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Background 

The Covid-19 crisis has led to unprecedented changes in global travel which have placed 

travel agents and tour operators under enormous financial pressure. One of the most 

immediate pressures is the requirement in the EU Package Travel Directive as provided for 

in Ireland in the Package Holidays and Travel Trade Act 1995 for clients to be refunded for 

package holidays terminated due to “unavoidable and extraordinary circumstances occurring 

at the place of destination or its immediate vicinity and significantly affecting the performance 

of the package, or which significantly affect the carriage of passengers to the destination.” 

within 14 days. The EU Package Travel Directive specifies in Recital no. 31, “significant risks 

to human health such as the outbreak of a serious disease” as unavoidable and 

extraordinary circumstances.  

As many organisers are waiting on refunds from their suppliers and do not have the cash to 

immediately provide these refunds, the Refund Credit Note has been introduced as an 

alternative solution in the current circumstances. The Minister for Transport, Tourism and 

Sport has introduced the Transport (Tour Operators and Travel Agents) Act 1982 

(Disbursements from Fund) Regulations 2020 to allow for Refund Credit Notes as a legally 

recognised form of refund in the case of package holidays from licenced travel agents and 

tour operators, in order to ensure customers are protected and that tour operators and travel 

agents can be helped to remain viable.  

Terms and conditions 

A Refund Credit Note may be offered to customers, who must voluntarily accept it; otherwise 

customers are entitled to the cash refund.  Customers must be advised of their legal 

entitlements in the event of a cancellation.  Where the customer accepts the Refund Credit 

Note the tour operator or travel agent must also provide information on how the Refund 

Credit Note works. 

• A Refund Credit Note allows the customer to book a holiday for a later date offered 

by the travel agent or tour operator. This applies where the original holiday has been 

cancelled by the traveller or organiser due to the Covid-19 pandemic and meets the 

definition of ‘package’ set out in S.I. No. 80 of 2019. 

• The Refund Credit Note must be equal to the amount paid by the customer, or less 

than the amount paid where a part cash refund has been given. The value of the 

Refund Credit Note must also take account of any vouchers provided by airlines to 

the customer for travel that forms part of the package.  

• The Refund Credit Note must be issued within 14 days of the customer’s agreement 

to accept. 

• The Refund Credit Note can be redeemed for its value in cash 9 months from date of 

issue and any time thereafter up to the end of its validity provided it has not been 

redeemed for the purposes of a package holiday.  

https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A32015L2302
http://www.irishstatutebook.ie/eli/2019/si/80/made/en/print
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• The Refund Credit Note is valid for 24 months from date of issue. At the end of the 

validity period, the RCN may be exchanged for its cash value if it has not been 

redeemed. Tour operators and travel agents must contact the holder of the RCN not 

less than 4 weeks before the end of validity due date to notify the holder of their 

options. RCN holders must confirm their intention to cash in the refund and may do 

so at any point in the future after its expiry. 

• It is expected that the tour operator/travel agent will make their best endeavours to 

provide the cash refund once requested no later than 14 days after a request has 

been received. If for any reason it, notwithstanding the best efforts of a travel agent 

or tour operator to make good on the cash refund upon expiry, the customer’s right 

to redeem the outstanding value of the RCN for cash extends to any point in the 

future after the expiry date and the value of the Note remains protected. 

• The Refund Credit Note issued must expressly identify the original package travel 

booking, with booking details and the booking reference. 

• If the cost of a package holiday chosen by the customer exceeds the value of the 

Refund Credit Note, the customer may pay the balance of the cost. 

• If the customer chooses a package holiday of lower value than that of the Refund 

Credit Note, the travel agent or tour operator must issue a new Refund Credit Note 

for the value of the remaining balance. The new RCN must reference the original 

RCN and original amount etc. so that a full reconciliation is possible. The validity 

date will remain the same as the original RCN issued. 

• The Refund Credit Note must not include any other value offered as a rebooking 

incentive or other offer. Such offers are not covered by any scheme of insolvency 

protection and must be documented or itemised separately. Such offers, once 

redeemed, will not form part of the protected value of the new booking. 

 

 

 

 The Refund Credit Note is transferable to another person in accordance with Section 

16 of the Package Holidays and Travel Trade Act 1995. 

• Existing booking terms and conditions of the original package travel contract are 

applicable to the new booking. 

• Travel agents and tour operators must maintain a register of Refund Credit Notes 

issued and make it available to the Commission for Aviation Regulation on a 

quarterly basis or as otherwise requested by the Commission. 

Please note this does not change the position regarding general holiday vouchers, points or 

holiday savings schemes which are not generally included in insolvency protection. Only travel 

arrangements that have been booked and paid for are protected. 

 

http://www.irishstatutebook.ie/eli/1995/act/17/enacted/en/print#sec16
http://www.irishstatutebook.ie/eli/1995/act/17/enacted/en/print#sec16
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