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PIT Terms & Conditions for Guests 

Chapter 1 General provisions  

Scope of Application 

Article 1 

1. A positive impact experience (PIE) that Positive Impact Tourism B.V.’s (PIT’s) local partner (partner) 

executes with the customer (guest) shall be subject to these terms & conditions. Matters which are 

not provided for in these terms & conditions shall be governed by the laws, ordinances, regulations 

and generally established practice of PIT.  

2. Unless clearly stated otherwise for a specific PIE, our PIEs are subject to the EU package travel 

directive (2015/2302/EU). The combination of travel services offered to you is a package within the 

meaning of Directive (EU) 2015/2302. Therefore, you will benefit from all EU rights applying to 

packages. Positive Impact Tourism B.V. will be fully responsible for the proper performance of the 

package as a whole. Additionally, as required by law, Positive Impact Tourism B.V. has protection in 

place to refund your payments and, where transport is included in the package, to ensure your 

repatriation in the event that it becomes insolvent. 

3. If the partner has executed a special agreement in writing not in violation of the law, ordinances 

and regulations of PIT and the country in which the PIE takes place and within the scope not 

unfavourable to the guest, that special agreement, notwithstanding the provisions of the preceding 

paragraph, shall prevail over the provisions of these terms & conditions. 

4. PIT reserves the right to add to or adjust these terms & conditions at any time without prior notice 

to PIT’s partners or guests. PIT will notify any amendments on its website and the particulars about 

coming into effect of the amended terms & conditions.  

Definition of Terms 

Article 2 

1. An accepted booking for a PIE as stated in these terms & conditions constitutes a contract that the 

partner, commissioned by the guest via PIT, undertakes to make arrangements so that the guest can 

receive services for the execution of the activities as stated in the description of the booked PIE 

(experience services) by acting as a representative, as an intermediary, as an agent, personal guide, 

etc., on behalf of the guest. Hereinafter, this contract will be referred to as ‘the booking’; it takes 

effect after the booking of a PIE is confirmed by the partner as conveyed to the guest by PIT per 

email. 

2. A ‘travel Fee’ as stated in these terms & conditions means a charge which the partner pays to 

transportation/accommodation facilities, etc., such as a fare, accommodation charges, etc., and the 

prescribed travel business handling fee of the partner (excluding a fee for procedures for making a 

change as well as for making a cancellation) in order for the partner to make arrangements for the 

execution of the PIE. 

4. A ’communications contract’ means an contract which PIT concludes with a card member of the 
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credit card company affiliated with PIT (the ‘affiliated company’) in accordance with an application by 

which the guest agrees in advance to settle any credit or debt to PIT concerning the Travel Fee, etc., 

based on the booking on or after the date on which such credit or debt should be settled in 

accordance with the card membership rules of the Affiliated Company separately established, and 

with which the guest pays the Travel Fee, etc. 

5. A ‘booking request confirmation notice’ means a notice of confirmation with respect to the 

request for a booking of a PIE which is made by the guest by clicking the button to book a PIE on the 

website of PIT.  

6. A ‘booking acceptance confirmation notice’ means a notice of acceptance by the partner with 

respect to the booking request done by the guest. Only after the guest receives the booking 

acceptance confirmation notice from the partner as communicated by PIT on behalf of the partner, is 

the booking accepted and finalised. 

6. A ‘card use day’ as stated in these terms & conditions means the day on which the guest should 

pay the Travel Fee to PIT, etc., or settle the refund debts in accordance with the booking. 

Completion of Obligations Concerning Arrangements 

Article 3 

When the partner has made arrangements for and has executed the PIE with due care, adhering to 

the PIT guidelines and criteria, the performance of the partner’s obligations based on the booking is 

deemed completed. Accordingly, even if the partner was unable to conclude the booking with 

transportation facilities, etc., for providing the PIE due to a reason of being full, suspension of 

business, conditions being unsuitable, etc., the guest has to pay to PIT its prescribed travel business 

handling fee (the ‘handling fee’) if the partner has fulfilled its obligations. If a communications 

contract has been concluded, the card use day shall be the day on which PIT has notified the guest to 

the effect that the partner was unable to conclude a contract with transportation/accommodation 

facilities, etc., for the provision of the PIE.  

