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Website terms of use and sales conditions 
Updated on 11 January 2017 
This edition cancels and replaces all previous versions 

   

As a supplier of computer applications, the travel agency edits, manages and gives public access to a 

booking engine (hereafter “Booking Engine”). The Booking Engine is dedicated to searching, comparing 

and allowing the booking of tourism-related services.   

  

Before all use and booking on the Booking Engine, the conditions that are being applied should be 

considered carefully and accepted, either by ticking a box or clicking on the hyper link created for this 

very purpose. Without accepting them, it is technically impossible to continue the booking process. The 

client commits to having acknowledged and accepted the content of these conditions. By consequence, 

the finalization of the booking procedure is worth the expressed acceptation by the client of the current 

general conditions. Any postal mail concerning your reservation must be sent to: Misterfly – 25, rue de 

Ponthieu - 75008 Paris or sent via the dedicated form.   
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14. More situations 
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14.2 Claims  

14.3 Proof  

14.4 Partial invalidity -  Integrity – Modifications of the conditions  

15. Applicable right and attribution of competence  

   

1. Use of the Booking Engine  

1.1 The Booking Engine is dedicated individual clientele and is subject to conditions. The travel agency 

offers a tool that enables the booking of tourism-related services.   

  

1.2 The Booking Engine is the property of MISTERFLY, a joint-stock company, registered to the registry 

of commerce and companies of PARIS with the number 807 712 690 and head-quartered at 25, rue 

de Ponthieu 75008 Paris, licenced to the registry of travel operators with Atout France at 79/81, rue 

de Clichy 75009 Paris, with the number IM075140074, possessing an insurance policy with Hiscox, 

at 19, rue Louis Le Grand 75002 Paris, and a IATA approved (hereafter names “travel agency”).   

  

1.3 The client declares being of adult age, disposing of the legal capability to conclude the present 

contract, and using the Booking Engine while complying to the present clauses of which he is in 

complete understanding of and agrees to. The client assumes complete financial responsibility for all 

usage of the Booking Engine. The client declares that all information supplied during the creation of 

an account is truthful, complete, and accurate. The client is also responsible for keeping such 

information up-to-date.   

  

1.4 Limitations of usage rights for the Booking Engine– The usage is limited by the functionality of the 

Booking Engine. Any other unexpected usage is subject to the direct written authorization of the 

travel agency. The client expressly recognizes and accepts that the Booking Engine is dedicated to 

personal use only. The client recognizes using it in a reasonable and non-impairing way. The client 

commits to not intervening or negatively affecting the Booking Engine’s operations. The client is 

committed to not using the Booking Engine for prohibited or illegal reasons. It is forbidden to 

reproduce, duplicate, copy, distribute, sell, re-sell or to use it for commercial or non-commercial 

objectives outside the limits fixed by the conditions. Founded with a legitimate reason, the travel 

agency reserves the right to refuse or suspend access to the Booking Engine at any moment without 

notice. The client is warned of the specifics of internet communication and notably of the 

impossibility to guarantee continuous service. 

  

1.5 Disclosure requirement – the customer agrees to immediately inform the travel agency (i) of any 

illegal replica of the Booking Engine or anything that could be classified as such and is developed by 

a third party, as well as (ii) any loss or destruction of data as well as any dysfunction, even a non-

critical one, in the Booking Engine.   

  

1.6 Limits on liability – The travel agency concedes a right to the use of the Booking Engine which is non-

exclusive and non-transferable. The concession of the usage rights of the Booking Engine does not 

imply any transfer of property. The travel agency cannot guarantee that the Booking Engine is free 

of errors and malfunctions. The travel agency is subject to available means and thus is not responsible 

for any vice in the functionality of the Booking Engine. Subject to essential legal provisions, the travel 

agency will be under no circumstances, responsible for any indirect damage linked to an improper 
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use or inability to use the Booking Engine. The Client alone undertakes the risks of using the Booking 

Engine. The travel agency will never be held responsible for any eventual loss or gain in profits as 

well as any fees in indirect consequence of the usage or a malfunction in the Booking Engine. By 

consequence, the customer alone is responsible for his actions carried-out during the booking 

process.   

  

2. Your booking & Definitions   

2.1 Definitions  

“Travel agency” is the tourism industry professional who gives his clientele access to a search engine 

which allows the booking of touristic services.  

  

“Client” designates the client that is a user of the Booking Engine.   

  

“Order” designates an order in which the Client asks the travel agency to book touristic services and/or 

additional services. The order is not worth a definitive confirmation. The travel agency informs the client 

that the former has been booked-in before processing begins. The file is only considered booked and 

confirmed upon payment confirmation. All bookings done through the Booking Engine are subject to 

the sales conditions of the travel agency and to the conditions of the airline. As stated in article 1369-8 

of the French civil code, the client accepts the use of the electronic support as a method of finalizing the 

contract. The electronic document formalizing the contract will be recorded in the travel agency’s files.  

  

“Travel supplier” designates all the providers of the service that contribute to the production of touristic 

services:  airline, hotel, transfer assistance and tour operator.   

  

“Dynamic Package” designates the service that came as a result of the anticipated combination of at 

least two operations which are both linked to transportation, accommodation or other touristic services 

that are non-accessory to transport or accommodation and represent a significant portion of the rate; 

Longer than twenty-four (24) hours or including a night’s stay that is sold or offered in an all-included 

price.  

  

« Booking » designates any order of products or services that the customer carries out via the Booking 

Engine and that is associated with a booking number.   

  

“Air Transporter” designates airline companies.  

  

2.2 Travel agency and travel supplier roles – Concerning the sale of airplane tickets, associated products, 

and services, the travel agency acts as a simple intermediary between the air transporter and the client. 

