
SECTION 3
HYGIENE, HEALTH & SAFETY: WHAT WE NEED FROM YOU
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We’ve set out below some of the measures that we’d like you to take 

to help us prevent and to help us defend illness claims.

We haven’t included everything and there are many other things that 

you should think about to make sure you have total control of food and 

water safety at your premises.

We also ask that the systems you maintain and operate to document 

these procedures and practices are kept up to date, and details made 

available to us, so that we can defend claims.

USING HYGIENE CONSULTANTS

We recommend that you have an agreement in place for the 

completion of regular external audits by a reputable and professional 

independent consultant with relevant experience, technical training 

and proficiency in auditing. We also request that you have an 

agreement for food and water microbiological testing by a certified 

external company capable of performing these tests and providing 

accurate analysis of samples to confirm product safety, legality and 

quality.

YOUR FOOD HYGIENE MANAGEMENT SYSTEM

You must have a food hygiene management system, such as Hazard 

Analysis Critical Control Point (HACCP), to identify where hazards might 

occur in food production processes, and set out actions to prevent 

them. Compliance with these systems should significantly reduce the 

opportunity for claims to arise. Clear records of HACCP compliance is 

strong evidence that your hotel has taken all steps to prevent illness, 

so that if a customer has an issue it’s unlikely to have arisen at  

your hotel.
Evidence of following the system: You should keep HACCP 

records for a minimum of three years to show that the system 

has been followed. Those records should cover: food handling, 

kitchen cleanliness and employee hygiene details, food delivery, 

food temperature charts for kitchen and restaurant buffets (fridges, 

freezers, cold rooms and cooked food), stock rotation and pest control.
CLEANING GUIDELINES

Good cleaning practices should involve:

Maintaining cleaning guidelines and an outline of 

cleaning systems for your hotel generally (additional 

to those for the kitchens) and to include guest 

rooms and communal areas
Keeping housekeeping records. Room cleaning 

records can show whether there’s any evidence (or 

not) of illness in rooms, as well as disinfection of 

rooms (say, after an outbreak)
Taking beginning-of-season swabs from staff, and 

retain results of swabs/test of food, water and food 

preparation surfacesKeeping the staff rotas showing who was responsible 

for checking/replenishing buffets and for cleaning both 

kitchen and non-kitchen areas 

Having a Prevention of Spread of Infection plan and 

a Faecal Accident planKeeping pool disinfection records to include records 

of PH and chlorine levels and faecal incidents

Staff quarters and bathrooms should be kept clean 

and hand basins should be provided with soap and 

disposable towels. Records of cleaning should be kept
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HOW WE DEAL WITH CUSTOMER COMPLAINTS

Thomas Cook uses specialist UK law firms Cunningham Lindsey 

and BLM to help handle customer claims, with close supervision 

from Thomas Cook. They may contact you on our behalf to gather 

information to help us defend fraudulent claims. Our processes are  

as follows:
New claims handling process and fraud screening

We’ve introduced a robust gastric illness claims strategy, which is 

designed to identify genuine cases at an early stage and make sure 

that these are dealt with quickly and fairly. This minimises the cost to 

you, and builds a robust defence of those claims which do not meet 

our selection criteria for settlement. 
As part of the claims handling process, we’ve introduced new steps to 

identify suspicious claims by actively screening such cases for fraud. 

Where fraudulent or suspicious claims are identified, they’ll be dealt 

with firmly and referred to our solicitors for specialist handling.

We’ll also send all customers making a claim an illness questionnaire 

asking for detailed information about the nature of their complaint. The 

questionnaire will make it clear that we are alert to fraud and, where 

we believe that we have sufficient evidence, we’ll take all necessary 

and appropriate action against those involved. We require customers 

to support their claims with evidence, including medical reports.

We’re providing a training programme to the law firms we use to make 

sure that they understand the issues that we face and that they can 

effectively implement and follow our strategy.

PUBLIC RELATIONSOur in-house communications team is working with the media and 

other interested parties to raise awareness of the issue and our 

increasingly tough response to the problem.

