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Who are The Different Travel Company? 

 
The Different Travel Company was founded in early 2005, just after the Asian Boxing 
Day tsunami. Our very first groups departed just months later on a mission to help 
those affected in Sri Lanka and Thailand to repair their lives. Over the following few 
years, we enabled hundreds of people to spend part of their holiday helping out at 
various project across the world, often linking in with a fundraising challenge 
designed to raise money for a UK-based charity. 
 
We are amazed at what has been achieved so far and delighted that so many 
people have joined us on our adventure holidays and charity challenges to fantastic 
destinations all over the globe; from trekking through the Borneo jungle and helping 
with orang-utan conservation, to helping at a cancer centre in Delhi and trekking the 
Himalayas to canoeing down the Zambezi or climbing Mount Kilimanjaro! Our 

participants have gone to see the sights, participate in physical challenges and work alongside the local people and have 
returned with open eyes, experiences of a lifetime and memories that will last forever. 
 
The Different Travel Company works with a wide range of charities, schools, organisations and groups to offer the classic charity 
challenge combined with overseas development projects. We also offer project-only challenges (e.g. building a school building 
or library) and activity-only challenges (e.g. a trek or cycle).  
 
Our clients are from a variety of socio-economic and racial backgrounds; they range in age, usually from 18-65; we welcome 
clients of all sexual orientations and gender identifications; clients are occasionally from countries outside the UK; groups usually 
comprise a mix of male and female clients and may identify with a religion. 
 
Our ethos of helping communities at home and abroad are upheld 
by ensuring that everyone benefits from one of our trips, the local 
communities, the participants and the charities, through our 
responsible tourism policies. We pride ourselves on offering 
excellent, personal customer service and always strive to do our 
best. 
 
Please visit www.different-travel.com for more information. 

http://www.different-travel.com/
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Tour Manager Role and Responsibilities 

 

What is a tour manager? 
 
The term 'Manager' reflects that this person has control or direction of the trip, has responsibility for its smooth-running and 
maximising the enjoyment of the trip by its participants.  The Different Travel Company wants participants to have the best 
possible time, problems to be dealt with efficiently and sensitively, and it is important that the person accompanying the group 
is prepared for this responsibility. 

 
What is required of a Different Travel Company tour manager? 
 

1) Have a passion for adventure and community travel 
We want you to want to be on this tour and have a genuine passion for visiting these exciting areas of the world. 
Previous experience of independent travel, working or studying abroad or adventure travel trips is an essential 
requirement. 

 
2) Be first aid trained 

You must be prepared to act in case of emergencies during the trip so first aid training is required. The Different Travel 
Company provides an Outdoor First Aid training course free of charge to ensure you are suitably prepared to assist 
with any injuries, illness or emergencies in remote situations.  
  

3) Have excellent leadership and communication skills and be approachable 
Our group sizes usually range from 10-35 participants so having effective communication skills to support large groups 
in a variety of situations is very important. Being friendly, open minded and constantly supportive are important 
leadership skills. You need to be someone the group trusts and can turn to while being an integral part of the team. 
Discrimination against any clients is completely unacceptable and preferential treatment of any individuals should be 
avoided at all costs. 
 

4) Have a good level of health and high energy levels 
Some of our tours are physically and emotionally tough and the clients may look to you for support when things get hard. 
You need to be able to handle the stress of long tiring days and physical and emotional challenges. Whether it‟s a 
12-hour bus journey, a trek with difficult clients, or a community project with one paintbrush between 20 people; you 
should be the helpful approachable face of The Different Travel Company, even if you have a pounding headache and 
your luggage is still on the tarmac at Heathrow airport. 
 

5) Be resourceful, calm and pro-active 
„Oh dear, there’s an enormous landslide covering our path. What should we do?‟ Working with the local guide and 
group/charity representative (if applicable) you need to be able to take decisive action to overcome problems as they 
arise, or before they happen. You must have a calm demeanour so you can assess a situation and deal with it without 
causing panic to the group. 
 

6) English language speaker 
All our tours are conducted in English with English-speaking bi or multi-lingual local guides so a very good command of 
English is mandatory. Other language skills are a bonus and we encourage you to try out the local language and help 
the group do so too! 
 

7) Basic computer literacy and budgeting skills  
You may need to manage finances at community projects or divide tips between a large group of trek staff so having 
basic budgeting skills is very important. Bring a calculator! You will also need to keep notes and records of your own 
expenses incurred so we can reimburse you. Computer literacy is important as you may need to complete online forms 
or use word processing software to complete reports etc. 
 

8) Awareness and commitment to responsible and sustainable tourism 
Clients will look up to you as an example of an experienced and worldly traveller! This is a position of responsibility and 
we ask you to uphold our responsible tourism policy (page 26) and encourage the clients to do the same. 

 
 

You do not have to be serious all the time, join in and have fun!  

You should be part of the team too. 

http://www.different-travel.com/
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What do I have to do as a tour manager? 

Your role is to inspire and support our clients throughout the trip to deliver them the best experience possible. 
 
General 

 Maintain a valid passport 

 Keep vaccinations and preventative medicines up to date 

 Be mindful of opportunities for The Different Travel Company to expand, to share industry news of interest and make 
any suggestions you think may enhance our services to our clients 

 Be willing to conduct your own independent research of the countries you are due to visit to familiarise yourself with 
sights, places of interest, local customs and culture, general prices and so on.  

 To train or advise tour managers as required, passing on as much trip-specific information as you can to prepare them 
 
During a tour 

 Act as the manager of the group, encouraging group communication, ensuring everyone is organised and accounted for. 

 Always consider the health, safety and comfort of the group (toilets, water, food, shade). 

 Share your knowledge, tips, hints and experience with the clients so they get the most out of the experience. 

 Manage yourself and your own personal safety, comfort and health so you can look after the group. 

 Ensure that the group adhere to our child protection, responsible tourism and safety at the project policies.  

 Deal directly with the clients to address any issues and concerns, to ensure their satisfaction is achieved without 
becoming a servant. 

 Continuously assess the trip to pre-empt any issues or problems that may occur and deal with it before it happens. 

 Maintain the itinerary as closely as possible, making changes only when absolutely necessary. 

 Communicate constantly with the local team/guide to ensure the itinerary is followed, to keep aware of any issues or 
changes that may occur and to discuss the overall progress and wellbeing of the group. 

 If there is a charity or group representative, keep them in the loop on issues or changes, and liaise and discuss with them 
away from the group about any decisions to be made, group dynamics or other issues. 

 To ensure that participants are always fully informed (arrangements, itinerary changes, timings, meeting places etc.) 

 To deal with unexpected situations professionally and calmly (medical emergency, difficult participants, changes etc.) 

 Assist and accompany clients during optional activities and meals, where possible.  

 To be a good ambassador for The Different Travel Company. You may be the only Different Travel Company 
representative the participants have had any contact with. 
 

Communication with The Different Travel Company 

 Contact us immediately by phone, text and/or email in the event of a critical emergency, as per the Emergency 
Guidelines Procedure. 

 Contact us as soon as possible by text or email in the case of non-critical trip anomalies (e.g. passenger misses a flight, 
passenger is removed from the trip, luggage loss etc.). 

 Provide SMS updates every 1-3 days on the progress of the trip (where possible) so we can share this on our social 
media pages. 

 
Reporting 

 Make daily expenses reports on the provided expenses form and file receipts safely. 

 Make daily notes about the day‟s activities and observations so you do not forget key information required for 
completing your feedback reports. 

 To conduct a feedback debrief in person, by phone or email as soon as possible after the tour has finished. 

 To provide all written reports, health and safety updates, hotel assessment forms and other written feedback promptly, 
no later than 4 weeks after return. 

 Provide The Different Travel Company with photographs and video footage which can be used for future marketing. If 
you require credit, please inform us. 

 
 

 
 
 
 
 
 
 
 

Your main contacts at The Different Travel Company are Sarah (Managing Director) or Lexi (Sales Support Executive). You 
are welcome to contact either staff member for advice on your role as a Tour Manager.  
 
Sarah: +44 (0) 7580 435 135 / sarah@different-travel.com  
Lexi: +44 (0) 7583 024 062 / alexandra@different-travel.com  
 

Our general office contact details are +44 (0) 7881 698 623 (mobile) or info@different-travel.com. 

http://www.different-travel.com/
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How does being a Different Travel Company tour manager benefit me? 

 

 An experience of a lifetime 
Whether it‟s meeting local communities in their homes, summiting a mountain, canoeing vast rivers or building a library 
in a remote village, being a tour manager with The Different Travel Company offers life-changing travel experiences 
at no cost to you. 

 

 Keep your day job 
As a volunteer you do not need to give up your regular job to be a tour manager! Most of our tour managers fit one or 
two trips in around their full time career. As long as you can commit to a trip around 6-12 months in advance, this is fine 
for us. 
 

 Make new friends 
You will meet lots of fun, like-minded travellers from all over the UK and sometimes overseas and some of these will 
become lifelong friends. 

 

 Gain life skills and experience 
Staying organised, keeping accurate records, managing group dynamics, improving foreign language skills, adapting 
to situations, being social for days on end and dealing with pressure and stress are all parts of the role but also 
important life skills you can transfer to other parts of your life and work. 

 
 

 

What the tour manager role is NOT 

 

 A free holiday 
You are volunteering your time to work in the role as a tour manager; you are not being given a chance to travel for 
free. Our clients pay or raise thousands of pounds for their trip and rightfully expect the trip of a lifetime every time 
they travel with us. A successful trip is in the hands of the tour manager and you must be someone who can understand, 
embrace and be capable of performing your role beyond that of the average person.  

 

 Easy 
Being a tour manager is tough. It requires dedication, commitment and energy amongst many other skills that we have 
addressed previously. It is not for everyone and you should take the role seriously. 

 
 
 

What does The Different Travel Company offer me as a tour manager? 

 
Training 
We offer all our volunteer tour managers Outdoor First Aid training free of charge. We are committed to high levels of health 
and safety during our trips and investing in on-going training and development of our team of tour managers is an important 
part of that. You are required to be first aid trained as a tour manager and if you cannot attend the first aid course organised 
by us you may need to organise your own training at a convenient time and venue to you, at your own cost. 
We also cover the cost of DBS checks (formerly CRB) where this is a requirement for your role as a tour manager. 
 
Expenses 
We will reimburse you for reasonable expenses incurred by you in the course of your role as tour manager. Please see page 21 
for full details. 
 
Uniform 
You will be provided with a purple Different Travel Company t-shirt to wear at appropriate times during your tour, such as at 
the airports so you are easily identifiable to the group you are meeting. Please contact us if you require a t-shirt. 
 
Discounts 
As a valued tour manager we are glad to offer you and immediate family, discounts on the cost of our Open Challenges and 
certain charity treks which you may wish to join as a participant. You will also be provided with discount vouchers for Cotswold 
Outdoor and Nomad Travel & Outdoor (including the Nomad Travel Clinics). Please contact us for more information. 
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Insurance 

You are covered under The Different Travel Company‟s public liability insurance policy and travel insurance policy while in your 

role as a tour manager. Please contact us for a copy of the policy.  

 

 Public liability insurance 
You will be covered for up to £10,000,000 for any injuries you may sustain in the unlikely event of our negligence as 
well as any claims made against you by any of our clients for injuries which are due to your negligence. 