The travel agency is in charge of the basic delivery of the airplane tickets, as conforming to article L.322-

1 of the French Civil Aviation Code. The responsibility of the travel agency is subject to the rule of article 

L.211-18 of the Tourism Code and cannot be a replacement to the air transporter in assuring the 

transportation or transfer of passengers and luggage. In no case shall the travel agency be held 

responsible for circumstances brought on by force majeure, by acts committed by the third-parties 

supplying the expected services or by bad events brought on by circumstances considered as 

unpredictable and then affecting the client. The contract will be subject to both the sales conditions of 

the travel agency and the conditions of the air transporter which may limit or exclude its responsibility 

(often due to different applicable international conventions).   
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Concerning the sale of Dynamic Packages, the travel agency is subject to articles L.211-1 and following 

of the Tourism Code. The travel agency cannot be held responsible for these fortuitous events, cases of 

force majeure (strikes, weather, wartime, natural disasters, epidemics, acts of terror, technical incidents 

etc.), acts by third-parties, by the client, or by the travel supplier.  

  

2.3 Active role of the client – The client carries out a booking on his own account using the Booking 

Engine. In addition, the client verifies a correct transmission and spelling of information that are 

personal and related to the client. The travel agency cannot be held responsible if a client has entered 

incorrect details or information during a booking via the Booking Engine. Any negligence by the client is 

not, whatsoever, imputable to the travel agency’s responsibility  

  

2.4 Booking procedure – After ordering, the travel agency will send a confirmation e-mail. This first 

confirmation e-mail will summarize the primary elements (the booked service, price, quantity, date of 

the trip, names of the client and the service, etc.) relating to the client’s order. In the absence of such a 

document, the booking has not been taken into account. As conforming to article 1369-5 of the Civil 

Codex, the order and order confirmation are both considered as received once the respective parties 

they are sent to do have access to them. The client must ensure the correct reception of the 

confirmation e-mail and must regularly check his in-box, notably the “Spam” or “Undesirable mail” 

categories. If the client fills out incorrect details in one of the elements of his order, the travel agency 

will not engage its responsibility whatsoever. All e-mail addresses must be valid during booking. Any 

absent-minded action or negligence by the client shall not be imputable to the travel agency.  

  

2.5 Options & Special requests: The client may contact either the travel agency or the air transporter for 

a special request concerning a specific product (for example: special meals, equipment for disabled 

people, child safety seats, etc.). The client must signal the travel agency with any needs for assistance 

(physical or mental disability, age, disease, large corpulence, etc.) by the passengers. Additional specific 

conditions that are unique to plane tickets may be applied by the air transporter. Fees relating to special 

requests are on a case-per-case basis, notably based on the air transporter. This means that, depending 

on the request, the travel agency may have to draw up a bill requiring the approval of the client. The 

plane ticket will only be issued once the special request has been completely confirmed. The travel 

agency cannot confirm that these requests will be met, but will transmit them to the air transporter.   

  

2.6 Ticketing, travel documents, and technical limitations – All travel documents that are booked via the 

Booking Engine are issued in an electronic format. The electronic ticket and the “e-voucher” are an 

immaterial form that allow for travel and accommodation.   

  

The travel agency will send an e-mail containing the electronic ticket number and the booking number.  

The client must go to the counter of the very airline at the airport, in possession of his electronic ticket, 

(whatever form works) the booking number, and/or the confirmation e-mail as a proof of booking, as 

well as a valid ID (passport, visa, identity card…) in order to obtain his/her boarding pass. The air 

transporters each have their own rules and regulations regarding electronic tickets. Airline services are 

subject to the technical acceptation of the ticketing service which may, in rare but existing cases, not be 

able to issue the tickets. Indeed, the air transporter may impose special emission rules upon the travel 

agency on certain flights, certain dates, or at certain rates, these rules may include the emission of a 

ticket at a maximum time period after the booking, or access to certain rates for residents of certain 

countries. In these cases, the travel agency is committed to inform the client in the shortest time lapse 

and will attempt to suggest a solution as well as new pricing conditions that are the client’s 

responsibility. Without a solution, the travel agency has the right to cancel the booking without any 

costs being carried out.  
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When purchasing a Dynamic Package, the client must present to the hotel the “e-voucher” which 

contains all the important details concerning the booking. Only the services stated on the voucher are 

included in the price of the service.  

3. Purchasing conditions  

3.1 Price and payment  

3.1.1 Price – For the sale of airplane tickets, the air transporters are queried in real time. Price 

fluctuations, both increases and decreases, may occur between the time of search and the time 

of booking. The travel agency is not responsible for price differences which are at the client’s 

responsibility.    

  

3.1.2 Payment – Recording is effective once the travel agency has generated a file number. However, 

the booking is definitive only once the client has paid in full. Payment being an essential 

condition to the contract, an order will be canceled in case of incomplete payment. This also 

applies for any denied payments, no matter the reason. Before the reception and deposit of the 

full payment, the travel agency is not obligated to carry-out its service. In any case, the client is 

responsible for the payment of all amounts requested for the selected products or services. The 

following reasons are not considered as exempting: the handing of a bank card number as long 

as the agreement of the payment center is not obtained, nor is a bank transfer without the 

approval of the client’s bank. In case of a failure by the client to pay in the predicted delays, the 

travel agency has the right to cancel the booking for the client and all concerned passengers. In 

the case when the payment is irregular, incomplete or inexistent, no matter the reason, the 

booking will be canceled and any remaining fees will be at the client’s expense. The travel 

agency will not be held responsible for any price increases linked to a payment failure. This price 

increase will have to be paid in order to ensure the issuance of the airplane ticket. These rules 

are valid for all clients.   

