
Additional Information
DATA PROTECTION STATEMENT 
In order to process your booking and to ensure that your travel arrangements run smoothly and meet your requirements, we need to use the information you provide such as name, address, any special requirements etc. We take full 
responsibility for ensuring that proper security measures are in place to protect your information. We must pass the information on to the relevant suppliers of your travel arrangements such as airlines, hotels, transport companies etc. The 
information may also be provided to security or public authorities such as customs/immigration if required, or as required by law. Additionally, where your holiday is outside the European Economic Area (EEA) controls on data protection may 
not be as strong as the legal requirements in this country. However, we will not pass any information onto any person who is not responsible for part of your travel arrangements. This applies to any sensitive information that you give us such 
as details of any disabilities or dietary/religious requirements. (If we cannot pass this information to the relevant suppliers, whether in the EEA or not, we cannot provide your booking. In making this booking, you consent to this information 
being passed on to the relevant persons). Please note: that where information is also held by your travel agent, this is subject to your agents own data protection policy.
INSURANCE
We require that all of our clients are adequately insured against unforeseen mishaps and medical emergencies. However you must purchase your travel insurance and must make sure that the policy is adequate to cover your needs and 
any activities you are planning during your holiday. Emerald Global Ltd will be happy to arrange insurance for you.

1. OUR AGREEMENT WITH YOU
The following conditions form the basis of your contract and should therefore be read 
carefully. The contract is governed by English Law and the jurisdiction of the English 
Courts. You may however, choose the law and jurisdiction of Scotland or Northern 
Ireland if you wish to do so.  The terms and conditions vary depending on whether 
you purchase a “package holiday” consisting of transport and accommodation 
booked at the same time or “other travel arrangements” which is anything else, 
including accommodation or transport booked separately. If you book a package 
holiday, your contract is with Emerald Global Ltd. A contract will exist as soon as 
we issue a confirmation invoice. If you book other travel arrangements, Emerald 
Global acts as an agent and your contract will be with the principal notified to you 
eg the hotel/ accommodation provider. Their booking conditions will apply and we 
advise you to obtain and read those. As agent, we accept no responsibility for the 
provision of the travel arrangements by the principal with whom you have a contract. 
2. YOUR FINANCIAL PROTECTION
Package holidays:
When you buy an ATOL protected air holiday package and/or flights from us you 
will receive a Confirmation Invoice from us (or via our authorised agent through 
which you booked) confirming your arrangements and your protection under our 
Air Travel Organiser’s License number 3676.
In the unlikely event of our insolvency, the CAA will ensure that you are not stranded 
abroad and will arrange to refund any money you have paid to us for an advance 
booking. For further information visit the ATOL website at www.atol.org.uk The price 
of our air holiday packages includes the amount of £1 per person as part of ATOL 
Protection contribution (APC) we pay to CAA. This charge is included in our prices.
3. RESERVATIONS
Reservations can be made over the telephone or by email or in person. All 
arrangements including airfares are subject to availability at the time you book.  
When you or your travel agent wish to confirm a package holiday booking, you 
must sign a booking form acknowledging your understanding and acceptance of 
our terms and conditions. Please note that where a supplier’s services form part of 
your booking, the supplier’s standard terms and conditions will also apply.
4. PAYMENTS
When you make a flight booking you must pay a deposit of a minimum of £50 per 
person. However, some airlines require full payment at the time of booking and you 
will be advised at the time of booking of the amount of deposit required. Deposit 
amounts between £150-£300 per person will apply in all cases to sports events. 
When you make a holiday booking you must pay a deposit of a minimum of £200 
per person. The balance of the cost of the holiday must be paid at least 8 weeks 
prior to the departure date or any earlier depending on airlines ticketing contracts. 
Deposits are non-refundable and non-transferable. If the deposit and/or balance is 
not paid in time, we shall cancel your travel arrangements. If the balance is not paid 
in time we shall retain your deposit.  All monies you pay to the travel agent are held 
by him on our behalf at all times. Travel documents will not be released until we 
have received full payment.
Payment will be accepted by cash, cheque, Visa Debit and Switch Cards 
(no surcharge), Visa, Mastercard (2% surcharge), Corporate Visa, Corporate 
Mastercard, Amex, Diners Club, JCB (3% surcharge). Cheques are to be made 
payable to Emerald Global Ltd. Please allow 10 working days for the cheque to 
clear. If any cheque is returned by our bank unpaid, we reserve the right to make a 
£25 administration charge.
