
Good Practice Contract 
Management in 
Self-Catering



What we will cover

Contracting for Diverse Opportunities and Sales Channels

Managing customers and cancellations through Covid-19

Management of OTA contracts and clauses

Managing bookings for direct customers

Setting T&Cs and Cancellation Policies

Creating your Booking Form

How to communicate your offer to drive sales for 2021
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Contracting for Diverse Opportunities

Direct to 
Consumer

Online B2B

e.g. OTA

Offline B2B 

e.g. tour 
operator

Diverse Opportunities require Diverse Strategies



Contracting for diverse opportunities & sales channels

Direct Sales Channel

Direct Customer ▪ Rates and contract: agreed directly with the customer. 
▪ Your Role: to give clear instruction!

Indirect Sales Channel

OTA
(e.g. Booking.com/Airbnb)

▪ Rates and contract: rolling contract, with OTA updating 
clauses.

▪ Your Role: to keep informed and updated!

Indirect Sales Channel

Travel Trade
(e.g. Tour Operators)

▪ Rates and contract: annual contract. 
▪ Your Role: to know how to negotiate rates & clauses!



Contracting for diverse opportunities & sales channels

Direct Customers

• Being proactive

• Gathering GDPR compliant 
customer data

• Database & Communications 
Management

• Individual Unique Bookings

• Positive W.O.M & Repeat 
Customers

Indirect Sales 
Channels

• Leaning on a Partner

• Multiple Bookings from One 
Source

• Positive W.O.M & Repeat 
Customers

• Potential to convert an 
indirect customer into a direct 
customer

Today’s 
Focus



Contracting for diverse opportunities & sales channels

Direct 
Customers

You own/manage 
the relationship

Know your role

Indirect 
Partners

You are a Partner 
in the 

relationship
Know your role



POLL 1

Do you have contractual conditions 
accessible during booking which 
customers must accept before 
confirming the booking?



Managing Customers 
& Cancellations 
through Covid-19
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Covid-19: 

Managing customers in this once in a lifetime scenario 

▪ Check your contract 

▪ Read the clauses objectively to see what you have set out in your agreed terms & 
conditions

▪ Be clear on where you stand and where the customer stands

STEP 1

STEP 2 ▪ Based on the above research, decide how you are going to proceed

▪ The clause may make it clear: e.g. a full customer refund

▪ Unclear? You need to clarify what you are going to communicate to the customer

▪ Either way, in the unusual event of Covid-19, a compromise may be required via 
(e.g.) postponement, full refund etc.

STEP 3
▪ Engage with the customer

▪ Prepare to engage with the customer

▪ Remember: this is your business, you are in control



Covid-19: 

Managing customers in this once in a lifetime scenario 

ProfessionalFlexibilityClarityEmpathy

Tone is EVERYTHING



Covid-19: 

Managing customers in this once in a lifetime scenario 

Tone is EVERYTHING: It supports the customer and the business strategy.

Strategy:

To minimise 
refunds

To encourage 
deferrals & 

keep revenue 
on the books



Covid-19: 

Managing customers in this once in a lifetime scenario 

Tone is EVERYTHING

▪ Acknowledge your customers’ reluctance or inability to travel now

▪ Do your best to reschedule their stay to a future date/time: offering flexibility

▪ Consider an incentive/a sweetener: picnic basket/voucher for local artisans/stores etc.

▪ Know that how you behave/your approach will impact future bookings

▪ Word of mouth will travel offline and online

▪ If the customer insists on cancelling: respect this and action accordingly



POLL 2

When did you last read and review 
any OTA contracts you have in place 
with 3rd party sellers you work with 
(e.g. Booking.com, Airbnb)?



