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Your booking is made on the basis of these terms and conditions, including 

any other information we may provide to you prior to booking. Please read 

these terms and conditions carefully before entering into this contract. If 

there is anything you do not understand please contact us on 020 7650 

3100 or by e- mail at contactus@fello.co.uk.  

In these terms and conditions any reference to ‘you’ or ‘your party’ 

means all persons named on the booking including any persons added or 

substituted at a later date and/or the company, firm, entity or 

organisation you represent, collectively ‘the Client’. References to ‘we’ 

‘us’ or ‘our’ are references to Fello Travel Ltd (FTL) trading as “Fello”, the 

‘Parties’.  

When you make a booking you guarantee that you have the authority to 

accept, and do accept on behalf of your party, these terms and conditions 

and that you consent to the provisions hereunder. 

If any of the terms or part of the terms of these terms and conditions is or 

becomes invalid, illegal or unenforceable, it shall be deemed deleted, but 

shall not affect the validity and enforceability of the rest of these terms 

and conditions. 

This contract is governed by English Law and both Parties agree to submit 

to the exclusive jurisdiction of the English Courts at all times.  

We reserve the right to alter, adapt or otherwise change these terms and 

conditions without notice or liability from time to time. Any such variations 

will be notified to You via our website at www.fello.co.uk and are also 

available from our offices. 

1. YOUR FINANCIAL PROTECTION

Fello Travel Ltd hold Air Travel Organiser's Licence number 10298. We 

only work with suppliers who are bonded members of International Air 

Transport Association (“IATA”), the Association of British Travel Agents 

(“ABTA”) and/or Air Travel Organisers' Licensing (“ATOL”). This means 

your money will be refunded or, if necessary, you and your party 

repatriated if already overseas, in the unlikely event of our insolvency 

whilst travelling with us. When you buy an ATOL protected flight (or flight 

inclusive holiday) from us, you will receive an ATOL Certificate. This lists 

what is financially protected, where you can get information on what this 

means for you, and who to contact if things go wrong.  

Fello, or the suppliers identified on your ATOL Certificate, will provide you 

with the services listed on the ATOL Certificate (or a suitable alternative). 

In some cases, where neither we nor the supplier are able to do so for 

reasons of insolvency, an alternative ATOL holder may provide you with 

the services you have bought, or a suitable alternative (at no extra cost to 

you). The Client agrees to accept that in those circumstances the 

alternative ATOL holder will perform those obligations and you agree to 

pay any money outstanding to be paid by you under your contract to that 

alternative ATOL holder.  

However, the Client also agrees that in some cases it will not be possible 

to appoint an alternative ATOL holder, in which case you will be entitled to 

make a claim under the ATOL scheme, or your credit card issuer (where 

applicable). As an ATOL certified agent, if we, or the suppliers identified on 

your ATOL certificate, are unable to provide the services listed (or a 

suitable alternative, through an alternative ATOL holder or otherwise) for 

reasons of insolvency, the Trustees of the Air Travel Trust may make a 

payment to (or confer a benefit on) you under the ATOL scheme.  

The Client agrees that in return for such a payment or benefit, you assign 

absolutely to those Trustees any claims which you have or may have 

arising out of or relating to the non-provision of the services, including any 

claim against Fello, the travel agent, or your credit card issuer (where 

applicable). The Client also agrees that any such claims may be re-

assigned to another body if that other body has paid sums you have 

claimed under the ATOL scheme. 

2. YOUR AGREEMENT WITH US

In order to make a booking with us, we will provide you with a quote for 

your requested/desired travel arrangements, once we receive your 

confirmation that you would like to proceed, we will issue the relevant 

tickets and/or confirmation (“Booking Confirmation”). Your contract 

with Fello shall come into existence when we issue our Booking 

Confirmation invoice. 

Our invoice will be sent within 48 hours of our Booking Confirmation, 

except in the case of bookings made within 8 weeks of departure (“Late 

Bookings”) in which case late booking conditions apply (see below).  