5. COST OF YOUR HOLIDAY
All prices quoted are in £ sterling. 
We reserve the right to alter the prices of any of the holidays shown in our brochure. 
You will be advised of the current price of the holiday that you wish to book before 
your contract is confirmed.
The price of your travel arrangements was calculated using exchange 
rates quoted in the “Financial Times Guide to World Currencies” on  
6 November 2009 in relation to the following currencies: US dollars. Package 
Holidays: Changes in transportation costs, including the cost of fuel; dues, 
taxes or fees chargeable for services such as landing taxes or embarkation or 
disembarkation fees at ports and airports and exchange rates mean that the price 
of your travel arrangements may change after you have booked. There will be no 
change to your holiday price within 30 days of your departure.
We will absorb and you will not be charged for any increase equivalent to 2% of the 
price of your travel arrangements, which excludes insurance premiums and any 
amendment charges. You will be charged for the amount over and above that, plus 
an administration charge of £1.00 per person together with an amount to cover 
agents’ commission. If this means that you have to pay an increase of more than 
10% of the price of your travel arrangements, you will have the option of accepting a 
change to another holiday if we are able to offer one (if this is of equivalent or higher 
quality you will not have to pay more but if it is of lower quality you will be refunded 
the difference in price), or cancelling and receiving a full refund of all monies paid, 
except for any amendment charges. We will consider an appropriate refund of 
insurance premiums paid to us if you can show that you are unable to transfer or 
reuse your policy. Should you decide to cancel for this reason, you must exercise 
your right to do so within 14 days from the issue date printed on your final invoice. 
Should the price of your holiday go down due to the changes mentioned above, 
by more than 2% of your holiday cost, then any refund due will be paid to you. 
However, please note that travel arrangements are not always purchased in local 
currency and some apparent changes have no impact on the price of your travel 
due to contractual and other protection in place.
6. ACCURACY
Please check all of the details on your invoice immediately and advise us of any 
inaccuracies within 48 hours of receipt. If you do not contact us within 48 hours 
of receipt we cannot accept any liability for errors made by us. We will endeavour 
to assist in all cases but if you make a mistake we will pass on any costs incurred 
to rectify the error. The name shown on all travel documents should match those 
on the passenger’s passport(s). If you are getting married or changing your name, 
the name(s) on your passport must reflect those on your travel documents. Failure 
to comply with this may result in amendment charges being levied or possible 
cancellation of your flights. Please see clause 12.
7. DISABLED PASSENGERS
We are happy to give advice when choosing a holiday, however it should be noted 
that some resorts and/or hotels or tours may not be suitable. In order to assist you 
and us in ensuring your holiday is enjoyable, we must be provided with full details of 
any disability or special needs that may be required, at the time of booking.  
8. AMENDMENTS BY YOU
If, after our confirmation invoice has been issued, you wish to change your 
travel arrangements in any way, for example your chosen departure date or 
accommodation, we will do our utmost to make these changes but it may not 
always be possible. Any request for changes to be made must be in writing from 
the person who made the booking or your travel agent. You will be asked to pay 
an administration charge of (£35), and any further cost we incur in making this 
alteration. In some cases airlines require tickets to be issued on booking and where 
tickets have been issued changes may be treated as cancellation and will be subject 
to the charges shown in section 12. Please note that a change to the confirmed 
travel departure is regarded as a cancellation and rebooking, not an alteration to the 
booking. Some suppliers, particularly airlines, whose special fares in some cases 
are non-refundable, may consider a name or other change to an existing booking as 
a cancellation and rebooking, with up to 100% cancellation charges. Tickets once 
sold, towards a sporting event cannot be refunded or redeemed. If services booked 
are dependent on a minimum number using the service, we will have to recalculate 
the total cost based on the new number of passengers travelling. The cost may 
therefore increase but as this is not a cancellation charge, it may not be covered 
by your insurance.
Note: If the reason for your cancellation is covered under the terms of your 
insurance policy, you may be able to reclaim these charges.
9. CANCELLATIONS AND AMENDMENTS BY US/ THE PRINCIPAL
i) Package Holidays - It is unlikely that we will have to make any changes to your travel 
arrangements, but we do plan the arrangements many months in advance. Occasionally, 
we may have to make changes and we reserve the right to do so at any time. Most of 
these changes will be minor and we will advise you or your travel agent of them at the 
earliest possible date. We also reserve the right in any circumstances to cancel your 
travel arrangements. For example, if the number of clients required for a particular travel 
arrangement is not reached, we may have to cancel it. However, we will not cancel your 
travel arrangement less than 8 weeks before your departure date, except for reason of force 
majeure or failure by you to pay the final balance. If we are unable to provide the booked 
travel arrangements, you can either have a refund of all monies paid or accept an offer 

of alternative travel arrangements of comparable standard from us, if available (we will refund 
any price difference if the alternative is of lower value). If we have offered you a comparable 
alternative and you choose a more expensive alternative you must pay the difference.