Arrangements Agent 

Article 4 

In arranging and executing a PIE, the partner may have another travel agent, a person handling travel 

arrangements as a business, or any other auxiliary perform as an agent for all or part of the 

arrangements. If this is the case, the partner guarantees the high quality of these third party services, 

their adherence to the PIT regulations and is responsible for any action taken by said parties in the 

arrangement and executing of the PIE. 

Chapter II Entry into Effect of Contracts 

Application for a booking 

Article 5 

1. A guest who intends to book an PIE must enter the prescribed matters in an (online) application 

form prescribed by PIT and submit it to PIT together with the booking fee, the amount of which shall 

be separately specified by PIT. 

2. Notwithstanding the provisions of the preceding paragraph, a guest who intends to conclude a 

communications contract with PIT must notify PIT of their membership number and the contents of 

Travel Services which the Guest intends to request. 

3. The booking fee referred to in paragraph 1 will be treated as part of the travel fee, the cancellation 

fee or other money which the guest should pay to PIT. 
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Refusal to conclude a booking 

Article 6 

PIT and/or the partner may decline a request for a PIE booking in any of the following cases: 

i. if the partner cannot execute the PIE on the requested dates; 

ii. if the minimum required number of guests for the PIE has not been met; 

iii. If PIT’s or the partner’s business situation necessitates it; 

iv. In case of intending to conclude a communications contract, if the guest is unable to settle part or 

all of the guest’s liability concerning the travel fee, etc., in accordance with the card membership 

rules of the Affiliated Company due to the fact that the guest’s card is invalid, holds insufficient 

funds, etc.; 

v. In case the guest has previously gained low ratings and/or has misbehaved in any way during the 

execution of a previously booked PIE, to be determined by PIT and to which a guest cannot lodge an 

objection of any kind. 

Time of entry into effect of a booking 

Article 7 

1. A PIE booking enters into effect when PIT and the partner have agreed to accept it and PIT has 

received the full travel fee. 

2. Notwithstanding the provisions of the preceding paragraph, a communications contract enters 

into effect when PIT has sent a notice of accepting the application to the guest by email. 

Special provisions for entry into effect of a booking 

Article 8 

1. Notwithstanding the previous provisions, PIT reserves the right to determine a booking to have 

come into effect solely by accepting the conclusion of the contract without receiving the booking fee 

under a special written agreement with the guest. 

2. In such a case, the time of entering into effect of the booking shall be made clear in the special 

agreement.  

Booking document 

Article 9 

1. Promptly after a booking has come into effect, PIT shall issue to the guest a digital document by 

email mentioning the itinerary, the contents of the travel services, the travel fee, and other 

conditions for the PIE, as well as matters concerning PIT’s and the partner’s responsibility (‘booking 

document’).  

2. If a booking document has been issued, the scope of the travel services for which the partner is 

obligated to make arrangements under the PIE booking is subject to what is mentioned in such 

booking document. 

3. PIT will keep a record of the booking documents issued to guests.  

Chapter III Change and cancellation of booking 

Change in PIE activities 

Article 10 

1. Prior to the commencement of the PIT, the guest may request the partner to change the itinerary, 

the contents of travel services and other contents of the booking. In this case, the partner will 

comply with the guest’s request to the reasonably practical extent only if the requested change does 
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not change the nature or desired positive impact of the PIE, no potential third parties (including but 

not limited to charity organisations) are adversely affected by the change and the change constitutes 

a minor change to the travel services. 

2. In such a case, the guest must bear a cancellation fee, a penalty to be paid to transportation/ 

accommodation facilities, etc., when cancelling prior arrangements made for the PIE, as well as any 

other cost required for the change in the arrangements, and pay to PIT a fee for the procedures to 

make the change. Any increase or reduction in the travel fee resulting from the change in the 

contents of the booking concerned shall be attributed to the guest. 

3. In case a guest requests a last minute change or a change during the execution of the PIE, the 

guest shall pay the change fee directly to PIT by means of online payment and with reference to the 

booking. If online payment is not possible, the guest may pay the partner in cash and inform PIT of 

the change arrangements settled with the partner via the online guest dashboard as soon as possible 

and no later than one (1) calendar month after the PIE has ended, and upload proof of the payment 

to the guest dashboard. Failure to report the cash payment gives PIT the right to issue a new 

payment order and can thus result in the guest paying both PIT and the partner for the requested 

change. 