We’ve been working closely with the UK Travel Association ABTA, and 

other tour operators to make our case to the UK Ministry of Justice 

for a change to the law. As a result, the Ministry of Justice has 

consulted on changing two pieces of UK legislation that we believe 

directly encourage claims companies: the first is on raising the limit of 

small claims, and the second is extending the fixed recoverable costs 

scheme to holidays abroad.
We have also raised concerns about the conduct of claims 

management companies and law firms to a number of regulators, 

including the Advertising Standards Authority, Information 

Commissioner’s Office, Claims Management Regulator, Financial 

Conduct Authority and the Legal Ombudsman.

Our approach to compensation
In the UK, customers are entitled to claim damages for their physical 

and psychological injuries, as well as financial losses. Customers are 

also entitled to recover their costs of bringing a claim. 

Our approach to managing customer claims is as follows:

• We’ll tell you if we receive a claim from a customer

•  We’ll tell you what the claim’s about and what information we need 

from you, and we’ll use such information or evidence to help manage 

such claims•  Based on our experience of settling similar claims, we’ll advise of the 

potential value that the claim could be worth (including legal fees) if 

the claim is successful. If we tell you this value, it’s not a request for 

payment and is purely an indication of the potential costs, so that 

you may be able to inform your insurer

•  If it’s necessary to compensate the customer after all other options 

have been considered, we’ll notify you before such settlement is 

made 
• We’ll never seek to recover more than we’ve paid 

SECTION 1BACKGROUND
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This guide will:
• Highlight why holiday illness claims have been increasing  

at unprecedented levels across the UK market• Explain how the UK legal system makes it possible for  

un-reported holiday illness claims to be progressed
• Tell you what the Thomas Cook Group is doing about the issue

• Explain how you can help us reject or defend claims which lack evidence,  

credibility, or may even be fraudulentHOLIDAY ILLNESS HAPPENSWe all know that some customers do, unfortunately, get ill on holiday. 

This can be caused by a variety of factors: different food, too much 

sun, drinking fizzy drinks or more alcohol than usual. These changes 

can sometimes result in stomach upsets and feeling unwell.

However, illness is also occasionally the result of poor food and 

water hygiene practices. We’re totally committed to making sure our 

customers receive the best possible help from us if they become 

ill. That means making sure, where possible, that they get the right 

treatment so that they can continue to enjoy their holiday. If there’s 

evidence the illness was caused by something the customer ate or 

drank at your hotel, we need to work together to make sure other 

customers aren’t affected and deal with any subsequent claim for 

compensation, in a way that’s fair to the customer and you. WHAT MAKES THE TOUR OPERATOR RESPONSIBLE FOR  

CUSTOMER CLAIMS?Under the Package Travel Regulations 1992 (which come from 

the European Package Travel Directive), package organisers are 

responsible for the performance of the travel services, which make up 

the package holiday. UK courts expect that these services shall meet 

local standards (which for hotels in the EU also means all applicable 

European legislation), and that food and water (including swimming 

pool water) provided by the hotel shall not be contaminated. 

If a customer falls ill and is able to show that the illness was likely to 

have been caused by standards not being met or by contamination of 

food or water provided by the hotel, the customer is entitled to bring a 

claim against the package organiser and the courts are likely to award 

the customer compensation. The more evidence you can provide to 

show that the illness is unlikely to have been the result of actions 

which the hotel has (or hasn’t) done will increase our chances of 

successfully defending a claim. Please see sections 3 and 4 of  

this guide for examples of the sort of evidence we hope that you  

can provide.