In accordance with EU Regulation 2111/2005 we are required to advise you of the actual 
carrier operating your flight/connecting flight/transfer. 
Any changes to the actual airline after you have received your tickets will be notified to 
you as soon as possible and in all cases at check-in or at the boarding gate. Such a 
change is deemed to be a minor change. Other examples of minor changes include 
alteration of your outward/return flights by less than 12 hours, changes to aircraft type, 
change of accommodation to another of the same standard. 
You will have the choice of 1) accepting the change of arrangements, 2) accepting an 
offer of alternative travel arrangements of comparable standard from us if available (we 
will refund any price difference if the alternative is of a lower value), or 3) cancelling your 
booked holiday and receiving a full refund of all monies paid. 
Except where the major change or cancellation arises due to reasons of force 
majeure (see clause 14), or from circumstances outside our control, we will also pay 
compensation.
ii) “Other Travel Arrangements” -Where we only act as a booking agent, particularly in the 
case of air tickets, we may not be notified of major change before you travel. However, 
where we are notified, we will advise you or your travel agent as soon as is reasonably 
possible. If the changes are not acceptable to you, we will offer you an alternative if 
available, or a full refund, as per the “packages” section above. If your chosen alternative 
costs more, you must pay the difference. Please note that a change of airline carrier or UK 
departure between London airports is not considered a major change. 
Service providers generally reserve the right to cancel arrangement at any time. In the 
unlikely event that a booking has to be cancelled for any other reason than non-payment, 
then a full refund will be made of all monies paid, less any booking and amendment fees 
or insurance premiums. 
10.MAINTENANCE
Renovations and/or construction work may sometimes be taking place at your chosen 
hotel/resort during your stay, we have no control over these situations. When we have 
been advised of such cases and consider that it may affect the enjoyment of your holiday 
we will notify you as quickly as possible. However, while every effort will be made, it may 
not always be possible to advise you of emergency repairs to facilities, such as swimming 
pools, prior to your departure from the UK. 
11. CANCELLATION BY YOU
You may cancel your booked arrangements at any time. You must give us written notice 
signed by the person who made the original booking.
(i) Packages Holidays:
a) Prior to final payment
As making a booking incurs costs, you will forfeit all applicable deposits in case of your 
cancellation.
b) After final payment
A cancellation at this stage will be subject to cancellation fees, which can be as 
high as 100% of the full amount depending on the nature of the booking and the 
service provider involved. Please note that any booking fee and/or amendment 
charges are non refundable in the case of your cancellation. Number of days prior to 
departure date written advice of cancellation received: 		  
Loss of Total Holiday Cost %
More than 57 days	 loss of deposit	
56-35 days		  40% of total holiday cost	
34-21 days 		  60% of total holiday cost		
20-8 days		  80% of total holiday cost	
Within 7 days 		  100% of total holiday cost
 (ii) Other Travel arrangements
a) Flights - prior to final payment the deposit will be forfeited. Once final payment has 
been made charges can be as high as 100%. Please check the special conditions 
concerning your itinerary. 
b) For packages please see the above scale of cancellation charges, based upon the 
time before departure that we receive your written notice of cancellation. 
c) Other arrangements – We act as agent and the cancellation charges are applied by 
the principal. Cancellation conditions vary dramatically. Hotels generally attract the cost 
of the first night’s accommodation. Car hire cancellation charges can be up to 100% 
depending on when the cancellation was made. 
d) Insurance - if the insurance arranged by Emerald Global Ltd does not meet your 
needs, a refund will be allowed if the Certificate is returned within 14 days, as long as no 
claims have been made and the period of travel has not started. After this 14-day period, 
insurance premiums cannot be refunded. 