Management of OTA 
Contracts & Clauses
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Managing OTA contracts

Relationship with OTA
▪ Is a partnership
▪ Benefits of this partnership: you reach customers that you 

cannot easily reach yourself

All decisions are yours
▪ You decide to engage

Responsibility if you choose to engage
▪ Be informed
▪ Keep updated



Keeping up to date with OTA contracting and Clauses

OTAs: Rolling Contract
▪ Download a copy in word format (check your dashboard)
▪ Go through it carefully
▪ Highlight any clauses that need further consideration
▪ Your decision to agree, in the full knowledge of 

understanding all clauses

OTA Contract Review
▪ Do a thorough read annually
▪ Regularly check your dashboard for updates
▪ Some OTAs will have an account manager

▪ If this applies, keep regular contact with your account 
manager



Diverse OTAs, Diverse Contractual Terms
Know when you have control & when you are signing up to pre-set contractual conditions

▪ For stays under 28 nights, hosts can 
choose which cancellation options to 
offer guests. E.g.  
▪ Flexible
▪ Moderate
▪ Strict, etc

▪ For stays of 28 nights or more, the 
Long-Term cancellation policy 
automatically applies.



Management of 
Customer Bookings
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Management of Customer Bookings

▪ To bring an opportunity to conversion (if you have 
availability)

▪ To give clear instruction- to ensure the customer is clear on 
booking conditions

▪ To make it easy for the customer to book

▪ To encourage the customer to engage with the destination

▪ Potentially stay longer

▪ Spread positive word of mouth

▪ Return

▪ To mind the customer: encourage positive word of mouth 
and future business

Customer 
Bookings

Your role:



Management of Customer Bookings

Dear Jane

Thank you so much for your enquiry for Friday, 14th May for 7 nights. We would be delighted to look 
after you. Please note that the rates and details for your request are as follows:

• The rate is €XX per night which equates to €XX for the total 7-night stay inclusive of VAT. Please 
be aware that this rate includes (emphasise value by noting the inclusions)
• E.g. Wi-Fi, car parking, welcome gift basket, access to a playground etc.

• We love welcoming guests to our area (name area) and for your benefit, we have created a list of 
things to do and experiences that we enjoy as locals living here (you can attach a simple document 
with details)



Management of Customer Bookings

▪ We would like to make you aware that due to the volume of booking requests 
we receive, we will not be able to confirm, hold, or guarantee your requested 
accommodation without payment as follows

▪ we would need to receive a (e.g.) 30% deposit of the total price which equates to €XX 
with the balance payable (e.g.) no later than 4 weeks in advance of your arrival date

▪ OR (for example), we would need to receive full pre-payment of the total price 

▪ If you would like to confirm this booking, we ask that you carefully read the 
enclosed booking form which highlights important information, including 
booking and cancellation policies. 

▪ To proceed with a full confirmation of your booking, we would need to receive 
the payment as outlined above and a signed copy of the booking form.

▪ On a final note, can I wish you the very best. I do hope that we will have the 
opportunity to welcome you to [XXX] and if you need any further assistance, 
please do not hesitate to contact me…

Manage 
Bookings



Make it easy for the customer to follow

Dear Jane

Thank you so much for your enquiry for Friday, 14th May for 7 nights. We would be delighted to look after you. Please note that the rates and details for your request are as 
follows:

• The rate is €XX per night which equates to €XX for the total 7-night stay inclusive of VAT. Please be aware that this rate includes (emphasise value by noting the 
inclusions)

• E.g. Wi-Fi, car parking, welcome gift basket, access to a playground etc.

• We love welcoming guests to our area (name area) and for your benefit, we have created a list of things to do and experiences that we enjoy as locals living here (you 
can attach a simple document with details)

If you would like to confirm this booking, we ask that you carefully read the enclosed booking form which highlights important information, including booking and cancellation 
policies. 

We would like to make you aware that due to the volume of booking requests we receive, we will not be able to confirm, hold, or guarantee your requested accommodation 
without payment as follows

We would need to receive a (e.g.) 30% deposit of the total price which equates to €XX with the balance payable (e.g.) no later than 4 weeks in advance of your arrival date, 
or (for example), we would need to receive full pre-payment of the total price.

To proceed with a full confirmation of your booking, we would need to receive the payment as outlined above and a signed copyof the booking form.