WHY ARE WE SEEING CLAIMS GOING BACK YEARS?
Under UK law, customers can bring a claim for illness or injury up 

to three years after the incident happened (and longer for children), 

so claims can be brought sometimes years after the customer’s 

return from holiday. That’s why it is so important that you keep your 

documents showing that you’ve met these local standards (and any 

other relevant information) for at least three years.THE UK CLAIMS CULTURE - ‘NO WIN NO FEE’
Unfortunately, because of recent changes in the civil justice system in 

the UK, illness claims have become a lucrative source of work for UK 

law firms. Changes to the law in 2013 mean that customers no longer 

have to pay the other side’s costs if they lose a claim. In addition, 

whilst the new law fixed the amount of costs that can be claimed 

for the majority of claims, this doesn’t apply to claims arising from 

incidents outside of the UK. This means that overseas illness claims 

in the all-inclusive holiday market are now a key focus for claims 

lawyers and claims companies as an attractive and lucrative source of 

work. Consequently, such businesses have been actively encouraging 

customers to make gastric illness claims, sometimes in resort itself.
THE RISE OF UN-REPORTED CLAIMSClaims Management Companies make it sound simple for customers 

to claim compensation. Their aggressive marketing and advertising 

on radio, the internet and social media has encouraged some people 

to submit claims even though they didn’t report being ill during the 

holiday. We’re also aware of claims being exaggerated and there’s 

been evidence of representatives of claims management firms 

encouraging bad practice through local reps or social media activity.

VIAJES COMBINADOS 
GUIA SOBRE RECLAMACIONES  

POR ENFERMEDAD

ACTUALIZACIÓN SOBRE  
RECLAMACIONES POR  
ENFERMEDAD EN PAQUETES 
VACACIONALES
Estimado colaborador,
En marzo publicamos la información sobre reclamaciones por enfermedad en paquetes 
vacacionales. Me dirijo a usted nuevamente para informarle de los progresos que hemos 
realizado y las acciones que seguimos llevando a cabo respecto a este importante asunto.
Observará que hemos tomado medidas para abordar el problema desde todos los frentes 
posibles, que van, desde la realización de una serie de nuevas comunicaciones dirigidas 
a los clientes, hasta las  mejoras en los sistemas y procesos de que disponemos para 
gestionar las reclamaciones que recibimos ―todo ello respaldado por una campaña de 
sensibilización a nivel de medios de comunicación y del propio gobierno británico― estamos 
haciendo todo lo que está en nuestras manos para resolver este problema. Queda trabajo 
por hacer y necesitaremos su apoyo constante, pero estoy convencido de que juntos 
podremos erradicar esta amenaza que afecta a la actividad empresarial que compartimos.

Atentamente, 
Björne Sandström,  
Director Comercial

PACKAGE HOLIDAY 
ILLNESS CLAIMS PACK

Q U É  H E M O S  E S T A D O  H A C I E N D O

ASEGURARNOS DE QUE LOS CLIENTES 
CONOZCAN LOS RIESGOS DE HACER UNA 
RECLAMACIÓN 
FRAUDULENTA
• �Estamos haciendo 
llegar directamente 
un mensaje 
nuevo y más 
potente a todos 
nuestros clientes 
de paquetes 
vacacionales antes 
del viaje, a su 
llegada al complejo 
turístico y a través del tablón de anuncios 
de nuestro turoperador en su hotel

• �Estamos informando a nuestros clientes de 
que deben comunicar la enfermedad en el 
complejo turístico, de lo que deben hacer si 
están enfermos, y de las consecuencias de 
hacer reclamaciones fraudulentas (lo que 
incluye acciones penales en el extranjero o 
en el Reino Unido)

• �Hemos contratado a más representantes 
y todos nuestros equipos en los complejos 
turísticos han recibido formación sobre 
reclamaciones por enfermedad. También 
hemos desarrollado mejores sistemas para 
registrar nuestro contacto con los clientes

HOLIDAY ILLNESS
WHAT YOU NEED TO KNOW ABOUT IT, FRAUDULENT CLAIMS  

AND THE IMPACT ON THE TRAVEL INDUSTRY

You may have heard about fraudulent illness claims impacting the holiday industry.  
You may also hear about tour operators taking legal action against holidaymakers  

who’ve attempted to make fraudulent claims and preventing them from travelling again.