  

3.1.3 Down payments – For Dynamic Packages, the travel agency may offer a down payment of which 

the terms are stated during the booking procedure. The booking will only be confirmed once 

the down payment has been paid. The down payment is established based on a rate that applies 

to the total cost of the trip. The sum is payable thirty days before departure at the latest. For 

any requests that are under thirty days before departure: the whole trip price will be requested 

during booking. In case of cancellation of the client’s order, no matter the reason (except force 

majeure), the down payment that was credited will be entirely the property of the travel agency 

which will not give any refunds. The down payment does not exonerate the client from the 

cancellation conditions to which he is subject to.   

  

3.1.4 Payment methods – The travel agency disposes of multiple payment options based on the client 

and/or the concerned product:   

 

- Visa, American Express and  Mastercard bank cards;   

- Paypal;  

- Bank transfer: The travel agency accepts payment via bank transfer in Euros for orders 

whose departure date is more than seven (7) days from the booking date. The transfer 

must be approved by the emitting bank, which means a document must be received, and 

it will have to display the official stamp of the client’s bank. This transfer confirmation must 

be sent to the accounting services via fax to the details included in the order confirmation. 
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This transfer confirmation must contain the last name, first name and order number. It 

must be transmitted before the date of the pre-order; the pre-order being defined as the 

final date for which the file will be closed. In certain cases related to the fight against fraud, 

the travel agency may impose a bank transfer as an alternative payment method, notably 

as a replacement of some debit cards issued outside France. Warning: the transfer fees are at 

the client’s expense.   

 

3.1.5 Security during payment via bank card - The client will have to enter all the information written 

on the bank card for each purchase carried out on the Booking Engine. These information are 

saved in the files of the travel agency during the time of the contract finalization (from payment 

to any eventual refunds or fees). All this information are encrypted on the agency’s secure 

server. The client authorizes the travel agency to use the information displayed on the bank card 

to (i) proceed to the purchase of goods and services as well as pay any possible fees (ii) transmit 

the information to the air transporter so that they may carry out the booking, (iii) pay any 

insurance and touristic assistance if opted for (iv) proceed to authorized refunds and (v) bill any 

fees linked to (a) the modification of the booking or (b) the refunding of taxes.  

  

3.1.6 Declined payments – the travel agency reserves the right to be refunded the fees linked to the 

payments that were denied.   

  

3.1.7 Derisory price – If the price displayed on the website is "derisory", the travel agency may cancel 

the price, based on the principle that the client cannot pretend legitimately benefiting from this 

cheap price due to a display error and that is overly low if compared to the real value of the 

good.   

  

3.1.8 Fraud and unpaid dues by the client – The client assumes all consequences linked to unpaid 

dues and fraud. The customer must honor all fraud and unpaid dues linked to the usage of the 

Booking Engine.   

3.2 Additional service costs  

Fees are added in case the additional products or services requested by the client are accepted by the 

travel supplier. These extra fees add on to the fees imposed by the travel supplier.     

  

  

Additional services 

  

  

Amount 

On-board meals and services   Free*  

On-board meals and services with a low-cost company  6€*  

Additional/special luggage  6€*  

On-board services (ex. baby cradle, reserved seats)  6€*  

  

Assistance  

  

  

Amount 

Assistance for a person with reduced mobility  Free*  

Wheelchair   Free*  

UM Request  16€  
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Special requests  

  

  

Amount  

Over-sized baggage – sports equipment  16€*  

Animal transportation 16€*  

Australian ETA visa   20€*  

Adding a baby to the booking (0 to 2 years old)  6€*  

Other requests  16€*  

  

* Fee per action, per file for each booking done via the Booking Engine, additionally to the fees imposed by the travel 

supplier.   

3.3 Refunds   

Refunds are done via the payment method used during the purchase of the booking. Regarding the 

refunding of airplane tickets, the elements which make up the price are not all refundable. All refunds 

are carried out in accordance to the refund policy of the concerned air transporter(s). In case of a non-

usage of the plane ticket (cancellation on failure to be present during boarding), some airport taxes are 

eligible to refund if the client requests so. The refund is subject to a fee representing 20% of the taxes’ 

amount. Certain air transporters do not refund the taxes of partially used airplane tickets. In any case, 

the customer will only be able to receive a refund once and that refund is subject to the conditions of 

the concerned air transporter.   

3.4 Modification and Cancellation at the client’s initiative  

3.4.1   Procedure – All cancellations and modifications are subject to the conditions and procedure of 

the travel supplier. Some products are not cancellable or non-refundable. For any cancellation or 

modification, the customer must directly contact the travel agency and indicate the file number that 

was in the confirmation e-mail. The travel agency will confirm the reception of the cancellation or 

modification request and will inform the client of the travel supplier’s conditions. If such a document 

was to be missing, the cancellation or modification request would be considered as non valid by the 

travel agency. In the case of a cancellation or modification by the client, once the amounts due to the 

travel agency and travel supplier (taxes, cancellation/modification fees, file fees and insurances) have 

been deducted, the travel agency shall refund the client all sums previously paid in a reasonable delay. 

The cancellation or modification of an order no matter the reason does not dispense the client from the 

payment of dues he owes to the travel agency.  

  

In case of a modification, the travel provider applies his own pricing, which are not equal to the prices 

displayed publicly on the date of modification. Therefore, there may be pricing differences between the 

proposed rate and the price displayed on the Booking Engine.   

Any request to modify the names of participants after a spelling error and/or a change in civil status will 

lead to additional fees requested by the travel supplier.   

  

For a complex booking (ex: multi-company, a custom booking with a multitude of trips and prices), 

multiple pricing rules may be applied. In this case, the strictest pricing rules will be the ones that apply.   