  
 Travel insurance policy 

Your name will be added to the company annual travel insurance policy shortly before your tour commences and this 

cover will continue until the policy expires the following March.  

For example: 

 If your first tour of the year is in September 2016, your name will be added to our policy in August 2016 and 

you will continue to be covered until March 2017. 

 If your first tour of the year is in April 2016, your name will be added to our policy at the time of renewal in 

March 2016 and will continue to be covered until March 2017. 

 

Once your name has been added to the travel insurance policy you will be covered until the following March when the 

policy expires. If you would like to be added to the annual travel insurance policy earlier than described above, you 

will need to pay the additional pro-rata premium. 

 

Please note: If you have any pre-existing medical conditions you may need to contact us so we can refer you to the 

policy provider to ensure you are fully covered. 

 

If your trip is in Europe you must apply for a European Health and Insurance Card (free of charge) so you are entitled to medical 

care on the same basis as NHS care while in Europe. The official EHIC application website is here: 

https://www.ehic.org.uk/Internet/startApplication.do  
 
 
Tour allocation 
We organise tours up to 24 months in advance but we may not have confirmation that a certain trip will operate until 9 months 
or less before departure. Once we have a batch of trips guaranteed to operate we send a list to you so you can apply to 
manage a certain trip. You are welcome to visit our website www.different-travel.com/destinations.php to view our upcoming 
trips and express an early interest in being the tour manager for a particular trip. We will do our best to accommodate your 
requests but we cannot guarantee you will be given your first choice. If you have expressed an interest in a tour and can no 
longer make those dates please give us as much notice as possible to find a replacement tour manager. 

http://www.different-travel.com/
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Before the tour 
 
Familiarisation 

Once you have been confirmed as the tour manager for the trip it is a good idea to read up about the destination, particularly 
if you have not previously been. First of all, please download the trip dossier from our website or request this from Sarah or Lexi 
so you can familiarise yourself with the trip itinerary. Please ask us if anyone else has done this trip before so we can put you in 
touch with relevant tour managers for insider insights and tips. 
 
Once you are familiar with the itinerary, consider other factors of importance for that country such as getting around, where the 
major tourist attractions are, costs of taxis, where to find banks, restaurants, exchange rates etc. as well as information about 
local dishes, availability of ATMs in the area you‟ll be staying, general costs of souvenirs, water etc. to advise participants.  
 
Read about dress codes in the destination in order to be culturally sensitive and to set an example to the group. Also check the 
current advice about safety and security on the Foreign and Commonwealth Office country profile page to be aware of 
current/recent issues that clients may ask you about: http://www.fco.gov.uk. 
 
Preparation 

If a trip has a challenge element you may need to commence some physical training to prepare for the demands of the challenge, 
so plan a training regime with plenty of time so you are in good shape.  
 
You may need to arrange a pre-tour briefing with The Different Travel Company, so contact us to arrange a convenient time for 
this. If you need to borrow a guide book and/or map, or require a Different Travel t-shirt, please request this in advance of the 
meeting. 
 
Tour Manager Pack 

Your tour manager pack will be posted to you approximately 2 weeks before departure. This pack will contain all the trip and 
passenger documentation required for your challenge in both printed and digital versions (on a USB flash drive). If you do not 
require the printed versions please contact Lexi in advance. Please check that your tour pack is complete and if it‟s not, request 
the missing document(s) immediately. 
 

 USB Flash Drive 
o Your tour manager pack includes a USB flash drive which contains digital versions of your documentation. Digital 

copies can be loaded onto your phone, tablet or other device for your reference.  
o You are encouraged to complete all your feedback forms digitally using the Word documents on the flash drive. 

Once they are completed you can email them to us. 
o The USB flash drive is also intended for you to put your photographs and video footage on, so you can return these 

files to us promptly. 
o Please note: this drive contains sensitive information so do not lose it. You are recommended to leave it at home 

safely during the tour, and encrypt any digital copies you transfer to your own device(s). 
o Digital copies of sensitive information must be deleted from your device(s) after the tour. 

 
You should spend time familiarising yourself with the information in your tour manager pack; such as learning names of your 
participants, checking whether there any dietary or health issues which you will need to be aware of, or any birthdays during the 
trip and so on. 

 
Your family members or friends as participants on your trip 

Occasionally there are instances where a friend or family member may be able to join you on a particular tour. It is important 
that your behaviour still remains professional at all times and public displays of affection are kept to a minimum or preferably 
away from the main group to avoid any awkwardness. Your family member or friend is still a paying participant so should be 
treated with equal respect and dignity as any other participant should, but being conscious about the risk of subconscious 
favouritism and/or special treatment should be considered. 

http://www.different-travel.com/
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Preparation check list 
 
Even experienced travellers need a prompt when preparing for a trip! Here are some preparations to consider prior to your 
trip. 
 

 Check your passport is valid for the necessary duration for the country you are travelling to (up to 12 months in some cases), 
and ensure your passport has enough pages for any visas stamps.  
 

 Make sure any visa applications (if necessary) are made in plenty of time before departure. 
 

 If you are travelling within the European Economic Area (EEA), ensure your European Health Insurance Card is valid and 
bring it with you during the trip. If you have lost your card or need to renew it please visit 
https://www.ehic.org.uk/Internet/startApplication.do  
 

 Visit your GP, travel nurse or travel health specialist at least 8 weeks before departure for a consultation about the vaccines 
and medication you may require for your trip. 
 

 If you have a pre-existing medical condition, visit your GP to obtain enough medical supplies for the duration of your visit 
and any unexpected delays.  
 

 Check the flight details and arrange getting to the airport in the most cost-effective way. Ensure you retain any receipts for 
expenses such as transport to the airport, visas etc. 
 

 Make sure that you have all The Different Travel Company‟s contact details and the Campbell Irvine travel insurance 
emergency medical assistance phone number stored on your phone. Ensure your phone is fully charged and you have a 
charger for it. 
 

 You must be at least as well-equipped for all eventualities as the participants. Take enough cash which you put aside strictly 
for personal emergencies; approximately £50-100 depending on the country, and make sure you have access to a 
credit/debit card. If you do not have access to emergency funds, please contact us.  
 

 If there are any costs for the group which you need to pay for locally, please ensure that you have been given this money 
from The Different Travel Company prior to travel and know who to give this to. 
 

 Check your first aid kit is replenished and all contents are in date and packaging is sealed and sterile. See page 24 for a 
list of contents required. 
 

 Scan and email, and photocopy all your cards, insurance documents, passport, visa page (if relevant) and any other 
important documents before departure. Keep copies separate from the originals and leave a family member or trusted 
friend with a copy. 
 

 Charge all devices, empty memory cards, update your mp3 playlist and check all battery operated devices e.g. head 
torches have fully charged batteries.  
 

 Check local laws and immigration regulations and brief the group on anything particularly strict that might cause problems 
For example, being found with even trace amounts of drugs (including but not limited to Codeine, some HRT medications, 
Viagra and Ephedrine) on your baggage or person in the UAE will result in arrest and imprisonment. 

 
The FCO has many useful resources online which cover everything from how to prepare for a trip and how to obtain help 
overseas to what to do if you are affected by a crisis overseas or if something happens to you while you‟re travelling. You are 
recommended to visit the FCO website for details: www.gov.uk  
 
 
Planning ahead for arrival 
Consider what you will do on the first day of the trip in particular. 
 

 How will you get to the airport? 

 Are any of the group meeting you at the destination? 

 Is there anything you will need to ask the driver or local guide? 

 Is there any information you will need to check on arrival in order to brief the participants?  
 
Write a list of information you need to check or consider so you don‟t forget after a long journey travelling. 
 

http://www.different-travel.com/
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The initial stages of the tour 
 
Meeting at the airport 
 

Ensure that you arrive at the airport in good time (participants are often early).  
 
Wear your Different Travel Company t-shirt. This is brilliant free advertising, especially when sitting at the gate - people notice 
happy groups.  Also if you look professional it can be helpful in case of problems with check-in etc. (e.g. insisting that none of the 
group gets pushed off flights, making it clear that you are leading an organised tour group, rather than a bunch of friends). 
 
If you arrive very early, if possible check in before the group arrives so you are familiar with the check-in procedure and can 
guide the group through it with confidence. Alert the check-in staff that you are the tour manager for a large group and check 
the group‟s dietary requirements are all confirmed as per your passenger information list. 
 
Find a good spot to wait for the group, which will not obstruct areas of the airport once the entire group has arrived. Make 
yourself identifiable. You should be holding a The Different Travel Company sign and wearing a The Different Travel Company 
t-shirt. You should look confident and professional, and make it clear that you are looking out for people (this will encourage 
them to approach you, whereas if you sit in the corner they may not notice, or might choose to sneak past).  
  
Make sure you introduce yourself clearly. Tick off the names of the participants when they have arrived. 
 
Once the group has arrived, continue to check-in where the group may need assistance. 
 
Problems on departure 
If there are any passengers missing do not risk missing the flight. Help the other group members at check in while you try to call 
the missing person on the mobile number they provided to find out where they are and their estimated time of arrival. If your trip 
has a charity representative, they may prefer to call the missing passenger themselves. Leave a voicemail and send a text 
message if you can‟t speak to them. 
If you cannot get hold of them, ask the check-in staff whether or not the person has checked in already; often this is a struggle 
and they won‟t tell you, but persevere. 
 
If the person does not arrive or get onto the flight, contact The Different Travel Company who will try to get in touch with the 
individual while you are on your flight and liaise with them about possible alternative arrangements. Usually missing an 
outbound flight means the return flight is automatically cancelled. If the passenger turns up, or contacts you to inform you 
they decided not to travel, please keep us informed. 
 
If delays or cancellations to flights are announced contact the local agent or The Different Travel Company, who can try to warn 
the coach/agent/hotel of a late arrival. 

 
Around the airport and at the gate 

Once the group are checked in they may wish to split off and organise food, refreshments or shopping around the airport until 
boarding time. Remind participants of the flight number and boarding time if it is likely that people will go different ways. You 
do not have to accompany them around the airport - it is their responsibility to board the flight - but if you are planning to get 
a coffee or a bite to eat, invite the group to join you. The group may want to plan a meeting time to walk to the boarding gate 
together.  
 
People may initially be shy and reserved so initiate conversation straightaway, try to get to know them and make them feel 
comfortable. If people have concerns you are likely to find them out very early on – so do address them, give information if you 
know it or promise you‟ll check and deal with it - absolutely don‟t forget to do this (write it down if necessary) so that they feel 
reassured and can relax. Many participants have never travelled before so may be quite nervous. 
 
The participants will probably follow you to the gate so make sure you have checked the correct number and take them to the 
right place! At the departure gate it is nice to organise a group photograph with the team, if time permits. This offers great 
publicity at the airport and is a great way for the team to start bonding and getting excited about the challenge.  

 
On the flight 

Inform the cabin crew that you are the tour manager of a group so if there are any problems with the participants they should 
contact you. If you‟re seated separately from the group let them know your seat number.

http://www.different-travel.com/
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Arriving at your destination airport 

If you are transiting airports, take the lead when disembarking the plane and help the group find their way to the next 
departure gate. Look out for restrictions on liquids during transit and warn the group accordingly. 
 
When you land at your final destination, participants are likely to be tired and will look to you to tell them what they need to 
do. They may also need to use the toilet so look out for toilets as you proceed to immigration. It is nice to wait for the last group 
member to disembark before proceeding to immigration so you can ensure everyone is together. 
 