Voluntary cancellation by the Guest 

Article 11 

1. The guest may cancel the booking in whole at any time prior to the execution of the PIE, whereby 

the following cancellation fees apply: 

a. Free cancellation until 60 calendar days prior to the start date; 

b. 20% cancellation fee until 40 calendar days prior to the start date; 

c. 50% cancellation fee until 30 calendar days prior to the start date; 

d. 75% cancellation fee from 15 calendar days prior to the start date; 

e. 100% cancellation fee if the PIE is cancelled from 10 calendar days prior to the start 

date, on the starting date or during the experience.  

2. In case of a last minute booking, determined as booked from 30 calendar days prior to the 

experience up until and including the start date of the experience, the following cancellation fees 

apply: 

a. 50% cancellation fee until 26 calendar days prior to the start date; 

b. 100% cancellation fee from 25 calendar days prior to the start date. 

3. Last minute offers as advertised by PIT on any of their channels i.e website, social media, via email, 

or via phone are all 100% non-refundable irrespective of the number of days the booking is made in 

advance. 

4. In case of cancellation, PIT always handles the cancellation directly with the guest. 

5. In case the guest cancels the booking due to an emergency, the above mentioned cancellation fees 

may be (partly) waived as determined by PIT. No objection can be lodged by the guest against the 

decision of PIT in such a matter; 

6. In case the guest cancels the experience between the first and the last day of the experience due 

to misconduct or malpractice of any kind by the partner as determined by PIT, the above mentioned 

cancellation fees may be (partly) waived by PIT. In this case PIT will not provide a refund, partial 

refund, or any other compensation to the Partner whatsoever. No objection can be lodged by the 

guest against the decision of PIT if such a matter;  

7. If the booking has been cancelled in accordance with the provision of the preceding paragraphs, 

the guest must, in addition to bearing the cost which have already been paid, or which must be paid 
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in the future, to transportation/accommodation facilities, food and beverage, etc., as a 

consideration, cancelation fee, penalty, etc., for the travel services not yet received by the guest, pay 

to PIT the fee for procedures for making a cancellation prescribed by PIT and the handling charge 

which PIT would have received.  

Cancellation due to a case attributable to the Guest 

Article 12 

1. PIT and/or the Partner may cancel the booking in any of the following cases: 

i. If the guest has not paid the Travel Fee either immediately upon booking or at the explicitly 

prescribed date by PIT; 

ii. if the guest does not meet the criteria to join the PIE as determined by PIT, including but not 

limited to educational requirements (if applicable); 

iii. If the guest has become unable to settle the debt in connection with the travel fee, etc., in whole 

or in part in accordance with the card membership rules of the Affiliated Company, for such a reason 

as the guest’s credit card becoming invalid after a communications contract has been concluded; 

iv. if the number of guests has not met the minimum number of guests required for the execution of 

the PIE. In this case, PIT will inform the guests no later than: 

- 20 days before the start of a PIE of more than 6 days; 

- 7 days before the start of a PIE of more than 2-6 days; 

- 48 hours before the start of a PIE of less than 2 days. 

v. if the local partner is unable to perform the PIE as a result of unavoidable and extraordinary 

circumstances and the guest is informed without delay and before the start of the PIE.  

2. If the booking is cancelled by PIT in accordance with the provisions of the preceding paragraph, the 

cancellation fee as described in article 11 applies. 

3. In addition to the cancellation fee, the guest must pay to PIT the fee for the procedure of making a 

cancellation as prescribed by PIT and the handling charge which PIT would have received. 

Cancellation due to a cause attributed to PIT or the Partner 

Article 13 

1. The guest may cancel the booking if it has become impossible to make arrangements for travel 

services due to causes attributable to PIT or the Partner as determined by PIT upon cancellation 

request of the guest. If no request for cancellation is made by the guest prior to the start date of the 

PIE, the guest waives their right to any reimbursement of paid fees.  

2. If the booking has been cancelled in accordance with the provisions of the preceding paragraph, 

PIT shall refund the guest the travel fee already received, excluding the cost which has already been 

paid, or which must be paid in the future, for transportation/accommodation facilities, etc., as a 

consideration for the travel services already received by the guest. 