  

If the client directly contacts the travel supplier to cancel or modify the file, the client must inform the 

travel agency in a written form of the cancellations/modifications carried-out with the travel supplier. 
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The travel agency cannot be held responsible for any consequences if these information are not 

supplied.  

  

Due to the specificities applied from one travel supplier to another, and based on a plane ticket’s type 

(non-modifiable/non-refundable, issuing delays…), certain airplane tickets cannot be subject to a refund 

as mentioned above. It is up to the client to verify the cancellation, modification, and issuing conditions 

based on the type of airplane ticket that was booked. The fees levied by the travel agency are added on 

to the fees of the travel supplier. In case of a cancellation or a modification, all insurances, booking fees, 

and service fees are never refundable whatsoever.   

  

3.4.2 Modification or cancellation fees   

  

Fees applicable to all products per passenger 

Action  Fees*  

Modification (flights, names, route…)  40€  

Cancellation  40€  

No-show  30€  

  

Based on the product sold, there may be exceptions to the cancellation and modification conditions defined above. 

These specificities will be signaled by the travel agency on a case-by-case basis during the handling of the cancellation 

or modification. The fees levied by the travel agency are complimentary to those of the travel provider. In the case of 

cancellation or modification, all insurances, booking fees, and services fees (including cancellation and modification 

fees) are never refundable.  * Taxes, file fees and insurance(s) not included  

3.5 Modification and cancellation by the travel agency  

3.5.1 Modification of an element that is essential to the contract – The modification of an element that 

is essential to the contact by the travel agency before departure is under the ruling of article R 211-11 

of the Tourism Codex which is reproduced in the General Sales Conditions.  

3.5.2 Inability to supply an important part of services – When the travel agency is in the impossibility to 

supply an important part of the services agreed on in the contract, the travel agency will comply with 

the article R. 211-13 of the Tourism Code which is reproduced in the General Sales Conditions.   

3.6 Transfer of contract  

Conforming to article L.211-11 of the Tourism Code, the client may cede his contract (aside from 

insurance plans and specific products) to a third-party on the condition that he does inform the travel 

agency, in written form, seven (7) days before departure at the latest and must precisely indicate the 

names and address of the assignee(s) and of the participant(s) of the trip and must prove that these 

fulfill the same conditions required in order to travel (especially for children who must be in the same 

age bracket).   

When the transfer of a Dynamic Package contract is considered feasible, the transferor and/or the 

assignee must pay the related fees in advance. Certain Dynamic Packages produce the issuance of travel 

documents immediately upon booking.   

For all requests by the client to transfer a contract to the benefit of a third-party seven (7) or more days 

before departure, the transferor or the assignee will be responsible for paying fees that can go as high 

as the price of the original round-trip ticket plus additional fees from the travel supplier.   
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If the transfer fees are higher than the fees mentioned above (flight with booking that is non-modifiable 

or non-refundable), the client will owe the exact amount of the fees supported by the travel agency 

once the corresponding justification has been supplied.   

The transferor and the assignee will be responsible for any eventual payment of the price as well as 

additional fees created by this transfer of contract.   

Complimentary insurances are never transferable or refundable.   

4. Airline transport conditions  

  

4.1 Travel conditions – Airline transport execution conditions are under the ruling of the transport and 

pricing conditions of the air transporter. These conditions may lead to restrictions on the fees linked 

to the cancellation and/or the modification of a booking. It is the client’s responsibility to respect the 

rules imposed by the air transporter especially concerning delays and presentation to the airport 

counter. It is suggested that you arrive at the check-in at least 3 hours before departure for 

international flights and at least 2 and a half hours before for interior/domestic flights. These timings 

may vary for passengers needing special assistance. The travel agency cannot be held responsible 

and cannot handle any fees in the case of a passenger failing to show up to check-in within this time 

limit.  

The customer recognizes and accepts that:  

  

1) The travel agency has no control over the attribution of seats, even if they are pre-booked with 

the air transporter, the travel agency cannot be certain that these seats will be available at the 

moment of departure;   

2) The travel agency has no control on information relating to the hours spent inside the airplane 

which are transmitted by the air transporter offering the service of air transport, this 

information provided by the air transporter are indicative and are subject to change;  

  

In the case of failing to show up for departure (no-show), the air transporter and/or the travel agency 

reserve the right to cancel any other services and the return flight. All flights that are interrupted, 

cut short or any service not used by the client will not give the right to a refund (except airport taxes). 

All legs on a plane ticket must be used, in the correct order, if this is not respected the air transporter 

reserves the right to adjust the price or cancel the return trip without a refund (except airport taxes). 

These conditions also apply to tickets in which a part of the trip is by train. Certain air transporters 

do not refund the taxes on partially used tickets.  

The times, type of equipment, airline company, any eventual stops/layovers are communicated only 

in an indicative manner and are not immediately confirmed. The majority of air transporters reserve 

the right to modify the times or cancel confirmed bookings. The travel agency, as an intermediary, is 

not responsible for changes in times or cancellations.  

Air transporters bill certain additional services such as checked luggage, checking-in at the airport, 

choosing seats, meals, drinks, snacks, etc. These additional prices are not included in the basic 

airplane ticket price, except otherwise stated, due to this fact, they must be paid directly to the air 

transporter. The pricing conditions of these additional costs appear on the air transporter’s website. 

The information displayed on the Booking Engine are only on an indicative title and are thus subject 

to change at any moment. The travel agency has no power above these displayed prices and thus 

cannot be held responsible.   

  

4.2 Connecting flight – During the booking of a flight containing a connecting flight or a transit, the client 

must anticipate a comfortable and secure time lapse, taking into account any potential delays and/or 
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any airport swaps. Conforming to international law, connexions are never guaranteed. It is suggested 

that you do not make crucial plans on the day of or the day after the originating or return trip.  