If arrival forms need to be completed, ensure you pre-warn the participants on the flight that they will need their pre-departure 
information and a pen ready to complete their forms. Most participants will not remember to do this, so be prepared to help the 
team complete their arrival forms.  
  
If anyone needs to organise a visa on arrival, direct them to the correct area and if necessary help them with any forms that need 
to be completed. 
 
Go through immigration and passport control and wait for the last participant to make sure that everyone gets through. The rest 
of the group should proceed to the baggage area to await their bags. Let the passengers know the baggage carousel number 
if possible and point out where the toilets are if you haven‟t done so already.  
 
Once everyone is through immigration, proceed to baggage collection and stay in one spot so anyone who has collected their 
bags can leave it with you while they use the toilet. 
 
When everyone is ready and all bags found, lead them out of the airport to meet your local representative who will have a sign 
with The Different Travel Company name. If the participants leave the airport ahead of you, ask them to alert you when they 
spot the local representative with the Different Travel Company sign so you can direct the rest of the group. 
 
If there are any problems with delayed or missing luggage, help the participant find the luggage assistance desk to complete 
the relevant forms for it to be delivered. If there is a charity representative you may wish to send them out with the rest of the 
group to meet the local representative. If this is not possible, phone the local agent to advise and warn about possible delays in 
the group coming through to the vehicle. See below for more details. 
 
Once you have met the local representative you should take control. Find out the rep/guide‟s name and introduce them to the 
group. The participants may need to use the toilet again, withdraw cash or purchase bottled water. As the local representative 
where they can do this if you‟re not sure. Make sure the entire group are together before departing the airport for the vehicle. 
 
Ask everyone to check that they saw their luggage being loaded on-board. Do a head count.   
 
Lost Luggage 
Help the passenger(s) complete the relevant lost luggage forms at the help desk. The airline and their local handling agent 
should be able to forward the bags to the address you have provided without any problems. Inform the local agent who will also 
be able to assist. If for any reason the luggage does not arrive in time, or for any emergency purchases the passengers need to 
make, they must buy these themselves, keep the receipts, and make a claim for a refund through their travel insurance.  
Passengers are advised to contact their insurance companies at the time of the baggage loss to advise them as their insurance 
companies will also liaise with the airline. The insurance company may require you or The Different Travel Company to write a 
note on headed paper to confirm what happened, but that should be the extent of your role. Whatever happens – make sure 
you don’t pay for anything! 

 
If meeting the group at destination airport 

 Contact the coach driver (or local guide if applicable) beforehand 

 Take the local guide or driver's mobile phone number 

 Wear a The Different Travel Company t-shirt or hold a The Different Travel Company sign so you are easily 
identifiable  

 Arrive in plenty of time, locate coach and meet driver (and local guide if applicable) at the airport 

 Stand in a highly visible spot, somewhere uncluttered where you can't be missed 

 Make sure that you know where toilets, money changing facilities, shop for water etc. can be found in the airport, allow 
time for participants to use these facilities if required and keep an eye on their bags while they do this. 

 Make sure you introduce yourself clearly, take the names of the participants and check that everyone is present.  Phone 
The Different Travel Company if in any doubt about absent participants. 

 When everyone is ready to go, lead them out to the bus (as above). 
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On the bus 

 Always make absolutely sure that you have everyone you should before you set off.  
 

 The local representative is likely to welcome the group and do a short introduction and briefing. Occasionally the 
journey is short and the local guide may spend much of the journey with introductions to the team and the country, 
explaining the journey duration and details about the hotel.  
 

 If the guide does not do this, you should provide this information. Try not to talk for too long, and don‟t talk about plans 
further than one day ahead unless people ask. People will be tired and may not pay attention. Keep it simple: 

 Tell them how long it will take to reach the hotel and ensure that participants feel able to let you know if they 
need to stop at any point, e.g. for a toilet break. 

 What time is it in this country? Synchronise watches. 

 What time is dinner or the next stage of the trip? Arrange a time to meet in the hotel lobby. 

 Explain that on arrival you will help get them checked in and will wait for approx. 10 mins. in the hotel lobby 
in case people have any problems with rooms. 
 

 If your transfer is taking you out of the city, it is nice to show a map so that people can see where the airport is and 
where they are going – passing a guidebook around and pointing out the route on the map in the front cover is fine. 
 

 You might like to have a stash of sweets to pass around on the bus – this can be helpful with travel sickness too. 
 

Arriving at the hotel 

 Make sure you are the first off the bus and straight in to reception with the local guide. Make a note of the participants‟ 
room numbers on your rooming list.  
 

 Give out room keys and at the same time: 

 Tell them your room number 

 Remind them that you will wait in the lobby in case of any problems 

 Remind them of the meeting time for the next step of the challenge 

 If relevant remind them about not brushing their teeth with the tap water or to put used toilet paper in the bin 
etc.! 
 

 While they are organising their rooms, check with reception about luggage storage (if relevant), hotel facilities, local 
maps, breakfast/meal times, local places of interest, and to reconfirm any dietary requirements have been noted. Wait 
around in case anyone has any problems with their rooms. 
 

 Ensure that both you and the hotel have a list of the participants' room numbers. Always keep your rooming list with you 
so that you can easily contact any member of the group (i.e. if they don't turn up etc.) 
 

 If participants have complaints about their rooms, help them deal with these in a patient and helpful manner. If it is a 
case of getting something fixed, make sure the hotel staff deals with this immediately.  If there are other complaints (too 
big, too small, too noisy, smoky etc.) see if there are unoccupied rooms with the hotel that the participant can move to.  
If you know that your room would be a better option, offer willingly to swap (if participant feels uncomfortable about 
this, remind them that you are working and they are a client.  Show them your room and if it is an improvement get on 
with transferring straight away. 
 

http://www.different-travel.com/


 

The Different Travel Company Ltd. is a company registered in England, number 05324268. ATOL bonded number 6706.  
www.different-travel.com 

13 

Initial meeting 

This should be relaxed and informal.  Now that participants have had a chance to check-in, settle into their rooms and have a 
look around they will be much more receptive and able to take in information. If your arrival is very late you may wish to do this 
briefing on the bus and let them get straight to bed on arrival. 
 

 Start by introducing yourself again and explain your role; to facilitate the smooth running of the trip NOT to „guide‟. 
Invite people to discuss queries or difficulties with you before these become problems.  
 

 Give any information about the hotel that they are likely to ask. E.g. Should keys be left at the desk when you go out?  
Do you put toilet paper in the loo or in the bin?  Are there safes?  What time is breakfast served and where?  Is it safe 
to drink tap water? Should they use bottled water for brushing teeth?  Where can they get bottled water?  
Find out the answers to these things from the hotel reception while you wait for the 10 minutes in the lobby. 
 

 Give general location information to help people get their bearings (e.g. banks, shops etc.). Hand out any local maps 
you may have obtained from the hotel reception. 
 

 If you are staying in one place for multiple days it can be helpful to suggest a daily meeting time (e.g. 6pm in the bar) 
where you will be every day, without fail.  You must then keep to this! 
 

 Give advice on dress code; what is acceptable and what is not (make sure you respect this too) 
 

 Explain plans for the rest of the day (or tomorrow if it is late). 
 

 Make sure people have your mobile number stored in their phone and that your phone is fully charged and switched on! 
Remind people to switch off data roaming on their phones, and warn them that making calls may be expensive. 
 

 Explain what‟s going to happen tomorrow, where they are going, what to bring, and what about lunch? Give timings 
and make sure everyone is sure what time and where to meet. 
 

 Ask people to let you know of any problems so far (e.g. rooms etc.) at the end of the meeting. It is better that people 
don‟t hear each other‟s issues or they might become aware of problems they didn‟t know they had! 
 

 Ask if there are any other questions and answer these.  If you don‟t know, be honest and promise that you‟ll check and 
let them know.  People will respect this far more than you making it up and giving incorrect information. 
 

 If you are managing a school group, or children are participants on a trip discuss with the teacher or accompanying 
adult about whether you have their permission to take photographs / video footage of the group which include that 
child.  
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During the tour 
 
Participant Health and Safety Agreement 

At the beginning of the trip, before activities commence you must ask the participants to sign a Participant Health and Safety 
Agreement which acknowledges that if they wander off or leave a guided tour willingly The Different Travel Company have no 
responsibility over their actions, along with other important safety matters. The statement they are agreeing to is as follows: 
 
“The Different Travel Company shall be under no liability to any person who leaves the group against the advice or permission of the 

local guide, and suffers any injury, loss or death as a result.  

If I leave the group during a guided tour or excursion, it will be considered that I am taking responsibility for my own safety and 

welfare; The Different Travel Company local guides and tour managers are not responsible and all risks taken are my own. If I leave 

the group, I will take all necessary precautions to ensure my own safety and that of others, as well as to protect the environment. If I 

have left the group and wish to rejoin, I will find the Different Travel Company local guide or tour manager and advise them of my 

intention to rejoin the group. 

I take responsibility for ensuring I have sufficient supplies of medication needed for my any medical conditions and for any condition 

which I have had previously which may reasonably be expected to re-occur. I agree to permit first aid trained personnel the 

opportunity to tend to an illness, injury or any other medical condition as far as their training permits until specialist care can be sought, 

if required. I agree to accept responsibility for any and all costs associated with any illness, injury or other medical condition that may 

happen to me during the above named trip. 

I understand that this event requires a certain level of fitness and is physically testing and that if I am deemed unfit for the challenge 

I may be asked to leave the group and remain at a suitable place of accommodation until I can rejoin the group. I agree to follow the 

guidelines regarding my safety and welfare at the community project (if applicable), and the child protection guidelines. Failure to do 

so may result in being asked to leave the group.” 

If, during the trip, someone leaves the group (e.g. walking ahead of the guide, disappearing off the trail etc., leaving a guided 
walking tour), you are to read out a statement (below) which reiterates that The Different Travel Company are not responsible 
for that individual. 
 
“You are now leaving the group and are therefore taking responsibility for your own safety and welfare; The Different Travel 

Company guides and tour managers are not responsible and all risks taken are your own. Please proceed with care and take all 
necessary precautions to ensure your own safety and that of others as well as to protect the environment. When you wish to rejoin the 
group, please find The Different Travel Company guide or tour manager and advise them of your intention to rejoin the group.” 

 
General advice 

 You must be consistent and if you have said you will do something, you must do it. 

 If you have organised a daily meeting time and place - don‟t forget to turn up! This allows people to be absolutely sure 
where they can find you to discuss any problems etc.  

 If you have everyone together at the start of the day, run through the programme for the day, explain routes, meal 
arrangements etc. 

 Participants always need information about tomorrow today, so make sure that you make the most of opportunities when 
people will be gathered together to give them all the information. 

 Always repeat a meeting time and place at least twice very clearly 

 Count the party at regular intervals to ensure that everyone is present.  Do this as unobtrusively as possible  

 Remind the group to be streetwise re: petty theft, dealing with persistent hawkers, dealing with begging etc. 

 Never exaggerate the charms of hotels or restaurants so there is no room for disappointment. 

 Don‟t be late! You should always arrive on time to meeting places, or preferably early. 

 Never engage in sexual or romantic relationships with any of the participants during a tour. This is completely unacceptable 
and will not be tolerated. 