3. The provisions in the preceding paragraph do not prevent the guest from making a claim against 

the partner for damages that have arisen directly from the cancellation of the booking to the extent 

that these damages relate to the travel services. 

Cancellation due to other causes 

Article 14 
1. In case the booked PIE is to be cancelled by or as a consequence of an order from the national 

government or local authority where the PIE takes place, or as a consequence of unforeseen events 

as determined by PIT  including, but not limited to, natural disasters (such as floods or earth quakes), 

armed conflict or terrorism, the following refund policy applies: 
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a. 100% refund until 30 calendar days prior to the start date; 

b. 75% refund until 15 calendar days prior to the start date; 

c. 50% refund until 10 calendar days prior to the start date; 

d. 25% refund until 7 calendar days prior to the start date and on the start date. 

2. In case of cancellation due to above mentioned events, PIT may decide to be more lenient towards 

the guests upon written request for leniency.  There is no objection possible to any decision made by 

PIT in such cases. 

3. In case of cancellation due to the above mentioned events during a PIE that has already started, 

the local partner will do their utmost to return the guest to the starting point of the PIE. In case this is 

not possible, the costs of necessary accommodation of an equivalent category, for a maximum of 3 

nights per guest/party will be borne by the partner and reimbursed to the partner by PIT.  For guests 

with reduced mobility, accompanying persons, pregnant women, and persons in need of specific 

medical assistance, the 3 nights maximum does not apply, provided PIT  has been informed of their 

special needs at least 48 hours before the start of the PIE.  

4. PIT advises guests to have a valid proper travel insurance prior to and during the PIE and to check 

the provisions of their travel insurance for cancellations due to causes as described in this article. 

Chapter IV Travel Fee 

Article 15 

1. The guest must pay the travel fee to PIT at the time of the booking application or prior to the date 

explicitly given by PIT in written communication with the guest. 

2. If a communications contract has been concluded, PIT will receive payment of the travel fee by 

means of the card of the affiliated company without the guest’s signature on a prescribed payment 

slip. In this case, the day on which PIT has notified the guest of the finalised contents of the travel 

services shall be considered to be the card use day. 

3. If fluctuation in the travel fee has arisen prior to the commencement of the PIE due to a revision 

of: 

- fuel or other energy sources, 

- taxes or fees levied by third parties and/or 

- exchange rate changes 

PIT may change the travel fee concerned. PIT is obliged to inform the guest of a travel fee change no 

later than 20 days prior to the start of the PIE with the reasons for the change and a calculation. 

4. In the case referred to in the preceding paragraph, the increase or reduction in the travel fee shall 

be attributed to the guest. In case of a reduction, PIT reserves the right to deduct administrative fees 

from the reimbursement amount payable to the guest, for which the guest has the right to request 

proof. 

5. In case of a price increase that exceeds 8%, the guest can, within a reasonable period determined 

by PIT, accept the change or cancel the booking without having to pay a cancellation fee. PIT has to 

inform the guest without delay of travel fee changes, the period within which the guest must inform 

PIT of their decision to either accept the change or cancel the booking and of any possible 

alternatives.  In case PIT offers the guest an alternative, this alternative will be of equivalent or 

higher quality.  In case the guest cancels the booking on the grounds of a 8% or more travel fee 

increase, PIT will refund the paid travel fee (minus the administrative costs) within 14 business days 

after the cancellation.   

6. Where a communications contract has been concluded with the guest, if there has arisen any cost, 

etc., to be borne by the guest in accordance with the provisions of Chapter II or III, PIT will receive 

payment of such cost, etc., by means of the card of the affiliated company without the guest’s 
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signature on a prescribed payment slip. In this case, the day on which PIT has notified the guest of 

the amount of the cost, etc., to be paid by the guest to PIT or of the amount to be refunded by PIT to 

the guest shall be considered to be the card use day. However, if PIT has cancelled the booking in 

accordance with the provisions article 14, the guest must pay the cost, etc., to be paid by the guest 

to PIt by the date fixed by PIT by the method of payment specified by PIT. 