  

4.3 Airport – When the city contains multiple airports, the name of the airport being serviced will be 

named and can be subject to potential modifications. The air transporter can take off/land at any 

airport in a city without having to pay damages. Any shuttling fees (taxis, bus, parking, etc.) remain 

at the client’s expense. The travel agency is not responsible for these fees.   

  

4.4 Pregnant women – Air transporters sometimes refuse boarding to pregnant women when they 

believe that the risk of premature birth during the flight is possible. The client must respect all the 

conditions regarding pregnancy of the air transporter supplying the air transport services.  

  

4.5 Infants – The client must respect the entirety of the special terms set by the air transporter regarding children and 

infants. Children under 2 years old do not have their own seat on the airplane unless the parents chose to pay for 

one. This rule only applies on the condition that the children are under 2 years old, for the entire duration of the 

trip, both on the departure date and the return date. Indeed, air transporters consider that if an individual is over 

2 years old during the second half of a return-ticket trip the entire trip must be booked as a child ticket and not as 

an infant tickets. Any fees brought on by not respecting this rule will not be refunded. Unaccompanied children 

that are 14 years old will only be allowed aboard the flight if they comply with the air transporter’s regulations. As 

a caution, it is suggested that the children (including infants) have their own forms of identification and the Client 

and/or passenger must make sure they have these forms of identification on the day of departure.   

 

For any bookings for an underage individual, the travel agency recommends that the client gets informed about 

the minimum age of the accompanying party either by contacting the travel agency’s customer service or by 

contacting the air transporter directly. The policy varies, based on each air transporter and it is thus good measure 

to verify before booking.   

  

4.6 Special rates – Many air transporters offer special rates for travelers that are under 2 years old, 

children, and seniors. These discounts depend on the air transporter, on the flight, the seats 

available, and on the age of the travelers. If the client benefits from this discount, the corresponding 

special rates will appear in the summarizing price chart before the booking confirmation. In addition, 

it is important to note that the rate for children is not automatically applied onto the adult price 

proposed by air transporters. The percentage that is discounted for the child rate is under variations 

based on the adult price applied by the air transporter for the concerned flight. Thus, it is possible 

that the child rate is the same than the adult rate shown on the website.  

  

4.7 Combining one-way tickets – Multi-company booking – Multi-company booking allows the needs of 

the client to be met by combining multiple one-way tickets that are operated by multiple air 

transporters. Each issued ticket has its own pricing policy, limitations, and fees that apply to it. If one 

flight is modified by the issuing airline (for example, cancellation or postponement) which causes the 

client to have to modify those other flights, the client will be responsible for all of the fees linked to 

the modification of the plane tickets.  

  

4.8 Luggage – The items stated by the international regulation dictated by the International Air 

Transport Association (hereafter “IATA”) on hazardous materials and notably articles that are 

explosive, flammable, corrosive, oxidizing, irritating, toxic, radioactive, compressed gas, and other 

items prohibited by some nations.   

 

For more information the travel agency recommends that you visit the Direction Générale de l’ 

Aviation Civile (DGAC) website in order to be better informed about the regulations. There you can 
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download a document detailing the limitations on liquids in the luggage. In the case of a client being 

denied his bag by the air transporter, the travel agency will not pay any of the fees.  

 

Handbags and cabin bags (any luggage not checked into the cargo-hold): Each air transporter has 

their own policy. In general terms, the air transporter allows one luggage per person in the cabin 

on the conditions that its circumference does not exceed 115cm and the weight does not exceed 

5Kg. These indications may vary based on the type of aircraft. This luggage is the client’s 

responsibility for the entire duration of the trip.  

 

Checked baggage: Each air transporter has its own policy. In general terms, the air transporter 

allows 15Kg of luggage per passenger on charter and low-cost flights and an allowance of 20Kg of 

luggage per passenger on conventional flights. In the case of oversized luggage, if authorized, the 

client will have to pay a fee for the luggage directly at the airport. During booking, the travel agency 

will inform the client on the policy that the airline company adopts when it comes to excess 

luggage. It is the client’s responsibility to transmit the correct information to the travel agency.   

 

In case of loss, damage, or theft of personal belongings and/or luggage during the flight (originating 

and/or departing), the client must file a baggage deficiency claim before exiting the airport. Once 

the claim has been established, the client must contact the air transporter and send them the 

original claim paperwork within 21 days of the incident. Beyond this delay, the request will be 

rejected as conforming to the international convention of Montreal, Canada.  

 

The travel agency cannot be held responsible of any “boarding denied” or confiscation of personal 

items as it is up to the passenger to be informed on which items are prohibited in the cabin. The 

client must take knowledge of the conditions imposed by the airline.   

 

If the trip contains more than one flight, there may be different luggage allowances; this is possible 

even if the client travels on the same company.   

  

4.9 Direct flights & Layovers – Flights may be continuous or may contain one or more layovers (according 

to air transporters, it is considered the same flight and has the same flight number) with the possibility 

of changing aircrafts without notifying the travel agency. Certain itineraries do require changing 

aircrafts. Flights at special prices may not take the most direct itinerary. A flight is considered direct 

when there is no aircraft change. Layovers may occur for technical reasons (ex: refueling) or for 

commercial reasons. Layover details will be communicated during the booking and will be clearly 

indicated on the Booking Engine and on the itinerary send once the booking has been completed. The 

addition of a layover by the air transporter does not constitute a cause to cancel the flight.   

  

4.10 Duration of flight – Flight durations are communicated on a 24-hour day basis; they are 

approximate and are established based on the departure flight. They may vary due to the flight times, 

aircraft types, weather conditions, etc. and are indications of the hours spent on flight (as well as time 

spent on the ground during layovers and during aircraft transfer) and are thus not indicative of the total 

travel time, and may be modified or remain unconfirmed.  