 If we have alerted you to a past issue related to a certain hotel or tour (e.g. the dining room staff can be slow at service, or 
some pax have complained of loud road noise), never share this information with the group. This information is given to you 
so you can be aware of potential issues and make adjustments accordingly so problems do not arise.  

 
Trek or challenge specific advice 

 A buddy system is useful for keeping track of the group members without constantly counting. At the start of the tour, the 
entire group will form a circle and the person to their right will become their „buddy‟ for the remainder of the trip. The extent 
of the buddy responsibilities are to make sure when the group sets off on bus journeys, starting to walk again after rest 
breaks or gathering for photo stops etc. that their buddy is there. A quick shout of „has everybody got their buddy?‟ will 
ensure that anyone missing will quickly be identified and is much faster than counting every time. 

o A head count is recommended in addition to this system.  
o If someone leaves the trip for any reason, the buddy chain will be linked by the next person along.  
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o E.g. if person D leaves the group, person C will now look out for person E.  
 

 Many participants will not be familiar with how to manage themselves while trekking. You must use your experience to guide 
them with this. Points to advise on may include (but not limited to): 

o Breathing techniques 
o How to pack their daypack 
o How to adjust their daypack correctly 
o How the clothing layering system works 
o Managing their fluid intake 
o Leave no trace (e.g. packing up used toilet paper) 

If you need advice or are unsure about any of these things please contact Lexi. 
 

 Encourage openness within the group. The participants should feel relaxed and able to come to you with problems or 
concerns. Bodily functions (or dysfunctions) can be an embarrassing topic but normal bowel and bladder function becomes 
acutely important to a participant‟s enjoyment on a trip. Encouraging light-hearted openness about these matters with a 
thoughtful undertone is advised, so you can pick up on potential problems arising.  

o E.g. if one or two group members have diarrhoea it is important that these people are particularly careful about 
their own hygiene so bugs don‟t spread. It is also useful to pinpoint causes if possible so Risk Assessments can be 
updated or reported on accordingly. 
 

 As a responsible tourism company we are keen to limit our impact on the local environment. Advise participants to re-use 
water bottles and either decant mineral water from larger bottles to avoid excess waste of plastics (recycled in very few 
countries) or purify tap water with their own chosen purification method. Most of our treks and challenges require that 
participants purify their own water but remind participants that tap water at hotels can also be purified which not only saves 
them money but will limit the use of plastic bottles! Please see our full responsible tourism policy on pages 26-27. 
 

 If a participant needs to be removed from the group e.g. for illness or injury, this is a delicate situation that requires 
sensitivity and tact. Any concerns you have about an individual must be addressed with the local guide, and if relevant, 
charity representative if the local guide is in agreement that action needs to be taken.  

o In the event of lack of fitness, often the participant will express initial relief to be removed from the challenge. 
Explain what will happen to them (e.g. transfer back to hotel etc.), ensure they are given the opportunity to say 
farewell to the other group members if they wish, and reassure them that they have made a great effort and should 
be proud. 

o In the event of a participant being removed for a reason they do not agree with, you may face conflict. 
The final say is yours and the local guide‟s and you must remind them that removal from the trip for their own safety, 
or the safety of the team is something they agreed to in the trip terms and conditions. Explain your reasons for their 
removal in detail, with support from the local guide. In the case of altitude sickness, passengers may not be aware 
of the symptoms and think they feel fine, but symptoms of concern may be strikingly obvious to a local guide. It is 
likely that the person will be unhappy and feel disappointed but remind them that their health and safety is your 
key priority. 

o Remember never to pay for any arrangements related to a participants‟ removal from the trip and remind the 
guide or local agent that costs (e.g. for hotels, transfers etc.) must be settled directly or invoiced to the participant.  
 

 Any problems should be dealt with as discretely, quickly and professionally as possible, preferably without participants 
becoming aware of any cause for concern.  Complaints about other members of the group need to be dealt with particularly 
sensitively. Make sure you don‟t panic or show any sign of worry that could make the group nervous. 
 

 While it is important to become part of the group so the participants warm to you and feel comfortable around you, it is vital 
to be attentive to the participants and be proactive about ensuring everything runs smoothly. Remember that you are 
working to make their trip experience as enjoyable as possible. 
 

Birthdays 

Your tour manager pack will include notification of any birthdays that will occur during the trip. You may wish to arrange with 
the group to offer a small gesture e.g. a card signed in secret by the group presented on the day, a toast after dinner or a 
birthday cake as a surprise. Don't assume that the person will want a fuss made though; do this all very sensitively. 
 

Tipping 

Tips often make up an important part of the local staff‟s income and participants are made aware where tipping is expected.  
Discuss with the group about the amount each of them feel comfortable tipping based on the service provided. You will be given 
a general tipping guideline in the pre-departure information to base this suggestion upon. Never reward poor service.  
 
When it comes to handing over the tip to the trek staff it is much nicer for a member of the group to do this (the charity 
representative if it is a charity trip) rather than yourself. Often members of the group like to give a small thank you  
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speech to the local staff, and vice versa. You should ensure you bring along enough envelopes for tips to be handed over in these, 
rather than a bundle of cash. You may wish to nominate a person from group to hold the cash for the group. 
 
Where tipping is slightly different to the norm (for example on Kilimanjaro), you may need to count and calculate division of 
huge sums of cash, potentially in multiple currencies so please ensure you have a calculator.  
We will do our best to provide you with suggested breakdowns and advice before departure to assist with this.  
 
Complaints 

At your initial briefing you will have told participants that they should raise any problems with you as soon as possible, in order 
for you to have the opportunity to improve matters.  

 Never forget about a problem or complaint and hope that it will resolve itself. 

 It is important that you are always seen to act helpfully, even when you know that nothing can be done.  

 If complaints involve third parties (e.g. hotels), always ensure you have all the facts, as misunderstandings are 
surprisingly common.  

 Only act when you are sure you have all the information, and do some calmly. 

 If participants tell you about a problem after you can deal with it, calmly apologise for the issue (without accepting 
culpability) and assure them that this will be dealt with for future groups (as appropriate). Remind them again to inform 
you at the time of an issue arising so you can help them with it.  

 
In the case of serious complaints that might lead to the customer making a written complaint to the Different Travel Company 
office, contact us immediately with information so we can try to support you in dealing with this issue and are fully aware of 
possible incoming complaints before they happen. 
Record in writing any conversations with the participant and ask the participant to sign this to confirm the veracity of the account. 
Should it come to a court of law, this can be provided as documented evidence.  If there is nothing that can be done to resolve 
a problem, photographs can be very useful as we can then forward these to local partners to comment on unacceptable 
standards, required improvements and so on as relevant. 

 

Group dynamics 

 If you are having difficulty with a member of the party, be very careful about sharing this information. It is not for other 
participants to know. You may be in the situation where participants have a problem with a group member and come 
to you to let off steam. Even if you feel the same way, stay neutral and suggest ways this can be resolved rather than 
revealing your thoughts about that group member.  
If you need to let off steam, confide in someone you trust (Different Travel Company staff, local guide, driver, hotel staff 
etc.) or phone home, rather than telling other participants how you feel and losing professionalism. 

o If there is a charity or group representative who has approached you about a problem member of the team, 
work together to work out how to manage the situation so it does not get out of control.  

o If necessary it may be appropriate to have a private conversation with the individual in question and 
delicately address any concerns. Do not name names or point fingers; use your discretion.  

 It can be easy to make friends with people during a trip and prefer to spend time in their company, but be aware that 
some people may consider this favouritism and you should always try to spend time with all members of the group, even 
if you don‟t like them very much! 

 Inappropriate behaviour, such as engaging in sexual or romantic relationships with participants is completely 
unacceptable.  

 
Excursions and activities 

If anyone is going off to do anything which might be considered a hazardous activity (white water rafting, horse-riding, climbing 
Huayna Picchu at Machu Picchu in Peru etc.) make them aware that any associated costs are their own responsibility and any 
illness or injury (and subsequent medical costs) resulting from this is their own responsibility. 
 
Promoting The Different Travel Company 

Throughout the trip you may be asked by participants which other tours The Different Travel Company does that they could join. 
You should familiarise yourself with the tours we offer by reading the Open Challenge tour summary (provided in your tour 
manager pack) and refer passengers to this. If you are managing a charity trip, the charity may have confirmed or be planning 
another trip with us, in which case we will also provide details of this so you can help the charity promote their event.  
If anyone is interested in further information about a tour ask them if they are happy to give you their contact details so we can 
send them relevant information upon their return.  
 
Repeat business is an important part of our customer base!  Please take advantage of opportunities to promote what The 
Different Travel Company does – without seeming too pushy! 
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When things go wrong 
 
Minor illness and injury 

The specific procedure will vary depending on the illness or injury but in general the tour manager and/or first aid trained local 
guide will administer first aid to the participant as per their training. The tour manager or a local English-speaking guide should 
stay with the individual and offer reassurance and assistance as required. Ensure the other participants are happy and their 
needs are met while any medical attention is sought.  
You may need to call a doctor or take the patient to a medical centre for treatment or further investigation if first aid is not 
sufficient to resolve or ease the problem. If possible, the tour should continue as planned otherwise please refer to the section on 
hospital treatment below. 
 
The participant must always pay directly for doctors' visits and medicines and can claim this through their insurance. You should 
never offer to pay for treatment. Participants should always carry a credit card in case of emergencies. Advise the participant 
to collect receipts and to note the doctor's name, medical registration number (if possible) and clinic address. In an EC country, 
the doctor may need the patient's EHIC card before medical treatment can be provided.   
 
 
 
 
 
 

 

 

First Aid Kit 

Every tour manager is responsible for ensuring that they have a fully stocked, in-date, sterile first aid kit with them at all times 
on tour.  If you need to restock your first aid kit, please remember to keep your receipts in order for Different Travel to reimburse 
you for these expenses. Medical items for your own use (e.g. Imodium, Paracetamol, prescription medication etc.) should be kept 
separate from the group first aid kit and you should not give these medications to participants. Please see page 24 for details. 
 
Hospital Treatment 

If the patient requires hospital treatment it is imperative that they (or you on their behalf) phone the medical emergency helpline 
of their travel insurance provider immediately.  They will advise you what to do next. 
 
NB: The medical emergency helpline at the insurance company needs to be involved as early as possible, as they might have an 
opinion about the hospital the patient should be treated at and so on. Failure to notify them as early as possible might result in 
unrecoverable costs. 
 
If the patient needs accompanying to hospital and is not travelling with a companion, then you and/or an English-speaking local 
guide should go with them. A guide who can act as a translator may be required in certain countries.  
If it is in the best interests of the patient and group as a whole for you to stay with the patient and leave the tour to continue 
without you, contact the Different Travel office so that we can liaise with our local agent and guide and the group and charity 
representative accordingly to explain the circumstances and make any necessary arrangements to return you to the group if 
possible after the medical arrangements are finalised.  
 
A few examples where you may deem it necessary to leave the group to accompany a participant leaving the trip: 

 If a medical issue is causing the participant extreme distress 

 If a medical issue is sensitive and/or moral support is required 

 If a medical issue is serious and/or life threatening and you need to keep the Different Travel office updated on the 
status 

A few examples where you may deem it unnecessary to leave the group to accompany a participant leaving the trip: 

 When a participant has been recommended to leave the trip, or requested to leave the trip and will be transferred to 
a suitable hotel to await the group‟s return, due to issues such as: 

o Their own choice, or request 
o Lack of fitness 
o Serious breach of terms and conditions (e.g. illegal drug use etc.). 