Adjustment of the Travel Fee 

Article 16 

1. If the handling charge and the amount of cost paid by PIT to the transportation/ accommodation 

facilities, etc., to make arrangements for travel services which should be borne by the guest (the 

‘adjustment travel fee’) on one hand, and the amount already received as the travel fee, on the 

other, are not in agreement, PIT shall promptly adjust the travel fee after the completion of the PIE. 

2. If the adjustment travel fee exceeds the amount already received as the travel fee, the guest must 

pay the difference to PIT. 

3. If the adjustment travel fee is less than the amount already received as the travel fee, PIT shall 

refund the difference to the guest.  

Chapter V Party/Group Arrangements 

Party/Group Arrangements 

Article 17 

With respect to the conclusion of a booking for which more than one guest joins the PIE together, 

following the same itinerary at the same time, have applied after designating their responsible 

representative (the ‘person responsible for the booking’), PIT applies the provisions of this chapter.  

Person responsible for the booking 

Article 18 

1. Except when a special agreement has been concluded, it shall be deemed that the person 

responsible for the booking has all power of agency concerning the conclusion of a booking for the 

guests constituting the party/group concerning (the ‘members’), and PIT and/or the partner will 

conduct all transactions and/or communications concerning the PIE in connection with said 

party/group with said person responsible for the booking. 

2. The person responsible for the booking must submit to PIT a list of the members or notify PIT of 

the number of the members at the time the request for booking is made by the person responsible 

for the booking.  

3. PIT bears no responsibility for any debt or obligation to a member which the person responsible 

for the booking currently has or is expected to have in the future.  

4. If the person responsible for the booking does not accompany the party/group, PIT deems the 

member who has been assigned by the person responsible for booking in advance as the person 

responsible for the booking after the commencement of the PIE.  

Change in the Members of the party/group 

Article 19 

1. If a change in the members of the party/group has been brought up by the person responsible for 

the booking, PIT and the partner will comply with it to the reasonably practical extent. A change in 

the membership of the party/group can be made no later than 7 days prior to the start date of the 

PIE.  
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2. The increase or reduction in the travel fee resulting from the change referred to in the preceding 

paragraph or the cost involved in such change shall be attributed to the person responsible for the 

booking. 

PIE conducting services 

Article 20 

1. PIT and the partner will provide PIE conducting services by having a licensed or non-licensed guide 

accompany the party/group concerned, the cost of which are included into the travel fee. 

2. In principle, the contents of PIE conducting services performed by the guide will consist of work 

necessary for securing the party/group activities from the viewpoint of following the itinerary fixed in 

advance. 

3. In principle, the period of time during which the guide provides PIE conducting services is between 

8:00 to 20:00 (8am to 8pm) hours.  

4. If, at the request of the person responsible for the booking, PIT and the partner provide for 

additional PIE conducting services, the provisions in paragraph 2 and 3 of this article apply and the 

person responsible for the booking must pay to PIT the prescribed fee for the PIE conducting 

services.  

Chapter VI Responsibility 

Responsibility of PIT and the Partner 

Article 21 

1. In accordance with the EU Guideline for packaged travel, PIT and the partner are responsible for 

the proper performance of all travel services that constitute the PIE as booked by the guest and will 

do their utmost to provide a high quality service. In the event of the guest running into difficulties, 

PIT and the partner will do their utmost to assist the guest; PIT reserves the right to withdraw 

assistance in case the guest breaches the PIT Code of Conduct or when PIT is requested by local 

authorities to step down.  

2. In performing a booking, if the partner or the person whom the partner has had act as an agent in 

making arrangements in accordance with the provisions of article 4 (the ‘arrangements agent’) has 

caused damage to a guest intentionally or by negligence, to be determined by PIT, the partner shall 

be responsible for compensating for the damage, provided that the partner is notified immediately 

or no later than 1 week after the occurrence of such damage and PIT is notified within 1 month of the 

day following the date of occurrence of such damage. 

2. If a guest has incurred damage due to a natural disaster, a war, a riot, suspension of the provision 

of travel services by transportation/accommodation facilities, etc., an order of a government or other 

public offices, or any other cause in which PIT, the partner or the arrangements agent of the partner 

is unable to intervene, PIT nor the partner shall be responsible for compensating for the damage 

except in the case referred to in the preceding paragraph.  