Please ensure you are certain of the fees applicable to your booking by asking your travel 
agent or us before proceeding to book your arrangements
12. CONDUCT 
We reserve the right to refuse to accept you as a customer or to continue dealing with 
you if your behaviour is disruptive or threatening to our staff or suppliers in the UK or 
abroad. Additionally, airline pilots have the right to refuse to allow you to board an aircraft 
and if this occurs or we consider your behaviour to be unacceptable, your booking will 
be cancelled with immediate effect and we shall have no further liability to you. If you 
are overseas, you will be responsible for your own return home and that of any of your 
party. If you or any person travelling with you causes damage or injury to any property or 
person or cause delay or diversion of any aircraft or other form of transport, you agree to 
compensate us or the supplier affected for any losses and expenses incurred, including 
legal expenses.
13. FORCE MAJEURE
We regret we cannot pay any compensation in the event of a force majeure. Force 
majeure includes war, threat of war, riots, civil strife, industrial dispute, terrorist activity, 
natural or nuclear disaster, fire or adverse weather conditions or other   similar events 
beyond our control and that of our suppliers.
14. ROUTINGS AND TIMINGS
Unless otherwise stated, the routing of your air ticket cannot be changed, once the 
balance has been paid. Please note that the timings of air, sea, road or rail departures 
are estimates only. These timings may be affected by operational difficulties, weather 
conditions or passenger failure to check in on time. Flight timings are subject to change 
as a result of airline procedures and up to date times will appear on your final itinerary. 
We do not make any arrangements if there is a delay at the outbound or inbound point of 
departure. Most airlines however, do make provisions in such cases.  
15. FLIGHT RE-CONFIRMATION
All onward and return flights must be re-confirmed with the relevant airlines. Emerald 
Global Ltd accepts no responsibility for bookings cancelled due to non-compliance with 
the particular airline’s rules.
16. PASSPORTS, VISAS & HEALTH
Your specific passport and visa requirements, and other immigration requirements 
are your responsibility and you should confirm these with the relevant Embassies 
and/or Consulates. Additionally many countries require that your passport is valid for 
at least 6 months after your departure date from that country. We do not accept any 
responsibility if you cannot travel because you have not complied with any passport, visa 
or    immigration requirements.  
It is important that you check with your GP prior to travelling for information in regards to 
inoculations that you may need if you are travelling to countries with high risk of disease 
or if you have recently returned from an infected country.  Information is readily available 
from your local surgery or by visiting The Foreign and Commonwealth Office website: 
www.fco.gov.uk ; www.doh.gov.uk.
17. DESPATCH OF TICKETS
a) e-tickets
Some airlines offer only electronic confirmation of your reservation, or “e-ticketing”. We 
cannot be held responsible if your e-ticket does not arrive due to an incorrect email 
address or your junk email settings. It is your responsibility to advise us if you have not 
received your e-ticket confirmation. 
b) Tickets are only issued against full payment. Tickets and travel documents are usually sent by 
Royal Mail services to the invoice address unless you advise us otherwise. Tickets are generally 
posted to you 14 days before your departure date. If you require delivery by any other service, it 
can be arranged and the cost will be added to your final invoice. We cannot accept any liability 
for late or lost tickets if normal post is used. If you wish to collect your tickets personally the 
tickets will be issued and held in our office 5 working days before the proposed collection date.
18. LOST OR STOLEN TICKETS
Should tickets become lost or stolen, it is necessary to complete an indemnity form to be passed 
to the airline. Some carriers are then prepared to issue replacement tickets immediately but may 
impose a fee for this which will be payable by you. Other airlines require full payment to issue 
replacement tickets and will refund the amount paid for the original documents at a later date. 
Please be aware that this process may take up to 18 months.
If you have not received your travel documents or you have mislaid your travel documents, you 

must inform us at least 7 days prior to departure. Failure to do so may result in you having 
to pay additional charges, as special arrangements will have to be made. Tickets once sold 
towards a sporting event cannot be replaced if lost.
19. REFUNDS
Unused or partly used air tickets are to be returned to Emerald Global Ltd. We will 
return the tickets to the airline for authorisation and calculation of refund due. Any 
refund received back from the airline is then subject to loss of deposit and Airlines 
cancellation charges and Emerald administrative charge of £50 per person, unless 
advised differently at the time of booking.  Please note that airline refunds for part-
used tickets and the return half of tickets are always less than the pro rata rates 
and in some cases may have no value at all. Refunds can take up to 6 months in 
total. Some airlines may require proof of departure from the destination country or 
a residency certificate, before refunding part used tickets.  Please ensure that when 
returning tickets for refund that registered post is used.