 When a participant has been recommended to leave the trip, or requested to leave the trip because of a non-critical 
medical issue. They will be accompanied to a medical facility by an English-speaking local guide or local agent 
representative and then taken to a suitable hotel to await the group‟s return. Examples may include: 

o Sprains, strains, possible fractures, cough or cold, symptoms of mild altitude illness, diarrhoea and other 
non-critical ailments. 

Please note: trip participants and group members are not covered under our Public Liability Insurance so are not insured to give medical 
advice or treatment to their fellow team members, even if they are medically trained. Their advice, consultation or opinions may be 
very helpful if offered informally but only you or the local guides are insured to make decisions on medical matters. If medically trained 
participants try to take charge, politely remind them of this. 
If the casualty is conscious and they are willing to give permission for someone not covered under our Public Liability Insurance to provide 

medical advice or treatment, they must agree that they accept the risks associated with this. 
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These examples are not exhaustive and you will need to use your judgement to assess the appropriate course of action 
depending on a variety of factors including (but not limited to):  

o The group participant profile (a school group? group of fit independent hikers?) 
o The stage of the trip (e.g. day 1 of 12, or day 9 of 10) 
o Whether you can return to the group after the ill person has been dealt with 
o Whether you leaving the group or ill person without the support of a tour manager is more detrimental 
o Whether there is a charity representative who can step into your role if you do leave the group, and so on.  

If you need advice on how to proceed in this situation, please call the Different Travel office.  

 
Sending an ill person home 

If an ill participant needs to return home for treatment, they must get approval from the insurer's medical section before any 
emergency travel arrangements are made if they want to claim for this later. The insurance emergency medical assistance 
helpline will be able to make the repatriation arrangements or advise how this can be done. The Different Travel Company 
office MUST be informed if it is recommended that an ill person should be returned home for emergency treatment. 
 
Dealing with theft/pick-pocketing  
Occasionally passengers become the victim of theft or pick-pocketing. In the event of loss the first course of action is to ask the 
participant to check they have definitely lost the item and not misplaced it.  
If loss occurs in a hotel, the staff should be informed so they can look out for lost property. If the loss occurs in the street or during 
a trek a report should be filed with the tourist police for insurance purposes within 24 hours of discovery so an insurance claim 
can be lodged (or as soon as possible if access to a police station is not possible). The insurance company should be informed at 
the time of loss. 
It is recommended that your local guide or a member of staff who can speak the local language should accompany the 
participant to the police station to arrange a police report to be filed. The cost of transportation should be paid by the 
participant and claimed on his/her insurance policy.  
In the event of a lost passport, the closest British Embassy or Consulate should be contacted for more details. Any fees or charges 
to organise new documents, including transport costs and corresponding meals, drinks, or overnight stays must be paid by the 
participant. 
 

Emergency Guidelines Procedure 
Your tour manager pack will contain a copy of our latest emergency guidelines procedure document which you must adhere to 
in the event of crisis and emergency situations. Please also see below for general information from the FCO about dealing with 
a death whilst overseas. 
 

FCO Information - Coping with death abroad 

 
Please note: The following information is taken from the FCO „Coping with Death Abroad‟ publication and is not written by The 
Different Travel Company. The FCO may have changed details of the processes and procedures since the time of printing this 
manual (July 2014) so you must refer to the FCO website before departure to check that this information is still up to date. 
https://www.gov.uk/government/publications/coping-with-death-abroad  
This section has information and advice on how the FCO can help you if someone dies whilst abroad. There is also advice on what 
to do if death occurs in suspicious circumstances.  
 
All deaths must be registered in the country where the death occurs. The local police or the British Embassy, High Commission or 
Consulate can advise you on how to go about this. Make sure you have as much documentation as possible about the person who 
has died and yourself. This must include: 

 full name  

 date of birth  

 passport number  

 name of the next of kin of the person who has died. 
 
If the person suffered from an infectious condition, for example Hepatitis or HIV viruses, it is essential that the authorities are told 
so that they can take precautions against infection.  
 
You do not have to register a death at the British Embassy, High Commission or Consulate, but by doing so, you will obtain a 
death registration document and a permanent copy of it will always be available in English from the General Register Office in 
the UK. In Australia, Canada, New Zealand, Republic of Ireland, South Africa and UK overseas territories British Embassies, High 
Commissions or Consulates cannot currently issue death certificates. Local ones are sufficient for British purposes. 
If the death has been reported to a British Embassy, High Commission or Consulate overseas the FCO will pass the details to  
the UK police and ask them to tell the next of kin as soon as possible. If the next of kin are not in the UK, the FCO will  
normally ask consular staff in the country where they are to contact local police to do this. 
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The FCO will do everything to make sure that the next of kin do not hear of the death first from the media, but cannot always 
influence this. In exceptional circumstances, to act rapidly, this may mean having to inform relatives by telephone. Consular staff 
in London will keep in touch with the family and FCO staff abroad until burial or cremation overseas (where local authorities 
allow these for foreigners) or until the person has been brought back to the UK. 

 
Consular staff in London will pass on to FCO staff overseas the wishes of the next of kin about funeral arrangements. The FCO 
will do their best to make sure these wishes are carried out but it is not always possible to do so. For example there may be no 
facilities for cremation and in some countries post mortem examinations are carried out without permission of the next of kin. You 
should be aware that in some countries organs will be removed and kept during these procedures without the next of kin being 
informed or consulted. You should also be aware that in some countries a lack of suitable storage may make it impossible to 
obtain the necessary international certificates to transport the body. 
 
Where you can find the FCO 
Support is provided by British diplomatic and consular missions overseas and by the Consular Directorate of the FCO in London. 
British diplomatic missions overseas are the British Government‟s main offices in other countries, usually in capital cities. These 
take the form of British High Commissions or Deputy High Commissions in Commonwealth countries and British Embassies in other 
countries. You may also find British Consulates General or Consulates in capital cities or regional centres. In some places where 
there is no  
British diplomatic or consular office, the FCO have Honorary Consuls who can offer some limited help or put you in touch with the 
nearest office. Check the FCO website: www.gov.uk/fco  
 
What kind of help can the FCO provide when someone has died abroad? 
 

1. keep the next of kin informed and try to ensure they don‟t feel on their own  
2. tell you the cost of local burial, local cremation and transportation of the body and personal belongings back to the UK  
3. provide a list of local and international funeral directors (see note 1). If an English speaking firm is not available, FCO 

staff can help you with the arrangements 
4. help transfer money from friends and relatives in the UK to pay any necessary costs. A coroner in England and Wales 

will normally hold an inquest if a person died a violent or unnatural death overseas and the body is returned to the 
coroner‟s district. Different procedures for investigating deaths apply in each part of the UK. The FCO have a booklet 
called „Guide for bereaved families‟, which is available on the gov.uk website www.gov.uk/government/publications 
 

In the case of a major catastrophe or terrorist attack, local practices may change, and there may be delays with bodies being 
returned to the UK due to identification procedures 
 
Murder or manslaughter overseas - How UK authorities can help  
The FCO, the UK Police and the Coroners of England and Wales may all have a role to play when a British National dies 
overseas in these circumstances. There is a Memorandum of Understanding (MoU) on the minimum standards of help you can 
expect from these authorities on 
www.gov.uk/government/publications/murder-manslaughter-and-infanticide-of-british-nationals-abroad in the section 
„Coping with death overseas‟. 
 
Where there is evidence of suspicious circumstances concerning the death, the FCO can give you support and suggest the best 
way to raise concerns with the local authorities. The FCO can offer basic information about the local police system and legal 
system. When informed of how any investigation is progressing the FCO can pass on any details.  
Consular staff in London are available to meet family representatives, and they can contact the next of kin if the investigating 
authorities tell us about any new developments but in some countries, the investigating authorities and the courts refuse to answer 
enquiries from third parties, including British consular staff. In these circumstances it is very important to consider appointing a 
local lawyer. As with funeral directors, the FCO can also provide lists of local lawyers and interpreters. 
 
The FCO cannot 

 investigate deaths ourselves 

 give legal advice 

 pay burial or cremation expenses 

 pay for the return of bodies to the UK 

 pay any debts that may be outstanding or pay any other expenses 

 
Please visit https://www.gov.uk/government/publications/coping-with-death-abroad for more information on dealing 
with death abroad. 
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Drawing to a close 
 During your last dinner together you can use this opportunity to say thanks and goodbye to the local guides/staff and for 

you to hand out The Different Travel Company certificates! There is no need for long speeches, a simple thank you for fun 
times and toast to 'happy memories of [destination]' will suffice.  

 Discuss the return transfer time with the driver/guide. Make sure you think about their suggestion – sometimes times are 
excessively long or riskily short; think of the consequences for your travellers and query this is relevant. 

 Suggest to the group that they organise a tip for the driver to be presented upon arrival at the airport. Nominate a group 
member to present it on behalf of the entire group, so that the driver knows it is from everyone (see tipping on page 15). 

 If your transfer is very early, breakfast may not be served at the hotel. Ask the hotel the night before if breakfast can be 
packed for the journey the next morning. 

 
The last day 

 Make sure that you are ready in plenty of time, have checked out of your room, left your key at reception and have your 
passport.  

 Remind participants as they come down to make sure they have everything, emptied safes, paid bills and left keys.  

 Start a pile of luggage to be loaded onto the bus in an area of the hotel lobby which is out of the way. Ask participants to 
leave their bag there while they check out at reception. Bags should be counted before being loaded onto the bus. 

 Before you leave check with hotel reception that all keys have been returned, bills have been paid etc.  

 Double check that everyone's luggage has been loaded onto the bus 

 Have you told everyone how long the journey will be to the airport, where you will stop for coffee/loos en route?  

 Have you thanked the waiters and hotel staff? 

 
At the departure airport 

 Ensure participants have their e-tickets and passports to hand before entering the airport as they may need to show these 
to airport staff to gain access to the airport departure area.  

 Wear your Different Travel Company t-shirt. This is brilliant free advertising, especially when sitting at the gate - people do 
notice happy groups.  Also if you look professional it can be helpful in case of problems with check-in etc. (e.g. insisting that 
none of the group gets pushed off flights, making it clear that you are leading an organised tour group, rather than a bunch 
of friends). 

 Lead the way to the check-in desks confidently and calmly. If you are leading you will be the first to go through security 
checks etc. and can then relay any information (e.g. take your shoes off etc.) back to the others. 

 Remind participants of the flight number and boarding time if it is likely that people will split off and go different ways. 

 You do not need to accompany people around the airport - it is their responsibility to board the flight. 

 
Back in the UK 

It is usually best for groups to say goodbye at the baggage carousel as they are often keen to reunite with their families as soon 
as they walk through the arrival doors. Wait until everyone has located their bags and help them with any issues such as lost, 
delayed or damaged baggage. If you have connecting travel arrangements that prevent you from being able to stay with the 
group, ensure you have alerted them to the desk or people they need to speak to in the event of any baggage issues.  
 
Arrival in the airport is a great time for free advertising! You are representing the Different Travel Company so look as smart 
and proficient as possible (difficult after a long flight!) and wear your t-shirt clearly so people identify the happy group with the 
company. 