  

4.11 Regulation CE 261/2004 – Denial of boarding, cancellation, and delay – Modifications of times 

itineraries, layovers, airport changes, delays, missed connecting flights, and flight cancellations are all 

part of the specific constraints of air transporters. These situations are most oftenly linked to the 

crowding of aircraft circulation spaces, respect of airline regulations, security measures and the 

verification of aircraft. As long as the regulations in ruling (CE) 261/2004 are respected regarding 

passenger rights in air travel, the travel agency cannot be held responsible for the above cases as well 



13  

  

as any imputable or fortuitous events, acts of force majeure (strikes, weather, wartime, natural 

disasters, epidemics, acts of terror, technical incidents etc.), acts by third parties or by the client (arrival 

after specified time at the airport, denial of check-in or boarding for non-respect of police, health, or 

customs formalities, failure to show up at boarding etc.).  

  

4.12 Overbooking – In case of overbooking, a practice which bets on passengers failing to be present, 

the air transporter will have to offer the passenger compensation for this inconvenience. The travel 

agency is not responsible for the cases of overbooking. The travel agency will not handle any fees if the 

client is denied boarding.  

  

4.13 Dupe – Double booking – When a passenger carries out multiple booking on the same flight (a 

practice called “dupe”), or multiple flights on the same airline for the same destination on the same day, 

certain air transporters reserve the right to cancel the bookings without any warning. This practice is 

not under the control of the travel agency.   

  

4.14 Ground services – Under certain circumstances (companies, destinations, rates, etc.), the 

purchasing of ground services is mandatory. The travel agency will not be responsible for any costs, and 

will not issue a refund if a passenger is not allowed to board on this condition.  

  

4.15 Transportation of animals – Each air transporter has its own policy regarding the transportation of 

animals. On charter flights, they are usually forbidden. On certain regular flights and under certain 

reasons (security regulations, agreement from the airline etc.), certain categories of animals may be 

allowed into the cabin depending on size. Before any booking, the client should get in touch with the 

company he intends to fly on. The transportation of animals may not be free, and generally, the payment 

will be done at the airline counter during check-in. In order to know the cost of this service, the client 

must directly contact the air transporter. The client must mention in the “Comments or special requests” 

section the weight, the breed and the dimensions of the luggage used to transport the animal. It is the 

passenger’s responsibility to fill out this form   

  

4.16 Transporter identity & Blacklist – Conforming to articles R-211-15 and following of the French 

Tourism Code, the client is informed of the identity of the contractual transporter(s) or any that are 

likely to carry-out the flight he has purchased. The travel agency will inform the client of the airline 

company that will be handling the flight(s). In the case of a change in air transporter, the client will be 

informed by the contractual transporter or the travel agency in an appropriate way as soon as the 

information is put out and at the latest during check-in or before boarding during corresponding flights. 

In virtue of article 9 of European regulation 2111/2005 of December 14th, 2005: the list of airline 

companies that are not permitted to operate in the European Union can be found here: 

http://ec.europa.eu/transport/airban/list_fr.htm.  

  

4.17 Loss or theft of ticket – In the case of a deleted e-mail containing an electronic ticket, the clients 

must make a request with the travel agency in order to obtain their electronic ticket again. In case of a 

loss or theft of a paper ticket during travel, the client must make a claim with the police and the air 

transporter. The client must obtain his other ticket by purchasing one at his own costs from the issuing 

airline company. All consequences after the loss or the theft of a ticket are at the client’s expense. 

However, a refund, at the discretion of the air transporter, may be requested, accompanied by evident 

proof (new ticket stub, boarding pass etc.). Based on the procedures from the airlines, the response 

time is of up to a year.  
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4.18 Return flight confirmation – No matter the type of flight, it is often mandatory to confirm the return 

flight with the air transporter 72 hours, at the earliest, before departure. It is the client’s responsibility 

to carry out this task while respecting the air transporter’s requests.  

  

4.19 Return-flight modification on location – For all modification of return flights once on location, the 

client must contact the travel agency and the air transporter. This may lead to fees as well as a different 

rate for the new flight, all of this is at the client’s expense. Certain tickets (except electronic tickets) are 

modifiable on location based on the pricing class they are a part of. On the opposite, certain tickets are 

non-modifiable, which means the client will have to purchase new full-priced tickets. The client must 

inform the travel agency in written form of all modifications carried out with the air transporter. The 

travel agency is not responsible for any outcomes due to this lack of information.  

  

4.20 Open return – On regular flights with an "open" return date, it is recommended to book the return 

flight as soon as possible as they are subject to availability. Generally, the return date has a maximum 

limit of a year.   

  

4.21 Pre and post routing – If the client organizes his own pre and/or post routing, the travel agency is 

not responsible. The travel agency recommends the purchase of modifiable or refundable tickets, in 

order to prevent any financial loss.   

  

4.22 Specificities of certain air transporters – It is commonly admitted that certain airlines offer 

transportation services that are of minimal quality. On-board services may be reduced to the bare 

minimum and are at an additional cost that is left up to the passenger. The price of the flight may not 

include a meal or a snack. These companies often use secondary terminals or airports. Certain airlines 

do not allow minors under 14 to travel alone.  

  

4.23 Diverse provisions – The transporter reserves the right to transfer passengers via any transportation 

method in the case of technical constraints, security measures, or any other unexpected reason, the air 

transporter does not have to reimburse the passengers or any amount.   