WE HOPE YOU HAVE A FANTASTIC HOLIDAY

You can trust us but we need your help.  
Please let us know straight away;

• If you’re ill while on holiday

•  If you’re approached and encouraged to put in a 
fraudulent claim

•  If you’ve any information which can help us 
prevent and detect fraud

We really want you to have an enjoyable 
holiday but if you become ill while your away, 
here’s what we need you to do;

•  If you suffer from illness while on holiday, it’s 
important that you speak to your holiday rep,  
or contact Connected Service at 
Connected@Thomascook.com. We can make 
sure you get the help you need

•  Contacting a local doctor can often feel daunting. 
Our team can help put you in touch with the 
right local medical professionals to make sure 
you get the tests, diagnosis and treatment you 
need. We’d also recommend you see your GP as 
early as possible when you get home

•  If you think your illness was caused by 
something you ate at your hotel,  it’s important 
you have evidence of this from the doctor you 
see on holiday, and your GP at home. If you feel 
you’ve reason to make a complaint or claim 
about a holiday illness you must be able to show 
you’ve followed these steps

Here are some hints and tips to help  
prevent illness while you’re away

•  The sun will hopefully be shining so don’t stay  
out too long and drink lots of bottled water

•  Just remember that sometimes alcohol measures 
are a bit bigger abroad 

•  You’ll probably want to enjoy the local food, just 
make sure it’s thoroughly cooked and is still hot

For more hints and tips see the Thomas Cook 
information folder in the hotel reception area.

We want you to know...

We care about our customers 
and want you to have a fantastic 
holiday. We’re taking a hard line 
on false illness claims and the 
companies that are encouraging 
this, as we want to continue 
offering the holidays you want at 
the lowest prices possible.

All we ask...

In the unlikely event that you’re ill 
on holiday, we’re here to help and 
we’ve made reporting an illness 
very easy to do. We’ll help arrange 
medical treatment if you need it, 
and by reporting it, we can help 
make sure it doesn’t spoil yours,  
or other customers’, holidays.

If these steps aren’t  
followed...

It will change how we deal 
with any subsequent claim for 
compensation if we haven’t 
been told about an illness 
at the time and we may be 
unwilling to accept that claim.

MAKING A FRAUDULENT CLAIM IS A CRIMINAL OFFENCE
If illness isn’t reported in resort it’ll change how we deal with any claim submitted  

and we may be unwilling to accept you’re claim. You should also be aware that:

• We’re investigating all claims thoroughly 
• We’re working with fraud investigators
•  Anyone making false claims will be prevented from travelling with us in future 
•  The Foreign Office warn that people travelling to Spain that make fraudulent claims could face legal 

proceedings in the UK or Spain
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MEJORAR NUESTRA GESTIÓN DE LAS 
RECLAMACIONES
• �Estamos adoptando una postura firme contra 
las reclamaciones en los casos en que la 
enfermedad no ha sido comunicada en su 
momento o si no hay pruebas médicas que 
fundamenten la reclamación

• �Seguimos mejorando nuestros sistemas y 
procesos para la gestión de reclamaciones, 
y pronto cambiaremos los avisos que le 
enviamos al tramitar una reclamación. Si 
tenemos que pagar una indemnización, se lo 
haremos saber de antemano explicando la 
razón por la que pensamos que es necesario 
hacerlo

• �Le mantendremos informado del momento 
en que se retiren o cierren las reclamaciones 
(aunque las empresas de gestión de 
reclamaciones disponen de hasta 3 años para 
presentar una demanda tras la enfermedad, 
por lo que lamentablemente este proceso 
puede prolongarse)

AMPLIAR LAS INVESTIGACIONES DE FRAUDE
• �Hemos ampliado nuestro programa de 
detección de fraude mediante el desarrollo de 
un equipo interno que investigará todas las 
nuevas reclamaciones por enfermedad

• �Cuando proceda, emprenderemos acciones 
civiles y/o penales contra los clientes si 
hay pruebas claras de que se ha hecho una 
reclamación fraudulenta