20. OUR LIABILITY TO YOU
(i) “Packages”
If the contract we have with you is not performed or is improperly performed by us 
or our suppliers we will pay you appropriate compensation, if this has affected the 
enjoyment of your travel arrangements. However we will not be liable where any 
failure in the performance of the contract is due to: you; or a third party unconnected 
with the provision of the travel arrangements and where the failure is unforeseeable 
or unavoidable; or unusual and unforeseeable circumstances beyond our control, 
the consequences of which could not have been avoided even if all due care had 
been exercised; or an event which we or our suppliers, even with all due care, could 
not foresee or forestall. 
Our liability, except in cases involving death, injury or illness, shall be limited to a 
maximum of 2 times the cost of your travel arrangements. Our liability will also be 
limited in accordance with and/or in an identical manner to the contractual terms 
of the companies that provide the transportation for your travel arrangements. 
These terms are incorporated into this contract; and any relevant international 
convention, for example the Montreal Convention in respect of travel by air, the 
Athens Convention in respect of travel by sea, the Berne Convention in respect of 
travel by rail and the Paris Convention in respect of the provision of accommodation, 
which limit the amount of compensation that you can claim for death, injury, delay 
to passengers and loss, damage and delay to luggage. We are to be regarded 
as having all benefit of any limitation of compensation contained in these or any 
conventions. 
You can ask for copies of the transport companies’ contractual terms, or the international 
conventions, from our offices at Emerald Global • 207 Regent Street •  London •  W1B 4ND 
Tel: 020 7312 1700 
Under EU law (Regulation 261/2004) you have rights in some circumstances 
to refunds and/or compensation from your airline in cases of denied boarding, 
cancellation or delay to flights. Full details of these rights will be publicised at EU 
airports and will also be available from airlines. However reimbursement in such 
cases will not automatically entitle you to a refund of your holiday cost from us. 
Your right to a refund and/or compensation from us is set out in clause 9. If any 
payments to you are due from us, any payment made to you by the airline will be 
deducted from this amount. If your airline does not comply with these rules you 
should complain to the Air Transport Users’ Council on 020 7240 6061 
“Sporting Events” 
Your package or other travel arrangement may include a sports event. Events can 
be cancelled or cut short without notice. This is a rare occurrence. Every effort is 
made to obtain and pass on to you up-to-date information regarding each event. 
This information is based on details supplied to us and we cannot guarantee its 
accuracy nor that your itinerary will remain unchanged. The cancellation of a race, 
the non-appearance of a sportsperson, or other changes is entirely outside our 
control. We are therefore, unable to accept any responsibility by way of refund, 
compensation, or otherwise for changes in the programme, even if this involves the 
cancellation of an event. If, however, we obtain a refund from the Event Organiser, 
this will be passed on to you.
 (ii) Other travel arrangements
We act as agent and responsibility for your booking lies with the principal. 
21. PROBLEMS WHILE YOU ARE AWAY 
If you have a problem during your holiday, please immediately contact your hotel, 
tour operator or other service provider involved. If this is not possible or satisfactory, 
please contact Emerald Global Ltd. We aim to answer as soon as possible but 
please remember time zone differences. Please ensure that you are fully aware of 
all visa & health requirements for your trip. Emerald Global Ltd does not accept any 
responsibility for any problem associated with the non-compliance by any person 
who fails to have the correct documentation for their trip. 
22. COMPLAINTS 
If you have a problem during your holiday, please inform the relevant suppliers (e.g your 
hotelier) and our resort representative immediately who will endeavour to put things 
right. If your complaint is not resolved locally, please follow this up within 28 days of your 
return home by writing to Emerald Global Ltd, quoting your booking reference and all 
other relevant information and documentation. Please keep your letter concise and to 
the point. Correspondence will be automatically acknowledged and dealt with under the 
guidelines set by ATOL for responding to such complaints. Please bear in mind our need to 
investigate matters raised with suppliers or agents involved. 
It is strongly recommended that you communicate any complaint to the supplier of 
the services in question as well as to our representative without delay and complete 
a report form whilst in resort. 
If you fail to follow this simple procedure we will have been deprived of the 
opportunity to investigate and rectify your complaint whilst you were in resort and 
this may affect your rights under this contract. 
23. PROMPT ASSISTANCE IN RESORT 
If the contract we have with you is not performed or is improperly performed as a result 
of failures attributable to a third party unconnected with the provision of the services, or 
as a result of failures due to unusual and unforeseeable circumstances beyond our control, 
the consequences of which could not have been avoided even if all due care had been 
exercised, or an event which we or our suppliers, even with all due care, could not foresee 
or forestall, and you suffer an injury or other material loss, we will offer you such prompt 
assistance as is reasonable in the circumstances. 
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