5. Specific conditions for “low-cost” companies  

5.1 Mandate and subscription to the sales conditions – The client gives the travel agency  the mandate 

to act in their name and in their account in order to carry out with the booking or any other 

transportation contract between the “low cost” company and the client. The present sales conditions 

apply for the inter-mediation of the travel agency and the “low-cost” company’s sales conditions 

apply for the transportation contracts finalization.  

  

5.2 Booking – The client must make sure that the information provided is exact. Once the reservation is 

confirmed and concluded, the client will receive at least the following e-mails:   

  

- One from the “low-cost” company containing the electronic ticket which is required the trip, 

the flight plan, the confirmation of the times as well as the company’s contact information; 

This e-mail is often in English;  

   

- Two from the travel agency: one summarizing the booking request (notably including the 

travel confirmation number with the travel agency, the itinerary, etc.) and the other 

confirming due payment.  
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5.3 Billing and payment terms – The payment for bookings is done only via bank card. Any other 

payment method will not be accepted. The payment of a « low-cost » file will bring two different 

debit charges to the corresponding bank statement:  

  

- The price of the plane ticket with all taxes included (debited by the airline);   

- The price of the booking and any other coverage subscriptions (debited by the travel agency).   

  

The total debited amount is equal to the amount shown during the booking and on the e-mail 

detailing the booking request. Due to their pricing policy, “low cost” companies add additional 

fees for using a bank card, for checking bags, etc. These fees are displayed in the total price shown 

on the Booking Engine and are not refundable. It is possible that the payment is carried out in a 

currency other than the Euro. Therefore, the amount shown on the client’s bank statement will 

be different from the amount billed (due to conversion between currencies). This difference is 

not grounds for a refund. It is possible that the client’s bank adds fees for payments using a 

different currency. These fees remain at the client’s expense.  

  

5.4 Security during payment operations- Just as the travel agency states, certain low-cost airlines 

use a “3D Secure” payment protection method. This means that the client will have to confirm 

two separate payments with this method, one concerning the charge from the travel agency 

and the other concerning the “low cost” company.    

  

5.5 Cancellation – Modification – Special request – No show – The cancellation and modification 

conditions are those of the “low-cost” company. For any modification or cancellation, the client 

must contact the airline directly and mention the booking number that was communicated in 

the confirmation e-mail. The travel agency cannot issue any modification or refund. In case of 

cancellation or time change by the « low-cost » company, they will be the only ones responsible 

for the cancellation fees of the file which are usually 100% of the file’s cost. For any particular 

question (age limit for unaccompanied minors, dimensions and weight of luggage, 

transportation of animals etc.), the client must contact the company directly or read the sales 

conditions. The client is to inform the travel agency of all modifications carried out with the 

“low-cost” airline. The travel agency will not be held responsible for any consequences linked 

to failing to providing this information.  

  

5.6 Personal data – In compliance with the regulation relating to personal data, the client gives his 

expressed consent to transfer his personal information to the “low cost” airline company in 

order to complete the transaction. This transfer authorization is required before any booking is 

finalized.  

  

6. Dynamic package and accommodation conditions  

6.1 Duration of stay – The duration of the stay at the hotel is the one stated on the exchange voucher. 

The duration of the stay is calculated as the difference between the time of arrival at the destination 

airport and the time of departure. Prices are calculated based on the number of nights stayed. A 

night’s stay corresponds to the period of availability of a room which depends on the hotel. The first 

and last day can be cut off due to a tardy arrival or an early departure based on the times 

communicated by the airline. It is suggested that you do not schedule any professional obligations 

on the day and/or transit/correspondence time that may appear as too short. May it be on the day 

of or before departure as well as the day of or after your return, such caution is recommended.  
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6.2 Checking-in and checking-out of rooms – The rooms are available between 14:00 and 18:00 on the 

date of arrival and must be vacated by 12:00 the following day. It is not possible to modify this rule, 

any early check-in or tardy check-out will be considered an extra night’s stay for which the client will 

have to pay a supplement to the hotel. In the case of a tardy arrival to the hotel, the client must 

inform the travel agency or the hotel of this delay in order to insure a proper booking as there is a 

risk of it being canceled.   

6.3 Room type – Individual rooms, which are often at a higher price, generally contain a bed for only one 

person. Double rooms are configured with either two single beds, or less often with a single double 

bed. In international hospitality, there is no such thing as a triple room. They are often double rooms 

in which the hotelier has added an extra bed, often of moderate comfort. Any specific request (ex: 

infant beds, specific meals, special bags / sports equipment, etc.) are subject to availability upon 

arrival and may lead to additional fees that must be paid on-site.   

6.4 Classification of the establishment – The indication of the comfort level of  hotels that is found in the 

description corresponds to a classification that is established based on local norms, and thus may 

vary from French norms or even norms of the country the hotel is in.   

6.5 Meals - Hoteliers offer multiple, different formulations. The most common are:   

 

All Inclusive  This formulation contains accommodation, breakfast, lunch, dinner and normal drinks 

(water, juice, soda, wine, local alcohol) generally from 10:00 to 22:00. Certain alcohols 

may not be included in this plan and may be priced specially by the hotelier.   

  

Full board  This plan contains accommodation, breakfast, lunch and dinner, but does not include 

drinks.   

  

Half board  This plan contains accommodation, breakfast and lunch or dinner based on the case, no 

drinks are included.  

  

Breakfast  This plan includes accommodation and breakfast, but does not include drinks.  

  

  

In certain countries, hoteliers do not give out drinkable water, the purchasing of bottled drinking water 

is thus at the client’s expense.   

Any additional services and goods purchased with the hotel are at the client’s expense and to be paid 

with the hotel.   

6.6 Activities – Event though the travel agency tries to update all of the information found in the 

descriptions about free and paid activities available on-location, the travel agency will not be held 

responsible for any activities that are canceled due to weather, force majeure, off-season periods, 

or when the number or required participants is not reached.   