The Client is responsible for providing us with all information reasonably 

required to provide the services and deal with your travel arrangements. 

You must ensure that all information is complete and accurate, and co-

operate with us in all matter relating to your booking and the travel 

arrangements.  

In some circumstances, your travel arrangements and/or booking may 

require a certain number of travelers participating in order to proceed. If 

this is the case we will confirm the number of travelers required either 

directly to you, or within the travel information provided to you, and may 

need to cancel or refuse any booking that does not meet the requisite 

traveler requirements.   

These terms and conditions, and any other terms and conditions (or 

contract) provided by Fello to you, constitute the entire agreement 

between the parties and supersedes and extinguishes all previous and 

contemporaneous agreements, promises, assurances, and understandings 

between them, whether written or oral, relating to its subject matter. 

Where we enter into with you (or you are provided by us) additional terms 

and conditions or contract(s) that are stated to form part of our contract 

with your, or govern our relationship with you, those terms will state 

which provisions of which documents prevail in the event of any 

inconsistent or conflicting provisions, if no prevalence is stated, the 

provisions contained within these terms and conditions shall prevail. 

However, for the avoidance of doubt, in the event of any such conflict or 

inconsistency with the Credit Terms in respect of a Credit Account, the 

Credit Terms shall prevail. 

3. PAYMENT, TICKETS AND DELIVERIES

Payment Method: Fello accepts Visa, MasterCard, American Express, 

Diners Club credit & charge cards, Switch and Delta debit cards and 

payment by cheque, BACS or Standing Order.  

Corporate Cards: A 2% charge is levied on corporate credit and charge 

card payments – a rate which may be amended from time to time. 

Cheques should be made payable to Fello. Clients, who are eligible, may 

also apply for a credit facility (see Clause 6 below). 

Deposit: When making a booking with us the Client agrees to pay a non-

refundable deposit of 10% of your total booking value (or £25 whichever 

is more) to guarantee availability of your requirements. The Client further 

agrees to pay the full balance 8 weeks before departure.  

Late Payment and Non-Payment: If any sums due to Fello (including the 

deposit, the balance, and/or any payment due under a credit facility) are 

not paid on time (in accordance with this contract or any payment dates 

confirmed to you by Fello) Fello reserves the right to (at its sole 

discretion) (i) cancel your booking, (ii) suspend the ability to make any 

future bookings, and/or (iii) charge interest on the overdue amount at 

0.07% per day.  

In the event that your booking is cancelled due to non-payment, we will 

refund any amount due to you but will retain the deposit as per the 

cancellation charges set out below. 

Special Fares: We are often able to offer special lower rates and fares 

where such rates are offered to Fello by our suppliers (“Special Fares”). 

These Special Fares are offered to us by our suppliers with certain 

restrictions, rules and on a non-refundable basis. To take advantage of 

Special Fares, Fello may therefore be required to issue tickets well before 

departure and the Client may incur cancellation charges of up to 100% of 

the cost if you have to cancel or make changes after tickets have been 

issued. 

Travel Documents: Once we have received payment in full, your travel 

documents will be forwarded to you. Please note all documentation is 

usually sent to your work email or postal address unless you request 

otherwise. 

Late Bookings: In the event of Late Bookings: (a) the Client agrees to pay 

the full balance invoiced at the time of booking, and (b) it may be 

necessary for your travel documents to be sent to you by special delivery 

or issued on departure. This is usually the case for bookings made within 3 

working days of your departure date. In these circumstances, we will give 

you our opinion as to the best way to get the necessary travel 

documentation to you but can accept no responsibility whatsoever for 

failure of your travel documentation to reach you in time. Please be aware 

that extra charges are payable by you (in respect of our costs, and any 

relevant supplier costs), for special delivery and ticket on departure 

services. 

