The terms and conditions of your booking should be accessible, clear 
and easy to understand to avoid any confusion.

• Government guidance for your destination will provide updates on 
changes in local COVID-19 rules, requirements or advice during your 
journey. You can sign up for email alerts for travel advice for specific 
destinations. 

• When you book a package holiday that includes flights, your provider will 
send you an ATOL certificate which explains how your money is 
protected if the travel agent fails. 

Reasonable expectations

• Your travel provider will usually offer additional flexibility where possible, 
if you are not entitled to a refund. That may mean changing destination, 
or dates of travel, if the provider is given sufficient notice of the changes.

https://www.gov.uk/foreign-travel-advice
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Your responsibilities

• Always check your terms and conditions at the time of your booking to 
understand the impact if your plans change and speak to your travel 
provider if you have any questions or concerns. 

• Make sure you have adequate travel insurance that is suitable for your 
plans and your needs, from the time of booking for both international 
and domestic travel plans. Consider including cover for cancellations. 
You should check the terms and conditions of your insurance and 
understand what is excluded from cover.

• You should be prepared to be as flexible as possible. Try to choose 
flexible bookings and ensure the destination and dates can be changed. 

• You should advise your travel provider of any changes as soon as possible.

• If you trip is ATOL protected, keep a record of your ATOL certificate and 
take it with you on your trip. It is proof your holiday or flight is protected 
and explains what protections you have and what to do if you need to 
make a claim. 

• Keep a record of any payment made in case you need to claim a refund. 

What to do if things go wrong:

• You should try to resolve any issues with your travel provider in the first 
instance. 

• If you have paid for your booking and believe you are entitled to a refund, 
but the provider will not refund you, you can escalate your claim to an 
alternative dispute resolution body. 

• Alternatively, the Financial Conduct Authority has produced guidance on 
how to get a refund, you can find this here.

https://www.fca.org.uk/publications/finalised-guidance/cancellations-refunds-helping-consumers-rights-and-routes-refunds
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Useful links

• Government Foreign Travel Advice

• The Financial Conduct Authority (FCA) information about insurance

• Financial Conduct Authority guidance on how to get a refund

• Private providers of coronavirus testing - GOV.UK

• ABTA Guidance on Travelling during Coronavirus

• Civil Aviation Authority: Your rights as a passenger and how to make a 
complaint

• Civil Aviation Authority guidance for passengers on COVID-19

• Civil Aviation Authority: information on ATOL Scheme

• Civil Aviation Authority: Alternative Dispute Resolution

• Citizens Advice: Alternative Dispute Resolution

• Competition and Markets Authority guidance

• Eurotunnel COVID-19 travel advice

• Eurotunnel Conditions of Carriage

• Eurostar compensation policy in case of delays

• Eurostar Conditions of Carriage

• Guidance on Rail Passengers Rights and Obligations

• Guidance on domestic cruise travel during the pandemic

• Maritime Passengers Rights

• UK Chamber of Shipping: Framework for Cruise Operators during 
COVID-19

• Regulation (EC) 261/2004 establishing common rules on compensation 
and assistance to passengers in the event of denied boarding and of 
cancellation or long delay of flights

• Regulation (EU) 1177/2010 concerning the rights of passengers when 
travelling by sea and inland waterway