 

The weeks and months following the trip 

Hopefully you will have not only achieved a successful trip for The Different Travel Company but also made some new friends. 
Repeat business is a large part of our customer base so if you use Facebook or Twitter please invite your new friends to Like our 
Facebook page and follow us on Twitter. If you know you are going to be managing another tour let your friends know as they 
might want to sign up just because you are going! 
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Finances and communications 
 

Expenses 

In order for you to fulfil your role you may incur expenses prior to, or in the course of your trip which we will reimburse. The 

following list outlines the expenses you may incur which you are eligible to claim back for reimbursement. Please keep all 

expenses as cost-effective as you can. If you expect to incur an expense which is not outlined here please contact us in advance 

for approval. Approval will not be unreasonably withheld. Please keep your receipts to accompany your expenses form.  

 

Travel to and from home to the airport 

When making arrangements to travel to and from home from departure airports please select a method of transport that is not 

too expensive e.g. private taxis, helicopter, limo etc.! Train fare should be Standard Class (unless First Class is cheaper) and 

coach and bus fare should be standard fares. If you have a railcard or travel discount card please use this where possible. 

If you are using your own car, mileage will be reimbursed at the following rates: 

 

Type of vehicle First 10,000 miles Above 10,000 

Cars and vans 40p 25p  

Motorcycles 24p 24p 

Cycles 20p 20p 

 

Meal expenses (for meals not included)  

Most of our tours include meals from start to finish but if meals are not included or you need to organise food for yourself during 

the tour please organise mid-range price meals and keep your receipts.  

 

Bottled water and soft drinks 

Drinks are not usually provided in the cost of our tour so you may buy bottled water and soft drinks as required. Where water 

can be safely boiled or purified please try to choose these options to limit your use of plastic bottles which may not be recycled. 

Please note that alcoholic beverages will not be claimable. 

 

Country visa or entry approval fee 

If a visa or entry approval fee is payable in order for you to enter the country of your tour, all expenses associated with this can 

be reimbursed (e.g. postage costs, visa fees, envelope etc.) but please organise this in the most cost effective way. E.g. do not 

leave application too late so you require a fast-track service. If a postal service is more cost-effective than the mileage for 

taking two visits to the Embassy to lodge your application and collect the visa, choose the postal service option etc.  

 

Specific medication and or vaccines that are required or strongly recommended for that country 

One of our priorities is to keep you safe, happy and healthy throughout the trip. Some countries require that you have booster 

vaccinations or take anti-malarial medication in order to limit your risk of preventable diseases. We will reimburse you for the 

cost of the following vaccines: Typhoid, Diphtheria, Tetanus, Polio, Hepatitis A (and Yellow Fever where it is a requirement for 

entry into the country). Other vaccines are to be approved in advance. Please ensure you organise vaccines at least 8 weeks 

before departure through your GP. Anti-malarial medication may require issue of a private prescription by your GP, in addition 

to the cost of the tablets. You can claim for this. 

 

Airport accommodation 

If your flight times make it impossible or challenging for you to arrive at the airport by public transport or road before 

departure, you may require an overnight stay in airport accommodation. Please either contact us to make arrangements for you, 

or organise this to a conservative budget. Please contact us if you are unsure about prices. 

 

First aid kit supplies  

All items on the list on page 24 must be included in your first aid kit and the cost of this will be reimbursed. 

 

Travel expenses, reasonable meal expenses and accommodation costs for attendance at training courses 

If you need to take in-country transport such as taxis in order to fulfil your role because a local transfer has not been arranged 

or is not available, this is an acceptable expense. If you are invited to participate in a training course, e.g. first aid course, 

reasonable travel costs to the venue, and reasonable meal and accommodation costs should be considered.  

If transport can be shared or other cost savings can be made please look for opportunities to do this. 
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Any other reasonable expense that requires you to perform your role 

Please contact us with any questions over acceptable expenses claims. 

 
Mobile phones 
Please take your own personal mobile phone for use on the tour and check before you depart that it is set up for international 
roaming and compatible in the country you are visiting. If you need to make any emergency or important calls or texts related 
to your role as a tour manager these will be reimbursed. Personal calls and text messages will not be reimbursed. 
 
Please keep Sarah or Lexi at The Different Travel Company informed throughout the trip by text (Sarah or Lexi‟s mobile 
numbers are on page 5). Let us know once you have arrived in the country,  and send a text message every 1-3 days (where 
possible) with a brief update that we can share with our followers on social media e.g. “group doing well, painted a classroom 
today and enjoyed yummy local meal”. You will be reimbursed for these text messages so please forward us a copy of your bill 
once it arrives. 
 
If you are unhappy to use your own mobile phone, please let us know as soon as possible so that we have time to organise an 
alternative phone to be sent to you prior to the tour. If we provide you with a phone, personal calls and texts should not be made. 
 
If you have an additional phone handset you may wish to buy a local SIM card for your destination when you arrive, and top this 
up with credit on a 'pay as you go' basis, for local calls.  Please text The Different Travel Company so that they know your new 
number and can contact you on this if they need to, but ensure your „normal‟ mobile is switched on too as this will be the number 
the participants will have for you on the pre-departure information.  
 
Keeping accounts 

Please keep exact records of all your expenditure, with receipts where possible. Please complete the Excel expenses form 
provided on the USB flash drive. Email this Excel document to Sarah (sarah@different-travel.com) for quick reimbursement.  
 
Please also print the completed Excel expenses form and post it with receipts, your USB flash drive and any feedback documents 
to The Different Travel Company, 4 Downs Park Crescent, Totton, Southampton, Hampshire, SO40 9GH. 
 
Example layout of expenses form: 

Date of purchase Item description Cost per item 
(local currency) 

Number of 
items 

Exchange rate Cost per 
item in GBP 

Total cost in 
GBP 

01/01/2016 2-litre bottle of water US$1.50 2 1.5 USD to GBP £1 £2 

01/01/2016 Visa US$50 1 1.5 USD to GBP £33.33 £33.33 

02/01/2016 Return airport bus 

fare 

£45 1  £45 £45 
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Tour reports and documentation 
Post tour documentation 

You are required to return The Different Travel Company the following documents and feedback within 4 weeks of arrival into 
the UK. Without this feedback, we cannot improve or adapt our tours, not provide useful pre-departure information to future 
groups or other tour managers. Providing us with these feedback documents in a prompt manner is a key part of your role. 
 
Feedback / documents for you to complete and return 

 Expenses form and receipts 

 Tour feedback reports / hotel assessment forms 

 Risk assessment forms with any notes or comments 

 Completed accident forms 

 Paper questionnaires (if applicable)  

 Corrected tour information (packing list, trip notes etc.) 
 
Items for you to return 

 USB flash drive 

 Airport sign (if it can be reused) 

 Photographs and video footage  

 Any leftover cash (if applicable) 

 Passenger information documents if you are unable to shred these securely 
 
You may be reimbursed for any postage cost incurred when returning these documents. Please email us a copy of the postage 
receipt. 

 
Photographs/video footage 
In your role as a tour manager you are required to document the trip by photo and video, in addition to written reports. 
Photographs and video footage help us promote our trips and provide insight to clients, increase our online media profile, as 
well as preparing our tour managers for what to expect. 
 
If you do not own a camera or camcorder or you are worried about bringing your own, please contact The Different Travel 
Company so this can be provided for you. If you plan to use a smartphone to take photos or video footage, please ensure the 
resolution is set to high, the image size is at least 8MP and you have plenty of memory to take enough photographs. 
 
Photographic subjects we would like: 
 

- Landscape/scenery images without people 
- Landscape scenery with participants trekking/cycling 
- Food/meals 
- Tents / accommodation / toilet facilities 
- If on a community project, plenty of images of the individuals working 
- Group photos with charity t-shirts  
- Photos with an interesting perspective (get creative!) 

 
If you take a photograph of the landscape (in particular), please try to take the photo in both landscape and portrait positions 
as below so we can use these in wider range of marketing materials without compromising the image size or quality when 
cropping and resizing.  
 
Video subjects we would like: 
 

- Camcorder fixed position landscape/scenery images  
- Camcorder fixed position participants trekking/cycling past you 
- Camcorder panning landscape / scenery / trekking/ cycling 
- Interviews / thought of the day / tips and hints to other trekkers 
- Moving, „action‟ footage trekking/cycling 
- If on a community project, plenty of footage of the individuals working 
- Scenes with people clearly wearing their charity t-shirt 
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First Aid Kit 

 
You will need to bring a first aid kit during the trip in case first aid needs to be administered. Your own personal medication must 
be kept completely separate from the Different Travel Company first aid kit. Please ensure all items are sealed, sterile and in 
date. Here are some of the suggested items you should stock in your first aid kit (this list is not exhaustive):  
 

1 x Green First Aid bag The British standard only endorses the use of a green coloured first aid kit with a white cross.  

1 x First Aid Guidance Leaflet Every first aid kit should contain a first aid manual. 

1x Casualty report form To record all details needed about a patient‟s medical situation and treatment. 

6 x Safety Pins Useful for to secure bandages or if you need a needle. They are also great for improvising slings 
on clothing. 

1x Tweezers For removing splinters or wasp/bee stings etc. 

1 x Scissors For cutting tape, dressings or clothing 

6 x Pairs disposable gloves Nitrile examination gloves (not latex as some people are allergic to it) 

1 x Micropore Tape Can be used to secure dressings in place, or help immobilise injured fingers or toes. 

5 x Sterile cleansing wipes Pre-packed wipes for cleaning wounds. 

1 x Bandage / support bandage Could be a crepe bandage or cohesive bandage (note: cohesive bandages may contain latex). 
Used to hold a dressing in place, to secure a splint on a fracture or directly onto the skin to help 
support an injured muscle or joint. 

6 x Skin closure strips / Steri-strips These are strips of tape that can close a wound that has reasonably straight edges i.e. a slice. 

1 x Triangular Bandage Can be used to hold dressings in place or as a sling for splinting. Can be fashioned into a broad 
or narrow bandage to secure fractured limbs. 

2 x Gauze swabs (various sizes) Adhesive bandages aren't always large enough to cover a wound so you need gauze pads. 
Gauze pads to can be fashioned into a bandage or used to absorb blood. 

4 x Wound dressings (various sizes) A dressing pad attached to a bandage is useful on bleeding wounds. 

2 x Non-adherent (e.g. Melolin) Useful for wounds with a fairly light amount of bleeding. Larger dressings can be cut down to 
size.  

2 x Eye wash pods (saline) Used to irrigate wounds (or the eyes to wash out foreign objects e.g. insects). 

20 x Adhesive dressings (Plasters) For minor cuts and scrapes 

5  x Blister plasters (various sizes) Special adhesive dressings specifically for use on blisters 

1 x Hydrogel burn dressing For immediate cooling and pain reduction and prevention of infection.  

Aspirin 300mg tablets Keep the Patient Information Leaflet with the tablets and write on the blister pack in marker pen 
“For heart attacks only”. One 300mg tablet should be taken at the commencement of a 
suspected heart attack where severe chest pain is experienced. The tablet should be chewed. 

Emergency foil blanket To provide warmth or basic shelter. 

 
Please contact us for more information about these items. 

 
You can purchase individual items from Boots and other pharmacies and online at www.Medisave.co.uk, www.spservices.co.uk or 
even Amazon. You can buy basic kits for around £12 online, all of which will have slightly varying contents which you can add 
to and adjust. For example:  
Travel First Aid Kit – Soft Pack http://www.medisave.co.uk/travel-first-aid-kit-soft-pack.html 
Outdoor First Aid Kit http://www.spservices.co.uk/item/Reliance_OutdoorPursuitsFirstAidKitinOsloBag_151_71_3240_1.html 
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Tour manager document checklist 
 
Please ensure you have the following documents with you for each tour. If you are missing any of these documents please check 
your USB flash drive and if they are not there please email Lexi on alexandra@different-travel.com. 
 