4. PRICE 

Price Guarantee: the Client will be quoted a fare & taxes for their selected 

itinerary at the time of booking and advised of any special conditions, 

including (i) the date by which the booking must be confirmed to obtain 

this price, (ii) any Special Fares and rules/restrictions associated with such 

Special Fares, and/or (iii) any other information, rules or restrictions as 

determined by us or our suppliers. Only once you have confirmed your 

acceptance of the booking and all travel documentation has been issued 

will the invoice price of your fare be guaranteed (subject to any additional 

governmental or travel provider taxes or charges as reasonably required, 

including, but not limited to, out of hours' call charges, ticketing re-issues 

for changes and any applicable fare differences, add on products i.e. visa 

applications, VIP meet & greets, transfers, and associated service fees). If 

you confirm your booking later than the advised date your fare will be re-

priced, and you will be advised accordingly.  

Should any of the additional government or travel provider taxes & 

charges change after ticketing we will advise you as soon as possible of 

any extra payment required. 

5. REFUNDS

All refunds for travel services (where available, and subject to the 

conditions of your booking) that are cancelled or not used will only be 

issued in the form of a credit note as soon as the full amount due has 

been refunded to us by the relevant supplier (airline, hotelier, etc.).  

In the event that there is a negative balance on your Credit Account (or 

any other credit facility), you agree that Fello may at any time use any 

refund received against any sums you owe to Fello, or against any 

negative balance on such Credit Account (or other such credit facility). 

Since we have to pay suppliers whilst they process any available refund 

application, our invoice to you must be paid in accordance with these 

terms and conditions whilst we wait.  

Please be aware that sometimes refunds are not available. Where refunds 

are available we charge a £25 per person fee for this service.  

All relevant travel documentation must be returned to our offices within 14 

calendar days of your return for any refund application to be made. If you 

do not do so you will not be able to claim any available refund. 

6. CREDIT FACILITIES

Subject to Fello’s eligibility criteria (as updated at Fello’s sole discretion 

from time to time), the Client may make an application for use of a credit 

facility (a “Credit Account”) with Fello using the form available from our 

offices or by e-mail at finance@fello.co.uk.  

Credit Accounts are only available to businesses and will not be available 

to any individuals, sole traders or unincorporated organisations (including 

partnerships with fewer than 4 partners). 

We will assess your application and may seek references from third parties 

including credit reference agencies. We will inform you of our decision in 

writing including any special conditions we may require you to accept, 

such as your depositing with us a cash bond equivalent to approximately 

one month of your travel expenditure.  

Credit Account(s) will be subject to the terms and conditions as set out in 

our credit terms as appended to your credit account application and as 

available on our website from time to time (the “Credit Terms”) and the 

client agrees that all Credit Account(s) will be bound by our Credit Terms. 

No bookings can be made on account until (i) we have agreed in writing 

your Credit Account, and (ii) you have accepted in writing any special 

conditions we require, which will be detailed in our Credit Terms. 

If your application is successful, Fello will require a trading deposit 

(amount to be confirmed by Fello on approval of the credit application) be 

paid by direct debit in accordance with the agreed credit amount and our 

Credit Terms, unless otherwise agreed in writing. 

In any case we reserve the right to accept or reject any credit facility 

application, including our Credit Account without explanation for any 

reason, at our sole discretion.  

You may wish to provide an ‘up-front’ payment towards future travel 

arrangements we make for you. Similarly, in the event if you are eligible 

for a refund from a travel service provider, money can be returned to you, 

or with your consent, held by us for any future travel arrangements we 

make for you. Please note, that in either scenario, this money will not be 

held by us on trust for, and on behalf of, you and no interest will be 

payable to you. 

Maintenance of any credit facility (including a Credit Account) with us is 

conditional upon the Client’s acceptance & strict adherence to the 

following: 

a) Each booking/transaction you make is invoiced separately at the time 

of your Booking Confirmation; 

b) All sums due (including under a Credit Account or other credit facility, 

except those for rail travel) must be paid within the specified time 

period, as agreed between Fello and the the Client prior to the Booking 

Confirmation, from the date of the relevant invoice. Invoices for rail 

travel must be paid immediately upon receipt of invoice; 

c) All payments are to be made by direct debit unless otherwise agreed 

in writing between Fello and the Client, and subject to a trading 

deposit being paid in accordance with our Credit Terms. Subject to 

prior written consent from Fello, payments can also be made by 

cheque, cash, BACS or standing order; and 

d) All refund provisions noted in Clause 5 above.