• The Package Travel and Linked Travel Arrangements Regulations 2018

• Trading Standards Business Companion

• Which? COVID-19 travel

https://www.gov.uk/foreign-travel-advice
https://www.fca.org.uk/consumers/insurance-and-coronavirus
https://www.fca.org.uk/publications/finalised-guidance/cancellations-refunds-helping-consumers-rights-and-routes-refunds
https://www.gov.uk/government/publications/list-of-private-providers-of-coronavirus-testing
https://www.abta.com/tips-and-advice/travelling-during-coronavirus
https://www.caa.co.uk/Passengers/Resolving-travel-problems/
https://www.caa.co.uk/Our-work/Newsroom/COVID-19-guidance-for-passengers/
https://www.caa.co.uk/ATOL-protection/
https://www.caa.co.uk/Passengers/Resolving-travel-problems/How-the-CAA-can-help/Alternative-dispute-resolution/
https://www.citizensadvice.org.uk/scotland/law-and-courts/legal-system-s/settling-out-of-court/using-alternative-dispute-resolution-to-solve-a-problem-s/#:~:text=Alternative%20Dispute%20Resolution%20(ADR)%20describes,cheaper%20than%20court%20solutions&text=the%20ADR%20procedure%20is%20confidential
https://www.gov.uk/government/publications/cma-to-investigate-concerns-about-cancellation-policies-during-the-coronavirus-covid-19-pandemic/the-coronavirus-covid-19-pandemic-consumer-contracts-cancellation-and-refunds#cancellation-relating-to-government-guidance
https://www.eurotunnel.com/uk/travelling-with-us/latest/covid-19/
https://www.eurotunnel.com/Eurotunnel/files/f1/f1bbce43-a8a5-4505-84ee-af0b41a48ff6.pdf
https://help.eurostar.com/faq/uk-en/question/What-is-Eurostar-s-compensation-policy-in-case-of-delays
https://www.eurostar.com/uk-en/conditions-carriage
https://www.gov.uk/government/publications/guidance-on-rail-passengers-rights-and-obligations-regulation-no-13712007/guidance-on-regulation-no-13712007-on-rail-passengers-right-and-obligations
https://www.gov.uk/guidance/coronavirus-covid-19-cruise-ship-travel
https://www.gov.uk/government/publications/maritime-passenger-rights
https://ukchamberofshipping.com/latest/industry-comes-together-develop-new-covid-19-framework-cruise-operators/
https://www.legislation.gov.uk/eur/2004/261/contents
https://www.legislation.gov.uk/eur/2010/1177/contents
https://www.legislation.gov.uk/uksi/2018/634/contents/made
https://www.businesscompanion.info
https://www.which.co.uk/news/2021/05/is-it-safe-to-book-a-holiday-in-2021-qa-on-traffic-lights-and-covid-tests/
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2 Your COVID-19 safety

Your rights

• You have the right to be safe while travelling on UK carriers and while 
experiencing UK regulated travel businesses.

• Your UK travel provider should follow all appropriate COVID-19 safety 
and hygiene measures.

Your responsibilities

• You must follow all appropriate COVID-19 safety rules and restrictions. 
You should regularly check these requirements ahead of your trip to keep 
yourself and others safe in the UK and the countries you are travelling to. 

• You must be aware of and be prepared to provide the right certification 
for required tests, vaccines or exemptions. This may be different in the 
UK and the countries that you are travelling to.

• You must understand how restrictions in the UK and in the countries you 
are travelling to, could impact your return travel arrangements.

• You must allow additional time in your travel plans to carry out the 
testing requirements both in the UK and the countries you are travelling 
to. You should do appropriate research and read the terms of service 
when choosing a testing provider, and consider the different types of 
testing required at each stage of your journey. 

What to do if things go wrong:

• If you are unsure what the COVID-19 safety and hygiene measures are for 
your travel provider, they should be able to share their standards and any 
policy they have on keeping consumers safe.

• You can raise any concerns about COVID-19 safety measures for specific 
parts of your journey directly with the relevant provider, particularly if you 
feel that these do not meet the required standards. You should ask the 
provider to provide details on their complaint procedure.

• You should keep a copy of key information with you, including any 
certificates, insurance documentation and contact details for your travel 
provider and the Embassy in the countries you are travelling to in case 
you require assistance whilst abroad
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Useful links

• Private providers of coronavirus testing

• COVID-19 testing for people travelling to England

• Find a travel test provider

• Government guidance on travel during the COVID pandemic

• Government guidance for operators on safer aviation during COVID-19

• Government foreign travel advice

• Guidance on COVID-19 in England

• Guidance on COVID-19 in Northern Ireland

• Guidance on COVID-19 in Scotland

• Guidance on COVID-19 in Wales

• ICAO COVID-19 Response and Recovery Platform

https://www.gov.uk/government/publications/list-of-private-providers-of-coronavirus-testing?step-by-step-nav=8c0c7b83-5e0b-4bed-9121-1c394e2f96f3
https://www.gov.uk/guidance/coronavirus-covid-19-testing-for-people-travelling-to-england
https://www.gov.uk/find-travel-test-provider
https://www.gov.uk/guidance/travel-advice-novel-coronavirus
https://www.gov.uk/guidance/coronavirus-covid-19-safer-aviation-guidance-for-operators
https://www.gov.uk/foreign-travel-advice
https://www.gov.uk/coronavirus
https://www.nidirect.gov.uk/campaigns/coronavirus-covid-19
https://www.gov.scot/coronavirus-covid-19/
https://gov.wales/coronavirus
https://www.icao.int/covid/Pages/default.aspx
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3 Your individual needs

Your rights

• Assistance should always be available according to your needs, where 
appropriate, to ensure that travel continues to be inclusive and accessible 
for all passengers. 