General documents 

 Tour manager manual 

 Passenger health and safety declaration sign sheet 

 Disclaimer statement 

 Accident report forms (at least 2) 

 Emergency guidelines procedure 

 First aid booklet 

 Tour manager feedback form 

 Expenses form 

 Staff travel insurance details 

 Envelopes for tips 

 Open Challenges Summary 

 Stamped envelope for the return of your documentation 

 Child protection policy 

 Project Health and Safety handout 
  

Trip specific documents 

 Trip dossier  

 Trip extension itinerary (if relevant) 

 Pre-departure information 

 Final tour information 

 Tour summary 

 Passenger information 

 Airport sign with specific charity logo 

 Flight e-tickets 

 Certificates 

 Questionnaires (if not online) 

 Hotel assessment forms (if relevant) 

 Risk assessments 
 
Please use a soft-back ring binder with transparent sleeves to keep these documents organised and tidy. 
 
Tour Manager Packing List 

 Alarm clock / phone with alarm 

 Small notebook 

 Gaffa tape and a marker pen 

 2-4 pens 

 Calculator / phone with calculator 

 Guide book 
 
Please check trip dossier/packing list in your tour manager pack for a destination-specific packing list 
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Responsible Tourism Policy 
During our trips we try to use use locally owned hotels and accommodation to ensure the local economy benefits from our 
presence there. We ensure that our local partners provide a good working environment for the staff, such as being properly 
equipped with weather appropriate trekking gear and being paid appropriate wages. We encourage individuals to donate 
any unwanted trekking gear to the clothing bank after their trek. We also ask our trekkers to treat the local staff as they would 
like to be treated; with respect, dignity and care. 
 
You are asked to adhere to good environmental practices such as disposing of litter properly, refilling bottles and purifying 
water instead of buying bottles and not wasting electricity by turning off lights when they are not required (or better still using 
a solar powered, or wind up torch when possible). When washing facilities are available, we suggest water usage is kept to a 
minimum. You are also advised to take biodegradable toilet paper, soaps and other eco-friendly sanitary products to keep the 
trail and local environment clean to ensure we adhere to „leave no trace‟ tourism.  
 
There may be an opportunity to make a difference to the lives of the local people; whether it is by buying a gift at a shop which 
will help pay for the vendor‟s children‟s education, remembering to, showing your appreciation of the amazing staff by tipping 
your guides and staff and by simply learning from the local people about their way of life. This trek is a unique way to give 
something back to the local community through positive tourism. 

Our advice to help everyone travel more responsibly: 

Environment 

 Each time you fly, offset your carbon emission by making a carbon offsetting payment to a reputable source to nullify 
the impact of your flight upon global warming. You can offset your emissions via places such as 
http://www.climatecare.org/  

 Turn lights, air conditioning and fans off when you leave your hotel room. 

 Minimise water usage as many places lack sufficient water. Shower rather than bath. Don‟t leave taps running when 
washing. Use the sea or a swimming pool to cool off rather than taking repeated showers. 

 Use environmentally friendly detergent, shampoo and soap for any washing. Lush stores (www.lush.co.uk) do excellent 
ranges in environmentally friendly products. 

 Only flush human waste down the toilet and where toilet paper is not to be flushed, please use the bins provided. 

 Always pack up used toilet paper on treks, never bury it or leave it on the trail. 

 Use public transport wherever possible.  

 Recycle where possible, return glass bottles to where they were purchased and don‟t litter. 

Economy 

 Purchase snacks, drinks etc. from local shops or restaurants so the money you pay goes back into the local economy. 

 Be aware of what you are purchasing in local curio shops. Ensure that items you are buying are not from endangered 
or fragile species such as coral, ivory or produced using child labour. 

 Travel light and purchase extra clothes and goods while there. 

 Be prepared to haggle over the cost of goods and services. The idea of haggling is to come to a mutually agreeable 
price based on what you are willing to pay for an item. In poor communities vendors may feel they have to accept lower 
than the real value of the item in order to make a sale. Please be sensitive to this. The annual salary in some places is 
less than £200 a year. However, avoid being exploited. Always be aware that some will see Western tourists as an 
easy target and prices may be increased because you are a tourist. 

 Consider adopting or sponsoring a project which will benefit the destination community. 

 Avoid giving money or gifts to beggars. Give to a local NGO or charity that supports homeless people and beggars. 

 Do research before your trip about the country/countries so you have an awareness of, and respect for, the culture, 
history, beliefs and practices of the destinations they visit. 
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Legal/Moral 

 Never participate in prostitution or sex-tourism, which is usually illegal and always based upon exploitation of the 
weakest. 

 Learn about the laws and customs of the country and abide to the rules (even if you don‟t agree with them). 

Cultural 

 Learn to speak a few simple phrases of the destination language. Buy a phrase book where possible. 

 Research acceptable dress codes for the destinations for both male and female clothing. 

 Find out about customs and etiquette that is acceptable and unacceptable within the particular culture you are visiting. 
For example, when travelling to Nepal you should always remove your shoes before entering a temple or somebody‟s 
home. Customs of the destination visited should be observed. 

 All holy sites should be respected, regardless of the religion they represent and regardless of your own beliefs.  

General 

 Join an organisation such as Tourism Concern who campaign to make responsible tourism practices the mainstream norm 
for all, and not the exception for the few, and fights against exploitation by or for tourists. 
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Child Protection Policy 
Introduction 

Everyone who participates on a Different Travel Company (DTC) challenge is entitled to do so in an enjoyable and safe 
environment.  The Different Travel Company and its partners have a moral and legal obligation to ensure that all the volunteers 
and staff provide children with the highest possible standard of care to safeguard them from harm and abuse.  This means to 
follow procedures to protect children and to report any concerns about their welfare to appropriate authorities. 
The aim of the policy is to promote good practice, providing children and young people with appropriate safety and protection 
whilst on a DTC trip or challenge to allow volunteers and staff to make informed and confident responses to specific child 
protection issues. A child/young person is defined as a person under the age of 18. 
 
1.  Policy Statement 

The Different Travel Company is committed to the following: 

 The welfare of the child is paramount; 

 All children who participate on a DTC trip, whatever their culture, gender, language, racial origin, religious belief 
and/or sexual identity should be able to do so in a fun and safe environment; 

 Taking all reasonable steps to protect children from harm, discrimination and degrading treatment and to respect their 
rights, wishes and feelings; 

 All suspicions and allegations of poor practice or abuse will be taken seriously and responded to swiftly and 
appropriately; 

 All DTC volunteers or employees who work with children will be recruited with regard to their suitability for that 
responsibility, and will be provided with guidance and/or training in good practice and child protection procedures; 
and 

 Working in partnership with parents, guardians and teachers is essential for the protection of children. 

 Provide necessary DBS checks. 
 

2. Promoting Good Practice 

It is not always easy to distinguish poor practice from abuse. It is therefore NOT the responsibility of volunteers, employees or 
participants to make judgements about whether or not abuse is taking place.  It is however their responsibility to identify poor 
practice and possible abuse and act if they have concerns about the welfare of the child.   

This section will help you identify what is meant by good practice and poor practice. 

It is, however, imperative that any DTC volunteers and staff do not entertain any intimate or sexual relations (consenting 
or otherwise) with a member of the school or youth group including school or youth group staff. If The Different Travel 
Company is notified that such situation has occurred during trip, the DTC staff involved will be subject to dismissal (if a 
staff member) or their volunteer agreement cancelled (if a volunteer). 

 
Good Practice 

All personnel should adhere to the following principles and actions: 

 Always work in an open environment (e.g. avoid private or unobserved situations and encourage open communication 
with no secrets); 

 When taking part in a challenging activity promote fairness, confront and deal with bullying appropriately; 

 Treat all young people equally and with respect and dignity; 

 Always put the welfare of the young person first; 

 Avoid unnecessary physical contact with young people.  Where any form of manual/physical support is required it 
should be provided openly and with the consent of the young person.  Physical contact can be appropriate so long as 
it is neither intrusive nor disturbing and the young person‟s consent, and the consent of a parent or guardian has been 
given; 

 Ensure that adults should not enter a young person‟s room or invite young people to their rooms; 

 Be an excellent role model, this includes not smoking or drinking alcohol in the company of young people; 

 Provide constructive feedback rather than negative criticism; 

 Recognise the developmental needs and capacity of the young person without pushing them against their will 
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 Keep a written record of any injury that occurs, along with details of any treatment given and send details to the DTC 
head office as soon as possible. 

Poor Practice 

The following are regarded as poor practice and should be avoided by all staff: 

 Unnecessarily spending excessive amounts of time alone with young people away from others; 

 Sharing a room with a young person; 

 Engaging in rough, physical or sexually provocative games, including horseplay; 

 Allowing or engaging in inappropriate touching of any form; 

 Allowing young people to use inappropriate language unchallenged; 

 Making sexually suggestive comments to a young person, even in fun; 

 Reducing a young person to tears as a form of control; and 

 Allowing allegations made by a young person to go unchallenged, unrecorded or not acted upon. 

 Doing things of a personal nature that the young person can do for themselves; 

When a case arises where it is impractical or impossible to avoid certain situations (e.g. touching a young person when providing 
first aid) the tasks should only be carried out with the full understanding and consent of BOTH the school teacher or youth group 
staff (as appropriate) and the young person involved. 
 

3.  Defining Child Abuse 

Child abuse is any form of physical, emotional or sexual mistreatment or lack of care that leads to injury or harm, it commonly 
occurs within a relationship of trust or responsibility and is an abuse of power or a breach of trust.  Abuse can happen to a young 
person regardless of their age, gender, race or ability. 

There are five main types of abuse: physical abuse, sexual abuse, emotional abuse, bulling and neglect:  

 Physical Abuse: where adults physically hurt or injure a young person (e.g. hitting, shaking) or giving young people 
alcohol or inappropriate drugs would also constitute child abuse; 

 Sexual Abuse: occurs when adults (male and female) use children to meet their own sexual needs.  This could include an 
adult using his/her power, authority, or position to use a child sexually to satisfy his/her own needs, and ranges from 
sexually suggestive comments to full intercourse, and includes involving the child in any form of pornography; 

 Emotional Abuse: the persistent emotional ill treatment of a young person, likely to cause severe and lasting adverse 
effects on the child‟s emotional development.  It may involve telling a young person they are useless, worthless, unloved, 
and inadequate or valued in terms of only meeting the needs of another person.  It may feature expectations of young 
people that are not appropriate to their age or development.  It may cause a young person to be frightened or in 
danger by being constantly shouted at, threatened or taunted which may make the young person frightened or 
withdrawn.  Other forms of emotional abuse could take the form of name calling and bullying; 

 Bullying may come from another young person or an adult.  Bullying is defined as deliberate hurtful behaviour, usually 
repeated over a period of time, where it is difficult for those bullied to defend themselves.  There are three main types 
of bullying.  It may be physical (e.g. hitting, kicking, slapping), verbal (e.g. racist or homophobic remarks, name calling, 
graffiti, threats, abusive text messages), emotional (e.g. tormenting, ridiculing, humiliating, ignoring, isolating form the 
group), or sexual (e.g. unwanted physical contact or abusive comments); 

 Neglect occurs when an adult fails to meet the young person‟s basic physical and/or psychological needs, to an extent 
that is likely to result in serious impairment of the child‟s health or development.  For example, failing to provide 
adequate food, shelter and clothing, failing to protect from physical harm or danger, or failing to ensure access to 
appropriate medical care or treatment. 