If you do not pay the full balance due on your Credit Account within the 

timeframe detailed in Clause 6b above, Fello reserves the right to take all 

necessary steps, including any or all the following actions, until we receive 

the full amount owed to us: 

a) Charge interest on the overdue amount at 0.07% per day;

b) Suspend payment of further bookings using your credit facility;

c) Suspend and/or cancel all further/future bookings;

d) Suspend or cancel any Annual Service Agreement we may have; and

e) Refer your account to a third party for collection, upon which you will 

be liable for all costs, fees & expenses we incur in doing this. 

Prior to the creation of the Credit Account, Fello will confirm to you, in 

writing and in accordance with the Credit Terms, the specific terms 

applicable to you at all times to your Credit Account. The specifics of these 

terms will be dependent on your credit score and the results of your credit 

reference checks, such specifics to be confirmed by Fello within 14 days of 

completion of your credit application. 

At all times Fello reserves the right to withdraw any credit facility 

(including a Credit Account) the Client may have, in which case all monies 

owed become immediately payable in full. 

7. CHANGES MADE BY YOU

If, after your travel documentation and our Booking Confirmation have 

been issued, the Client wishes to alter the travel arrangements in any 

way, Fello will do its best to help, but it may not always be possible.  

An amendment fee of £25 per person (excluding infants) will be charged in 

addition to any charges passed on to us by our suppliers (e.g. airlines, 

hotels, etc.).  

All changes are subject to the booking conditions of the supplier for that 

particular booking, which are available to you upon request at the time of 

booking. Please note some bookings are not changeable. Please ask for 

detailed booking conditions if you are concerned about the possibility of 

needing to change your booking. 

Please be aware that costs will normally increase the closer changes are 

made to the departure date and that certain travel arrangements (e.g. 

Apex Tickets) cannot be changed at all after confirmation. 

8. CANCELLATION BY YOU

The Client may cancel its travel arrangements at any time. Written 

notification from the lead person on the booking must be received at our 

offices. As we incur costs in arranging, and subsequently cancelling, your 

travel arrangements you will be required to pay the applicable cancellation 

charges shown below in addition to any charges passed on by our 

suppliers (e.g. airlines, hotels, etc.).  

All refunds are subject to the booking conditions of the supplier for that 

particular booking, which are available to you upon request at the time of 

booking. Please note that some bookings are not refundable. Please ask 

for detailed booking conditions if you are concerned about the risk of 

cancellation. For cancellation before tickets have been issued the £25 non-

refundable deposit per person is forfeited and must be paid. For 

cancellation after tickets have been issued a £25 per person cancellation 

fee will be charged in addition to any charges passed on by our suppliers 

(e.g. airlines, hotels, etc.). If the reason for your cancellation is covered 

under the terms of any insurance policy you hold, you may be able to 

reclaim these charges. 

8. CHANGES MADE BY US

It is extremely unlikely Fello will have to make changes to your travel 

arrangements. Regrettably however, amendments may sometimes be 

necessary, and errors occasionally occur. Upon receipt of your travel 

documents, you must check the details of the travel arrangements that 

have been made and notify us immediately of any errors or issues.  

We reserve the right to make changes or correct errors at any time both 

before and after we send you our Booking Confirmation. The clear majority 

of these changes will be minor, and we will do our best to try to advise 

you of these before you depart. Flight timings, aircraft types, and 

operators advertised may be subject to change for operational reasons 

and these are deemed to be minor changes. Your flight will be subject to 

international conventions and the conditions of carriage can be found on 

the airline’s website. Fello accepts no liability for any change or 

amendment required due to international convention or general conditions 

of carriage. 