On a final note, can I wish you the very best. I do hope that we will have the opportunity to welcome you to [XXX] and if youneed any further assistance, please do not 
hesitate to contact me…

Kind regards…

Key Content in the email body. 
Provide additional content separately.



Presenting T&Cs offline and online

Online

•

•

•

Offline



T&Cs Must Give Clear Instruction to the Customer

Example



T&Cs Must Give Clear Instruction to the Customer

Example

Bullet Points



Making T&Cs clear before the customer selects and pays for their chosen option:

Click for T&Cs & Cancellation Policy

Presenting T&Cs online



Consider highlighting T&Cs via a tab on the home page

Presenting T&Cs online

Home About Explore Gallery Rates Terms Special 
Offers

Contact

Home About Explore Gallery Rates & 
Terms

Special 
Offers

Contact



Setting T&Cs & 
Cancellation Policies
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Why create T&Cs?

01 To provide clear instruction for the customer

02 To provide clear direction/guidance 

a) for you to manage/mind your customer, and 
b) for you to manage/protect your business



What to consider when 
creating T&Cs and 
Cancellation Policies

▪ Clear direction: by you for the business 
and the customer

▪ Easy to follow instructions for the 
customer

▪ Cancellation policies: 

▪ Allowing you enough time to re-sell?

▪ Giving you protection if you cannot re-sell



Deposits and Payments

▪ A booking for [name accommodation] is only confirmed when a 
deposit of one third of the holiday rental (to the nearest Euro) is 
received together with a completed and signed booking form. 

▪ All payments must be made in euro currency

▪ Until the deposit and the signed booking form are received, your 
booking is provisional 

▪ Provisional bookings are held for a maximum of (e.g.) 3/7 days from the 
date of enquiry and will be released without notice OR

▪ Due to a high volume of booking enquiries, your requested 
accommodation will not be confirmed, held, or guaranteed without receipt 
of the deposit payment and signed booking form

10%

15%

15%

15%

30%



Final Payment

▪ The full outstanding balance is payable no later than (e.g.) 4/6/10 
weeks before the arrival date, along with a security deposit of €XX. 

▪ Reminders will not be sent, unless requested

▪ If the full balance is not paid on time, we reserve the right to cancel 
your booking, in which case the deposit will be forfeited

▪ Bookings received within (e.g.) 4/6/10 weeks before the arrival 
date must be paid in full. 

10%

15%

15%

15%

30%



Full Pre-Payment

▪ A booking for [name accommodation] is only confirmed when full pre-
payment of the total amount owed, along with a security deposit of 
€XX and a completed and signed booking form is received.

▪ All payments must be made in euro currency

▪ Until the full pre-payment and the signed booking form are received, 
your booking is provisional 

▪ Provisional bookings are held for a maximum of (e.g.) 3/7 days from the 
date of enquiry and will be released without notice OR

▪ Due to a high volume of booking enquiries, your requested accommodation 
will not be confirmed, held, or guaranteed without receipt of the full pre-
payment and signed booking form

10%

15%

15%

15%

30%



VAT

▪ Please note that Rates quoted include government tax (VAT) at the 
current rate of XX%. 

▪ [Name business] reserves the right to amend these rates in the event of 
changes to the rate of tax, or the introduction of any new government 
levy. 



Cancellation Policy: normal trading

▪ If you have to cancel for whatever reason, we will do our best to 
re-let the cancelled booking and refund your rental in full

▪ less a Cancellation Administration Charge of €XX per [name the 
accommodation- house/cottage etc.] and 

▪ less any losses incurred if the accommodation is re-let to another party 
at a short notice, lower price 

▪ Cancellations must be received as soon as possible in writing



Cancellation Policy: normal trading (cont’d)

▪ If we do not succeed in re-letting the [name the accommodation- house, 
cottage etc.] we reserve the right to apply cancellation charges as follows (for 
example):

▪ 40/60/90 days in advance of arrival, a full refund of the rental fee is made, less an 
administration charge of €XX 