4.  Indicators of Abuse 

Even for those experienced in working with child abuse, it is not always easy to recognise a situation where abuse may occur or 
has already taken place.  Most people are not experts in such recognition, but indications that a child is being abused may 
include one or more of the following (they are only indicators – not confirmation): 

 Unexplained or suspicious injuries such as bruising, cuts or burns, particularly if situated on a part of the body not 
normally prone to such injuries; 

 An injury for which an explanation seems inconsistent; 

 The young person describes what appears to be an abusive act involving them; 

 Another young person or adult expresses concern about the welfare of a young person; 
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 Unexplained changes in a young person‟s behaviour e.g. becoming very upset, quiet, withdrawn or displaying sudden 
outbursts of temper; 

 Inappropriate sexual awareness; 

 Engaging in sexually explicit behaviour; 

 Distrust of adult‟s, particularly those whom a close relationship would normally be expected. 

 Difficulty in making friends; 

 Being prevented from socialising with others; and 

 Displaying variations in eating patterns including over eating or loss of appetite. 

It must be recognised that the above list is not exhaustive, but also that the presence of one or more of the indications is not proof 
that abuse is taking place.  It is NOT your responsibility to decide that child abuse is occurring.  It is your responsibility to act on 
any concerns. 
 
5.  Taking pictures and filming during a trip 

It is the tour manager responsibility to make sure every young person is happy with their pictures/footages being taken during 
any trip. Consult with the teacher, parent of guardian of a child before departure to make sure they give their permission for 
video and photographs to be taken of the child in question. This also applies to photographing local children at projects, villages 
or elsewhere during the trip. 

 
6.  Accidental physical contact or misunderstanding 

If during your care you accidentally hurt a young person, the young person seems distressed in any manner, appears to have 
misunderstood your actions and/or something you have said, report any such incidents as soon as possible to the teacher, parent 
or guardian, as well as the Different Travel Company office. 
 

7.  Reporting suspicions and allegations 
Representatives overseas may find themselves witnessing a form of abuse, seeing suspicious physical marks or being informed of 
an alleged abuse by the young person directly or indirectly.  Procedures are in place to enable the staff member to escalate any 
concerns they may have, which in turn will be reported to the appropriate authority. Reporting an allegation of child abuse is a 
very serious thing and should be considered carefully, however taking no action is not an option in child protection 

 
A.  Child reports/indicates possible child abuse by a Different Travel Company volunteer or staff member 
The tour manager has the responsibility of gathering the facts and writing a report as soon as possible. The local operator or tour 
manager must: 
Always 

 Stay calm, ensure the young person is safe and feels safe; 

 Show and tell the young person that you are taking what they are saying seriously; 

 Reassure the young person and stress that they are not to blame; 

 Be honest, explain you will have to tell someone else to stop the alleged abuse; 

 Ensure a report is completed within 24 hours of if being reported; 

 Maintain confidentiality- only tell others if it will help protect the young person; and 

 Provide the option of them calling the DTC head office or school as appropriate  
Never 

 Rush into actions that may be inappropriate; 

 Make promises you cannot keep; 

 Ask inappropriate questions which may jeopardise the situation with the authorities; 

 Take sole responsibility; and 

 Do not take any direct action for either the child or alleged abuser (if known). 

The tour manager is to immediately report allegation to the DTC head office and local agent office by sending a written report 
as soon as possible.  DTC will then advise the local partner on the following steps to take. 

 
B. Tour Manager or staff member suspects some form of child abuse  
The tour manager and the local operator have the responsibility of reporting immediately the above case providing a written 
report to the youth‟s custodians. 
 
DTC will then 

 Consider facts and information available; and 

 Inform the youth custodians /school staff in dealing with the situation. 
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Equal Opportunities Policy  
 
Why do we have an equal opportunities policy? 
An effectively implemented Equal Opportunities Policy will help us to:  

 Provide an environment conducive to the promotion of fair and equal opportunities to all volunteers,  staff, clients and 
local partners 

 Ensure fair treatment for all applicants and existing volunteers and staff 

 Ensure fair treatment for all others with whom we have contact e.g. contractors and customers  

 Make the best possible use of our existing and potential workforce  

 Improve practices and staff morale  

 Attract, develop and retain the good quality staff and volunteers who are essential for achievement of our business 
objectives  

 Avoid unlawful or unfair discrimination  

 The Different Travel Company believes that it is in everyone‟s best interests to ensure that the experience, talents and 
skills available throughout this organisation are considered when employment or development opportunities arise.  

 
What has it got to do with me?  
Equal opportunities impose rights and responsibilities for every member of staff and volunteer. Everyone has a right to fair and 
dignified treatment. This means that no-one will be discriminated against nor harassed. Every member of staff and volunteer has 
an obligation to ensure fair and dignified treatment. The contribution of everyone will be valued and everyone will be treated 
purely on their merits. Everyone must act fairly, within The Different Travel Company policy and the law. Failure to do so may 
lead to disciplinary action. 
 
Policy statement  
The Different Travel Company aims to be fair to everybody and to ensure that no job applicant, volunteer, staff, client or local 
partner receives more or less favourable opportunities or treatment on the grounds of, for example:  

 Age  

 Race  

 Colour  

 Ethnic or national origin  

 Nationality 

 Sex / Gender 

 Transgender 

 Sexual orientation  

 Marriage and Civil Partnership 

 Disability  

 Religion or religious affiliation / beliefs 

 Part-time working  

 Pregnancy and Maternity 

 Trade union membership and duties  

 There may be limited exceptions for positive action which is allowed by relevant legislation.  
 

No-one will be disadvantaged by conditions or requirements which cannot be shown to be genuinely necessary for objective 
reasons.  
 
Personal development  
The Different Travel Company is committed to encouraging all staff and volunteers to make full use of their skills and talents and 
to helping staff progress and reach their full potential. We will encourage the development of the individual's skills and 
knowledge for use in their work.  
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Key concepts explained 
 
Discrimination  
Discrimination is unequal treatment of an individual because of their membership of a particular class or group, such as sex, race 
or trade union. It may be direct, for example, refusing to send someone on a training course because they are married or have 
children. It may be indirect, for example, declaring a post as being suitable only for a full-time member of staff without proper 
justification (i.e. without establishing the need for a full-time member of staff rather than part-timers or job sharing). 
Discrimination may be subtle and unconscious. It may not be easy to identify. For example, discrimination sometimes results from 
general assumptions about the capabilities, characteristics and interests of particular groups or individuals, which are allowed to 
influence the treatment of staff or job applicants. 
 
Without appropriate awareness and safeguards, discrimination may occur in any area of recruitment, volunteering and 
employment including:  

 Inappropriate questioning at interview  

 Inappropriate appointment to post  

 Allocation of volumes and/or type of work  

 Promotion and progression opportunities  

 Annual leave allocation  

 Special leave requests  

 Application of disciplinary action  

 Sexual harassment  
 
Sexual harassment 
Sexual harassment may involve unwelcome sexual comments or innuendo, looks and gestures, displays of pin-ups or physical 
contact by one individual aimed at another, and which is only directed at that other person because of their sex. Sexual 
harassment cannot be dismissed as a 'bit of harmless fun'. It can lead to an uncomfortable and alienating working environment. 
 
Racial harassment  
Racial harassment is offensive or hostile behaviour, which has the purpose or effect of creating discomfort, distress, exclusion or 
isolation and is based upon someone‟s race (colour, nationality or ethnic origins) or is directed at them because of their race. If 
the comment or behaviour is offensive to the individual, it will amount to racial harassment.  
 
Harassment/bullying  
As with sexual or racial harassment, any form of harassment or bullying will have the effect of causing undue stress on individuals 
and of demotivating them. Harassment of any kind will not be tolerated and serves to undermine the good team spirit which The 
Different Travel Company wishes to encourage.  
 
Sex/Gender Harassment  
Unlawful sex discrimination happens when someone is treated unfairly because of their gender. Women, men and transsexual 
people can all experience sex discrimination. Sex discrimination also includes treating someone less favourably because they 
are married or in a civil partnership: for example, by not hiring married women. 
 
Disability harassment  
Offensive or hostile behaviour or comments aimed at an individual because he or she is disabled will also be harassment. 
 
Resolving problems  
Everyone must be sensitive to the effects their words and actions have and need to ensure that their attitudes towards others 
carry no trace of discrimination which can affect working relationships, behaviour or judgement. 
Volunteers or staff who are experiencing, or are concerned about, discrimination or harassment should discuss the problem with 
the Managing Director, Sarah Burgess, who will take appropriate action to try to resolve it, if possible as per the guidelines in 
our „What to do if you’re not happy’ procedure on page 34. (If you do not feel able to discuss the problem with Sarah initially 
you may speak to Lexi Quinton or other relevant manager). 
Managers should be aware of any problem developing at an early stage and take corrective action to ensure that the situation 
is resolved in a conciliatory and effective manner and that staff do not feel excluded. Volunteers and staff are encouraged to 
make it clear if conduct or comments are offensive to them.  
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What to do if you’re not happy 
The Different Travel Company‟s aim is to ensure that volunteers and employees are happy in their role at all times. If something 
goes wrong, we need you to tell us about it so we can address it and resolve it promptly and fairly. This will help us improve our 
standards. If you are not happy or have a complaint, please contact us with the details. We have eight weeks in which to consider 
your complaint and if we have not resolved it within this time you may wish to complain to the Legal Ombudsman. 
 
What happens once I’ve made a complaint? 
1. We will contact you in writing (by letter or email) acknowledging your complaint within 3 working days of receiving it, 

enclosing a copy of this procedure. 
2. We will investigate your complaint which will normally involve passing your complaint to the Managing Director, Sarah 

Burgess, who will review the matter. 
3. Sarah Burgess will then organise a meeting with you, either in person on by phone, to discuss and hopefully resolve your 

complaint. She will do this within 14 days of sending you an acknowledgement letter.  
4. Within three days of the meeting, Sarah Burgess will write to you to confirm what took place and any solutions she has 

agreed with you.  
5. If you do not want a meeting or it is not possible, Sarah will send you a detailed written reply to your complaint, including 

her suggestions for resolving the matter, within 21 days of sending you the acknowledgement letter.   
6. At this stage, if you are still not satisfied, you should contact us again and we will arrange for someone unconnected with the 

matter to review her decision. 
7. We will write to you within 14 days of receiving your request for a review, confirming our final position on your complaint 

and explaining our reasons. 
8. If you are still not satisfied, you can then contact the Legal Ombudsman about your complaint.  

Legal Ombudsman 
PO Box 6806,  
Wolverhampton  
WV1 9WJ 

 
Normally, you will need to bring a complaint to the Legal Ombudsman within six months of receiving a final written response 
from us about your complaint or within six years of the act or omission about which you are complaining occurring (or if outside 
of this period, within three years of when you should reasonably have been aware of it). For further information, you should 
contact the Legal Ombudsman on 0300 555 0333 or at enquiries@legalombudsman.org.uk. 
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