A major change involves a change of scheduled UK airport or destination 

airport (except where the change is between 2 airports serving the same 

destination) or a change of scheduled departure time by more than 12 

hours. In these circumstances you have the following options: 

a) Accept the altered travel arrangements;

b) Accept alternative travel arrangements we may be able to offer; or

c) Cancel your travel arrangements with us without charge.

If you choose c) we will refund all your monies to you and if you choose 

we will pay compensation to you on the scale set out below. If you choose 

a) or b) we will refund any difference in cost of the new arrangements to 

you if the new cost is lower but if the new cost is higher than the original 

booking you will have to pay the difference, except where the change 

arises due to reasons of or threat of, war, riot, civil strife, industrial 

dispute, fire, terrorist activity, natural or nuclear disaster, adverse weather 

conditions or other circumstances over which we have no control (“Force 

Majeure”). 

If you choose we will pay you compensation on the scale set out below: 

Hours/days before 
departure notice of 

change is given 

Compensation per full fare paying passenger 

Option a) or b) Option c) 

0 - 48 hours £50 £25 

2 – 14 days £20 £10 

More than 14 days £0 £0 

Fello’s liability in all cases involving a major change or cancellation is 

limited to the options and compensation set out above.  

Compensation is not payable if we have to make changes for unusual or 

unforeseeable circumstances, which we could not have avoided even with 

due care. Compensation will not be payable for changes or cancellation 

due to your failure to pay any balance or because of Force Majeure.  

9. CANCELLATION BY US

It is extremely unlikely Fello will have to cancel your travel arrangements. 

However, we reserve the right to do so in any circumstances. Examples of 

instances where this may be necessary include Force Majeure; if you have 

not paid the final balance; or if the minimum number of clients required 

for a particular travel arrangement is not reached. If we are unable to 

provide the booked travel arrangements and we have received payment 

for the booking, you can either have a refund of all monies paid or (where 

available) accept an offer of alternative travel arrangements of 

comparable standard from us. In these circumstances, except for reasons 

of Force Majeure, if you wish we will pay compensation as per (and in 

accordance with) Clause 9 above. 

10. IF YOU HAVE A COMPLAINT

If you have a problem during your travel programme, Fello strongly 

advises you to bring it to the attention of the relevant supplier (e.g. 

hotelier, airline) as soon as possible and complete any official complaint 

report/ documentation they may have available. Failure to do so it may 

jeopardise your rights to make a claim afterwards. Most complaints 

however, can be resolved quickly & efficiently by speaking to the relevant 

supplier at the time. If you are unable to resolve your complaint locally, 

please do let us know in writing within 28 calendar days of your return 

either by writing to our Customer Services Manager at Fello Travel Ltd, 

422 Landmark Cannon Place, 78 Cannon Street, London, EC4N 6HL or by 

e- mail to contactus@fello.co.uk. 

Please include your booking reference, a copy of any complaint 

report/document you have previously completed (whether sent to us or 

one of our suppliers), and all other relevant information. 

11. WHAT HAPPENS TO COMPLAINTS

We hope that any complaint you may have can be settled amicably 

between us. However, disputes arising out of, or in connection with this 

contract which cannot be settled amicably, may (if you wish) be referred 

to Arbitration under a special scheme, which is arranged by ABTA, but is 

administered quite independently by the Chartered Institute of Arbitrators. 

The scheme provides for a simple and inexpensive method of Arbitration 

on documents alone, with restricted liability on you in respect of costs. 

The scheme does not apply to claims for any amount greater than £5,000 

per person or £25,000 per booking. The limit for claims which are 

solely or mainly in respect of physical injury or illness or the 

consequences of such injury or illness is £1,500 per person. If you 

choose to proceed to Arbitration under this scheme, you must send a 

written notice of your decision to ABTA within 18 months after your 

scheduled date of return. Full details of the scheme are available from 

ABTA (See the ABTA’s website for contact details). 