• Government guidance and travel advice can be obtained in a number of 
accessible formats. 

Reasonable expectations

• Travel during COVID-19 restrictions may mean that any assistance 
services will need additional adjustments.

• Your provider should give you information about your journey in a format 
you can access and understand. 

• This also includes updates if something changes that affects your trip, 
for example if new restrictions come into place.

• Airports, ports and rail terminals should give clear information about the 
processes they have in place for passengers who need assistance 
while travelling.

Your responsibilities

• You should let your travel provider know about any accessibility or 
assistance needs as soon as possible. 

• This should be at least 48 hours before travel so that arrangements can 
be made for you.

• You must ensure you have the correct documentation required for any 
exemptions from restrictions in the UK and countries you are travelling to.
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Useful links

• Information on accessibility on Gov.UK and how to request other 
accessible versions of documents

• Civil Aviation Authority: Accessing Special Assistance at airports

• Civil Aviation Authority: Accessing Special Assistance on your flight

• Eurostar: Special Assistance

• Eurotunnel: Reduced mobility users

• Guidance on Disability and Travel Abroad

• Maritime guide for passengers requiring assistance

• Regulation (EC) 1107/2006 concerning the rights of disabled persons and 
persons with reduced mobility when travelling by air

https://www.gov.uk/help/accessibility-statement
https://www.caa.co.uk/Passengers/At-the-airport/Accessing-special-assistance-at-the-airport/
https://www.caa.co.uk/Passengers/On-board/Accessing-special-assistance-on-your-flight/
https://www.eurostar.com/uk-en/travel-info/travel-planning/accessibility
https://www.eurotunnel.com/uk/travelling-with-us/reduced-mobility-users/
https://www.gov.uk/government/publications/disabled-travellers/disability-and-travel-abroad#transport
https://www.gov.uk/government/publications/draft-guidance-notes-relating-to-regulation-eu-no-1177-2010/guidance-for-disabled-passengers-and-passengers-with-reduced-mobility-when-travelling-by-ship-guidance-note-5
https://www.legislation.gov.uk/eur/2006/1107/contents
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4 Keeping informed

Your rights

• Your provider should inform you, with sufficient notice, where restrictions 
or other significant changes will affect your booking to help you consider 
your options. 

Reasonable expectations

• Your travel provider should make a reasonable effort to also inform you of 
restrictions at the destination to help you to remain safe and well abroad.

Your responsibilities

• You should regularly check Government guidance and travel advice 
relevant to your travel plans when booking and regularly ahead of 
your trip.

• You must not only rely on your travel provider to provide this information, 
as you are responsible for following the rules.

• You should check in advance what will happen if you or a member of 
your party become ill while abroad. In particular you should understand 
what medical care your travel insurance covers, what additional 
restrictions will apply in the destination country, and who may be able to 
provide information and assistance.

Useful links

• Government guidance on travel during the COVID pandemic

• Government foreign travel advice

• COVID-19 Travel Advice and Guidance in Northern Ireland

• COVID-19 Guidance on Travel and Transport in Scotland

• COVID-19 Travel Advice in Wales

https://www.gov.uk/guidance/travel-advice-novel-coronavirus
https://www.gov.uk/foreign-travel-advice
https://www.gov.uk/guidance/travel-advice-novel-coronavirus
https://www.gov.uk/foreign-travel-advice
https://www.nidirect.gov.uk/information-and-services/coronavirus-covid-19/travel-advice-and-guidance
https://www.gov.scot/publications/coronavirus-covid-19-guidance-on-travel-and-transport/
https://gov.wales/coronavirus-travel
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5 Your data

Your rights

• Any personal and health information must only be shared or processed 
in line with specified purposes. 

• Information that must be shared as part of your travel, including with 
foreign governments, should be done so in line with data protection 
legislation. 

Reasonable expectations

• Travel certification, either digital or paper, is likely to contain personal 
information that will be used by the UK Border staff, carriers and 
potentially foreign border personnel depending on the entry and travel 
requirements of your destination.

Your responsibilities

• You must ensure that you provide correct information to your travel 
provider, including contact details so that travel providers can contact you 
to keep you updated. You are responsible for keeping this information up 
to date. 

• You should read and understand the privacy information ahead of 
providing any personal or health information to any organisation.

• You should take the time to make sure you are only sharing your personal 
information with legitimate organisations. 

Useful links

• ICO – Information on your data protection rights

https://ico.org.uk/your-data-matters/
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