• �Seguimos colaborando con abogados 
especialistas en fraude para investigar las 
actividades de las empresas de gestión 
de reclamaciones y los despachos de 
abogados con el fin de obtener pruebas de 
conductas indebidas. Cuando existan pruebas 
emprenderemos todas las acciones legales 
necesarias

• �Si usted tiene alguna prueba de que se ha 
realizado una reclamación fraudulenta, podría 
plantearse la posibilidad de presentar una 
demanda a nivel local contra la persona que la 
haya realizado, especialmente si la reclamación 
pone en peligro la reputación de su hotel.  
Pulse aquí para leer más

PROMOVER CAMBIOS LEGISLATIVOS
• �Seguimos planteando este problema al 
Gobierno del Reino Unido para que el Ministerio 
de Justicia implemente cambios legislativos 
que garanticen cambios duraderos

• �Trabajamos estrechamente con el Ministerio 
de Asuntos Exteriores para advertir a los 
viajeros de los riesgos de hacer reclamaciones 
fraudulentas. Los consejos para viajes a 
Bulgaria, Chipre, Grecia, Portugal, España y 
Turquía ya se han modificado
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AMPLIAR EL APOYO
• �Colaboramos estrechamente con las 
asociaciones hoteleras, nuestra organización y 
otros turoperadores para abordar juntos este 
problema

• �Hemos colaborado estrechamente con las 
autoridades para asegurarnos de que estén 
tomando medidas para prevenir las actividades 
delictivas de los captadores de reclamantes

• �Estamos trabajando activamente con los 
medios de comunicación en el Reino Unido para 
asegurarnos de que se llama la atención sobre 
este problema y se mantiene la presión sobre 
las autoridades para que se realicen cambios 
legislativos

http://www.dailymail.co.uk/news/article-4548686/Hotel-sues-fake-holiday-bug-pair-170-000.html
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T O D A V Í A  N E C E S I T A M O S  S U  AY U D A

PREVENCIÓN DE RECLAMACIONES
Su apoyo continuo es necesario para hacer 
frente a este problema previniendo nuevas 
reclamaciones y permitiéndonos actuar contra 
las reclamaciones ilegítimas.

Necesitamos que siga haciendo lo siguiente:

• �Proporcionar información sobre las normas de 
higiene (incluido el cumplimiento del proceso 
APPCC o un sistema equivalente) que se 
siguen en su hotel.

• �Registrar el uso por parte de los clientes 
de sus instalaciones ―especialmente, los 
restaurantes/bares― y mantener registros 
de enfermedades de clientes/empleados y 
comprobaciones de limpieza.

• �Mantener registros de cualquier enfermedad 
comunicada a su personal, y hablar con el 
cliente cada día consulte nuestro paquete 
sobre reclamaciones por enfermedad en 
viajes combinados para conocer otras 
medidas preventivas que necesitamos que 
adopte

Además, también le recomendamos:

• �Revisar la forma en que usted se comunica 
con los clientes respecto a este problema. 
Observe cómo aconseja a los clientes 
acerca de la necesidad de comunicar una 
enfermedad, a quién debe ser comunicada 
y promover la disponibilidad de un médico 
o clínica local el sistema que utiliza para 
registrar estas comunicaciones

Asimismo, piense en la mejor manera de para 
el hotel.

• �Colgar sus propios avisos/carteles para 
advertir a los clientes de las consecuencias 
de hacer reclamaciones fraudulentas, 
poniendo énfasis en el hecho de que su hotel 
podría emprender acciones legales frente 
a aquellas y que podría denunciarlas a las 
autoridades locales

Si desea una copia del paquete sobre reclamaciones por enfermedad en paquetes vacacionales,  si necesita 
más orientación o información, o si tiene dudas o preguntas, hable con el responsable del destino, el 
responsable de calidad o con el encargado de contratación de Thomas Cook, o envíe un correo electrónico a 
nuestro equipo de Salud y Seguridad a la dirección siguiente: TCGHygieneManagement@thomascook.com