▪ 60 - 45 days in advance of arrival, (e.g.) 30% of the total rental fee, plus an 
administration charge of €XX applies

▪ 45 - 22 days in advance of arrival, (e.g.) 60% of the total rental fee, plus an 
administration charge of €XX applies 

▪ Less than 21 days, (e.g.) 100% of the total rental fee applies

▪ Please note that cancellation fees and terms apply to fully cancelled 
bookings and partially cancelled bookings (for example, reducing 
a 14-night stay to a 7-night stay)



Cancellation Policy: Covid-19

▪ Should [name accommodation] have to cancel due to 
unforeseen circumstances, or a COVID- 19 related matter, 
you will be informed immediately.

▪ In this case (for example) you will have the option of

▪ Transferring the booking to a suitable date (e.g.) no later than 
December 2021 and (potentially for consideration) with a €XX gift 
card to spend in local stores for you to use, with our compliments

▪ Having your booking refunded in full



Payments & Deposits | Being Responsible

▪ Follow the terms of your contract

▪ If money received is at risk of being refunded

▪ place it in a separate bank account until you 
are certain it is yours to retain



Force Majeure Clause

If for any reason your booking needs to be curtailed, altered or cancelled due to 
circumstances beyond your (the customer) and/or our control (the supplier) that 
prevent, hinder or delay the ability for your booking to be realised (for example fire, 
flood, exceptional weather or environmental conditions, issues regarding 
water/electrical supplies, pandemics, epidemics, riots, acts of government, 
terrorism, earthquakes, war destruction/damage to the property or any other “force 
majeure” that is beyond the control of the customer and/or supplier), you will be 
offered 

▪ the opportunity to defer your booking to an available date at no extra cost/at an 
equivalent cost up to (e.g.) 12/24 months after your original booking date OR

▪ a full refund, less an administration fee of €XX OR

▪ a partial refund of (e.g.) 30/50%. The remaining balance withheld can be set 
against a future booking made by you within (e.g.) 12/24 months of your original 
booking date



POLL 3

Do you have a Force Majeure 
clause in your contract?



Creating Your 
Booking Form
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Input Your T&Cs and Cancellation 
Policy here



Booking Details



Signed agreement for 
T&Cs and payments



POLL 4

Based on the trading year 2019, 
what % of your business was 
achieved through 3rd Party 
contracts such as OTAs?



Communicating 
your Offer To Drive 
Sales in 2021 
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3 Ways to Grow Revenue

• Direct: e.g. website

• Indirect: e.g. OTA
Sales Channels

• Domestic: ROI. Local (within e.g. 50 KMS), neighbouring 
counties, balance of counties

• Island of Ireland: ROI & NI

• Global

Markets

• Holiday makers, Soft adventurers

• Families, Couples etc
Customer Segments



Key Tools for Revenue Generation

Sales: 
Proactive & Reactive

• Proactive: identifying & converting 

leads

• Reactive: professional/friendly, swift 

and thorough replies

Marketing:
Offline and Online

• Offline: brochures/radio/referrals

• Online: website/social media/ezines 

etc.

CRM/Database 
Management

• Recording where your bookings come 

from: sales channels /markets 

/customer segments etc.

• Collating GDPR compliant data: repeat 
potential customers = your family & 

club 



Know your 
resources

Time, Financial, 
Human

Know your skillset 
& skills you need 

to learn

Identify your sales 
channels, markets 

and segments

Set targets and 
KPIs

Choose your 
route/tools for 
reaching the 

customer

Make sure to 
celebrate your 
services AND 
destination

Ensure Happy 
Customers for 

Repeat Custom & 
Positive W.O.M

Progress & Build 
New Opportunities

Repeat!

Conversion-based, clear 
communications: inc. T&Cs

Creating 
your plan



Q&A



GOOD PRACTICE CONTRACT 
MANAGEMENT IN SELF-CATERING

For more details visit:
covid19.failteireland.ie

Or contact us at:
CustomerSupport@failteireland.ie

http://www.failteireland.ie/
mailto:CustomerSupport@failteireland.ie