3. Notwithstanding the provisions of paragraph 1, for the damage caused to baggage referred to in 

the same paragraph, the partner shall compensate within the limits of 500 EURO per guest (except in 

a cases where the damage was due to intention or gross negligence on the part of the partner, to be 

determined by PIT), provided that the partner is notified immediately or no later than 1 week after 

the occurrence of such damage and PIT is notified within 1 months of the day following the date of 

occurrence of such damage. 

Responsibility of the Guest 
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Article 22 

1. Guests are required to take notice of and adhere to the PIT Code of Conduct and to conduct 

themselves in an appropriate and respectful manner towards PIT, the partner and the local 

communities and nature visited.  

2. In case a PIE requires all guests to be of a certain minimum age, it is the person responsible for the 

booking’s responsibility to make sure all members meet this requirement at the time of booking. PIT 

cannot be held liable for any damages or ill effects that are a consequence of guests not meeting the 

age requirements at the time of booking, including but not limited to, cancellation by PIT or the local 

partner on the start date of the PIE.    

3. If PIT or the partner or the arrangements agent incurred any damage caused by a guest 

intentionally or by negligence as determined by PIT, the guest must compensate for the damage.  

4. In concluding a booking, the guest should endeavour to understand the guest’s rights and 

obligations and other contents of such contract, making good use of the information provided by PIT.  

5. In order to smoothly receive the travel services mentioned in the booking document after the 

commencement of the PIE, should a guest have realised that travel services are different from those 

mentioned in the booking document as provided, the guest must promptly notify PIT, the partner or 

the arrangements agent to that effect at the place of the PIE.  

6. Guests should be mindful that all PIEs can be subject to change by the partner due to 

circumstances pertaining to the region, including but not limited to weather conditions, as part of 

normal business proceedings. 

Community provisions 

Article 23 

1. Prior to the commencement of the PIE, the person responsible for the booking shall make sure 

that all members comply with any educational requirements PIT has established (if applicable) and 

shall read all information provided as to the region where the PIE takes place and any Do’s and 

Don’ts provided by the partner.  

2. In case an (online) knowledge exam applies for the educational phase as a precondition to the 

execution of the PIE, all members for which the exam is deemed obligatory by PIT must pass this 

exam no later than one month prior to the execution of the PIE. In case a member does not pass the 

required exam, the person responsible for booking is notified by PIT that the member cannot join the 

execution of the PIE. In this case, the booking for said member is cancelled in accordance with article 

12.    

3. After the execution of the PIE, guests are invited to submit their feedback on the PIE to PIT. The 

person responsible for the booking is requested to provide such feedback onto the guest dashboard 

of PIT.  

4. By entering into the booking, the guest provides the partner with the right to provide feedback to 

PIT of the guest’s participation in the PIE after the execution of the PIE. PIT reserves the right to use 

such feedback in order to make decisions on the Guest’s PIT community membership and any future 

requests for booking by said guest. 

5. In case a guest misbehaves during the execution of the PIE in any way, shape or form, PIT reserves 

the right to strike the guest from the PIT community with immediate effect. In case of gross 

misconduct, a lifelong ban may be given to the guest by PIT in accordance with the PIT Code of 

Conduct. No objection can be made by the guest to PIT concerning any decision made by PIT on the 

community membership of the guest. 

6. In case a guest is stricken from the PIT community, PIT will not refund any previously paid 

membership fees to the guest (if applicable). 

7. The guest is responsible for reading and understanding the PIT Code of Conduct and to adhere to 
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the articles of the Code of Conduct that pertain to the Guest during the execution of the PIE. Failure 

to adhere to the Code of Conduct may lead to the termination of the PIE with immediate effect, to be 

determined by the Partner, and to the before mentioned actions to be taken by PIT, the costs of 

which shall be forwarded in full to the guest. 

Chapter VII Damages Policy 

Article 24 

1. PIT is not responsible nor liable for any damages caused by the partner (including employees, sub-

contractors or any third parties executing the PIE on behalf of the partner), or any other stakeholder 

during the booked PIEs. We advise all guests to have all proper valid insurances for any and all 

material/non-material damages, personal injuries, financial losses and all other possible damages 

that may arise prior to, during or after a PIE. 