12. OUR LIABILITY TO YOU
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Fello accepts responsibility for the acts and/or omissions of our 

employees, agents and suppliers providing they were acting in accordance 

with our instructions to carry out work authorised by us. We do not accept 

responsibility for the acts and/or omissions of our agents and suppliers 

where they lead to death, personal injury or illness. We do not accept 

responsibility for the acts and/or omissions of our employees, agents and 

suppliers where failure to perform or improper performance was due to: 

a) The Client’s own acts, omissions or lack of clarity;

b) Acts or omissions of a third party not connected with the provision of 

your trip and which were unforeseeable or unavoidable; and/or 

c) An event which could not have been foreseen or avoided even with due 

care. 

Our liability in all cases (except death, personal injury or illness) shall be 

limited to a maximum of twice the costs of your travel arrangements 

excluding insurance premiums and amendment fees. However, our liability 

in respect of carriage by air, sea and rail, and the provision of 

accommodation is limited in the manner provided by the relevant 

international conventions and conditions of carriage. You can ask for 

copies of these international conventions from our offices. 

It is a condition of the acceptance of liability that you notify us of any 

claim in accordance with the conditions relating to complaints. Where any 

payment is made to you or any members of your party that person must 

assign to us or our insurers any rights they may have to pursue any third 

party. They must furthermore agree to fully co-operate should our insurers 

or Fello wish to enforce those rights. 

13. TRAVEL INSURANCE

The Client must ensure it has adequate travel insurance for all trips. Fello 

will in no circumstances be liable for any personal injuries or losses 

(including financial losses) suffered by you which are not directly as a 

result of any act and/or omission by Fello in making your travel 

arrangements. 

14. PASSPORTS & VISAS

The Client must ensure all persons travelling have a valid passport & all 

necessary visas for all destinations involved in your trip, including any 

flight stopovers. Fello will supply upon request the most up to date 

information available to us about the passport & visa requirements for 

your trip but can accept no responsibility for their accuracy or 

completeness at the time you travel, or liability for any losses or 

inconvenience you may suffer by your not having the necessary 

documents. 

It is essential if you do not hold a British Citizens passport, but you hold 

another type of British passport that you check visa requirements with the 

relevant Embassy of the countries you are intending to visit. If you hold a 

non-British passport then you must also check with your own Embassy as 

well as the Embassies of the countries, you intend visiting including any 

flight stopover, that you have the correct visas. 

15. CONDITIONS OF CARRIAGE

When you travel with a carrier, the conditions of carriage of that carrier 

will apply, some of which may limit liability. The conditions of carriage of 

that carrier are incorporated into this contract. You may ask for copies of 

the relevant conditions of carriage from our offices. Please note that in 

accordance with Air Navigation Orders to qualify for infant status an infant 

must be under 2 years of age on the date of the return flight. 

16. OUR DATA PROTECTION POLICY

Calls may be recorded or monitored for training & quality purposes. To 

process your booking and ensure that your travel plans run smoothly Fello 

needs to use the information you provide such as name, address, any 

special needs, etc. We must pass the information to the relevant suppliers 

of your travel arrangements such as airlines, hotels, etc. 

We take full responsibility for ensuring that proper security measures are 

in place to protect your information. The information may also be provided 

to security or credit checking companies, public authorities such as 

customs/immigration if required by them or as required by law.  

The implementation of the General Data Protection Regulation ensures 

stricter rules for processing personal data. Details of how Fello processes 

personal data, and the rights available to you are set out in our Privacy 

Policy (which is available on our website: https://fello.co.uk/privacy-

policy) and, where relevant to our contract with you, our Data Protection 

Addendum (DPA), which is available upon request. The clauses of the DPA 

are incorporated into this contract. In order for us to ensure we have your 

consent to allow us to process your personal data, please complete our 

consent form.  

You are entitled to a copy of your information held by us. If you would like 

to see this, please get in touch. 
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