2.  Damages (material/non-material), personal injuries or any other damages caused by our partners 

due to sheer negligence, lack of supervision, or any other non-compliant root cause or malicious 

intent by the partner, as determined by PIT, will be forwarded by PIT to the partner to be solely 

settled by the partner. In such instances, the partner will do their utmost to come to a mutual 

agreement as to the compensation for the incurred damages. The guest may ask for assistance by PIT 

in case the partner is not able to resolve the situation to the satisfaction of the guest. 

3. In concurrence with our Code of Conduct, any claims pertaining to any damages caused or 

incurred as a result of sexual or sexually oriented behaviors by the partner towards the guests or any 

sexual indictments of any nature made by the guest to the partner, will be forwarded to the partner 

who is the sole liable party in this case. Vice versa, any claims made by a partner pertaining to any 

damages caused or incurred as a results of sexual or sexually oriented behaviors by the guests 

towards the partner (inlcuding employees, sub-contractors or third parties executing the experience 

on behalf of the Partner) or any sexual indictments of any nature made by the parther to the guest, 

will be forwarded to the guest who is the sole liable party in this case.  

4. The guest hereby safeguards PIT for any claims pertaining to financial losses: 

- due to the loss of money or value papers in any manner; 

- based on legislation on chain liability; 

- due to fraudulent act or omission, accounting errors or payment errors; 

- in the employee/ employer relationship; 

- caused by directors and/or supervisory directors if and insofar as these are addressed in their 

private assets; 

- resulting from contamination of soil, air or water; 

- arising from agreements made by the Partner with third parties; 

- in the event of insolvency, suspension or payments or bankruptcy of the partner; 

- in the event of business interruption or loss of profit incurred by PIT. 

Chapter VIII Complaints Policy 

1. The objective of PIT’s complaints policy is to provide our guests with high quality PIEs. We value 

complaints as they assist us to improve our services. We are committed to being responsive to the 

needs and concerns of our guests and to resolving your complaint as quickly as possible. 

2. A complaint is defined by PIT as an expression of dissatisfaction by a guest relating to a PIE service 

provided by a partner or a service provided by PIT.  

3. In case a guest is dissatisfied with a service provided by a partner, the guest should in the first 

instance speak directly to the partner’s staff member the guest has been dealing with. If you are 
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uncomfortable with this or if the staff member is unable to address your concerns, you can lodge a 

complaint to the management of the partner, either by telephone, e-mail or text message. Please 

state your complaint as clearly as possible. The management will consider your complaint and strive 

to provide you with a suitable solution within the partner’s own terms & conditions. 

4. If you are dissatisfied during the execution of a PIE, please inform the staff member of our partner 

immediately so they may address the complaint as soon as possible. After execution of the PIE, 

please consider all elements of the services in order to provide your rating of the PIE and the partner 

on our dashboard.  

5. In case a guest is dissatisfied with the manner in which the partner has handled their complaint or 

with the proposed solution and no other solution can be found between the guest and the partner, 

the guest can lodge a written complaint to PIT by email to info@travelthechange.world. In case a 

guest is dissatisfied with the services by PIT, the guest can lodge a written complaint to PIT by email. 

6. Upon receiving a written complaint about the services of a partner or the services of PIT, we will 

first consider if it constitutes an appropriate complaint. If it is determined not to be an appropriate 

complaint, we will inform the guest as soon as possible. No objection can be lodged against the 

decision of PIT on the appropriateness of a complaint. In case a guest uses inappropriate or 

threatening language in their communications as determined by PIT, PIT reserves the right to block 

all communication with the guest. 

7. Appropriate complaints will be further investigated, relying on information provided by the guest 

and information we may already be holding. We may need to contact you and our partner to clarify 

details or request additional information where necessary. To help us investigate your complaint 

quickly and efficiently, we may ask you for the following information: 

● your name and contact details; 

● the name of the person you have been dealing with about your services; 

● the nature of the complaint; 

● details of any steps you have already taken to resolve the complaint; 

● details of conversations you may have had with s that may be relevant to your complaint; 

● copies of any documentation that supports your complaint. 

8. When taking a complaint, we will record your name and contact details. We will also record all 

details of your complaint, including the facts and the cause(s) of your complaint, the outcome and 

any actions taken following the investigation of your complaint. We will also record all dates and 

times relating to actions taken to resolve the complaint and communications between us.  

9. As part of our on-going improvement plan, complaints will be monitored for any identifying trends 

by management and rectification/remedial action taken to mitigate any identified issues. 

10. If you lodge a complaint, we will record your personal information solely for the purposes of 

addressing your complaint. Your personal details will actively be protected from disclosure, unless 

you expressly consent to its disclosure. 

11. PIT and its partners will acknowledge receipt of your written complaint within 7 business days, 

and keep you informed of the progress of your complaint throughout our complaint resolution 

process. 

12. PIT and its partners are committed to resolve your written complaint within 15 business days of 

you lodging your written complaint, however, this may not always be possible on every occasion. In 

case we are unable to resolve your complaint within 15 business days, we will inform you of the 

reason for the delay and specify a date when we will be in a position to finalise your complaint.  

 16. In case we have sought clarification or documentation from you and we are waiting on you to 

provide this information, we may not be able to meet our 15 business day finalisation commitment. 

In such circumstances upon receipt of your clarification or documentation, we will indicate to you 
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when we expect to finalise your complaint.  

17. Once we have finalised your complaint, we will advise you of our findings and any action we have 

taken. We will do this in writing per email.  

18. You have the right to make enquiries per email as to the current status of your complaint at any 

time.  

19.  PIT handles your written complaints as follows: 

a. We undertake an initial review of your complaint and determine what, if any, additional 

information or documentation may be required to complete an investigation. We may need to 

contact you to clarify details or request additional information where necessary. 

b. We investigate your complaint objectively and impartially, by considering the information you 

have provided us, our Partner’s actions and our actions in relation to your dealings with us and any 

other information that could assist us in investigating your complaint.  

c. We notify you of our findings and any actions we may have taken in regards to your complaint. 

d. Where appropriate we amend our business practices or policies.  

e. We record your complaint for continuous improvement process and monitoring through regular 

review. Your personal information will be recorded in accordance with relevant privacy legislation.  

20. In case a Guest complains about one of PIT’s employees, we will treat the complaint 

confidentially, impartially and equally (giving equal treatment to all people). We will investigate the 

complaint thoroughly by finding out the relevant facts, speaking with the relevant people and 

verifying explanations where possible. We will also treat our staff member objectively by:  

● informing them of any complaint about their performance; 

● providing them with an opportunity to explain the circumstances; 

● providing them with appropriate support; 

● updating them on the complaint investigation and result.  

21. If your complaint is currently being investigated by a relevant federal, state or territory consumer 

protection regulator or law enforcement agency, we may cease to take further action in relation to 

your complaint pending finalisation of their investigation. We will assist any official agency with their 

investigations.   

22. If the partner or PIT has provided the guest with a satisfactory solution to the complaint, the 

partner or PIT will close the complaint and record the findings in our continuous improvement 

program. 

23. In case you are dissatisfied with the solution proposed by the partner, you may also lodge a 

formal complaint to the local tourism authority of the partner (if applicable) for external review. In 

this case, the handling of the complaint will be done by the tourism authority. The partner is obliged 

to cooperate with the local tourism authority and adhere to the proposed solution by the local 

tourism authority. Upon request, the partner is obliged to inform the guest on the existence of a 

local tourism authority and the manner in which the guest can lodge a complaint with the local 

tourism authority.  

 

Chapter IX guarantee scheme 

1. VZR Garant 

In order to meet its statutory obligation to provide a guarantee, Positive Impact Tourism B.V. makes 

use of the guarantee scheme provided by VZR Garant (www.vzr-garant.nl/en). You can check that 

this is the case by visiting VZR Garant’s website and verifying that the organisation is listed as a 

participant. VZR Garant’s guarantee applies within the limits of its Guarantee Scheme (which can be 

http://www.vzr-garant.nl/en
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found on VZR Garant’s website). The Guarantee Scheme specifies the exact (travel) offering to which 

VZR Garant’s guarantee applies and what the guarantee entails. If services are not provided due to 

the financial insolvency of Positive Impact Tourism B.V., you can contact VZR Garant, which has its 

offices at Torenallee 20, 5617 BC Eindhoven, Netherlands, by sending an email to info@vzr-garant.nl 

or calling +31 (0)85 1307 630.    