6.7 Eviction and modification of hotels – The trip supplier or travel agency may, for multiple legitimate 

reasons (change o flight by the airline, technical issues, force majeure, actions by a third-party, 

actions by the client, etc..) have to substitute the original hotel for another one of similar quality 

offering similar services without having to pay for any compensation unless this change completely 
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affects the trip. Whenever possible, the client will be notified in advance and no damages shall be 

paid to the client.   

It is the travel supplier’s responsibility to house the client in an establishment that offers equivalent 

levels of comfort.   

6.8 Transport by rail – When a Dynamic Package contains transport by train, the usage of the tickets is 

subject to special conditions that are stated on the train tickets. No modification of dates or times will 

be possible during the trip without the agreement of the travel agency. Any modification by the client 

or in the case of force majeure will be at the charge of the latter for any fees it may induce. Children 

who benefit from a discount must be able to prove their age. The client must be in possession of the 

travel documents proving that he is carrying-out a trip/package (global bill, proof of accommodation …). 

The package/trip by train is available on all standard level High Speed trains and in a more limited on 

special High Speed trains. On certain trains, the payment of a booking with a seat or a bed is required 

as well as any supplements on "Designated trains". The travel agency cannot be held responsible for any 

modification of times, itineraries or changes in train station due to external events such as: strikes 

(except strikes by the air transporter), technical incidents, or weather. In any case, the responsibility of 

the air transporter is limited by the international conventions regulating rail transport.  

Some air transporters apply their own regulations when it comes to luggage. The client must stay 

informed on which goods he cannot bring and the regulations being upheld. These terms vary from one 

air transporter to another, it is recommended to check the terms.  

6.9 Travel booklet – A travel booklet will be given to the client or sent via e-mail, upon complete payment 

a travel booklet containing i) the transportation tickets (convocation to the airport for a chartered flight, 

plane ticket for a regular flight and a train ticket for transportation via rail) and ii) the voucher for the 

ground services. Only the services listed on the voucher are included in the price of the booking.  

In case a client does not receive this via e-mail, the travel agency is to be contacted before departure.  

6.10 Photos and illustrations – The travel agency attempts to provide you with images and illustrations 

of the activities proposed on-site. The illustrative photos are intended to sell the destination may not 

accurately represent the services provided. The descriptive photos have the goal of providing an 

overview of the level of quality of the offered service.  

6.11 Extras – Payment for extras must be carried out with the hotel before departure. It is up to the 

client to ensure the correct payment and reception of these extras and to pay on site for any eventual 

difference.  In no case will the travel agency be able to intervene in any way in the case of a direct 

transaction (extras being by definition excluded services from the ones contained in the booking) 

between client and hotelier, neither before nor after the trip.  

6.12  Valuables and belongings – The travel agency will not be held responsible for any loss, 

disappearance, and theft of any luggage left in a hotel room or anywhere else such as in a bus or other 

transportation method.  

6.13 Diverse provisions – In certain nations, and based on the local law, the two members of a couple 

may not be allowed to sleep in the same room if they are not married. And at least one of them should 

be a citizen of the very country. These provisions are notably applied in Morocco and Turkey. Those 

regarding other countries must be communicated to the authorities of the country/countries which they 

will transit through/stay in ahead of their day of inscription and shall also communicate their nationality. 

Even though the travel agency may not endorse these practices it is the travel agency’s responsibility to 

inform the passengers.  
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7. Responsibility and guarantees  

The travel agency offers the Booking Engine in its current state and does all it can to ensure it is up to 

date and to maintain its state and its functionality but does not give any guarantee that it is free of 

technical issues, errors in functionality, or even that it is operational at any given time. Certain 

information are saved into a cache and thus may not be updated in real-time until the moment of 

booking.  

  

The travel agency denies responsibility for any damages or loss related to the purchasing of a product 

or service via the Booking Engine, aside from any legal dispositions that require it to be. The travel 

agency can’t, in any case, be responsible for any airplane ticket purchased by the client with one or more 

partners notably when the damages are imputable to the client, unpredictable or unavoidable, from an 

unexpected third-party, or in a case of force majeure.   

8. Force majeure and nature of the network  

None of the parties can be held responsible, nor be considered in violation of the sales conditions for 

any delay or cancellation of a contract due to acts of force majeure as defined by the jurisprudence of 

the French tribunal system. The usage of the Internet is at the user’s own risks when connecting. The 

travel agency cannot provide any guarantee, notably in the absence, error, or speed of the connection 

of the user, and likewise for the partner.  

The parties are not held responsible and are not considered to have failed to their requirements if they 

are prevented from carrying out anything due to a case of force majeure. All their obligations are 

suspended during the time of the force majeure. If, due to a case of force majeure (notably including 

political or social turmoil, or a precarious situation that affects safety), irregularities are found in the 

bookings, confirmations and/or the carrying out of trips and services that the travel agency cannot 

rectify or cannot have anticipated, the travel agency is freed of all damages and legal liability that may 

issue due to unexpected consequences.  

  

9. Administrative and health formalities  

French nationals must have their ID up to date with requirements for border crossing and must have 

their vaccinations up to date as well.   

  

The formalities indicated during booking and in the travel documents are for French nationals only.   

  

Foreign nationals must get informed with the authorities of the country/countries of destination before 

they order. In order to prepare your trip well, no matter the nationality, the travel agency recommends 

the clients consult all the information on the nations to be visited in relation to the administrative and 

health requirements which can be found on the following websites: diplomatie.gouv.fr and CIBT Visa, it 

is important not to forget the countries that will be stopped in for layovers as well. The accomplishment 

of these tasks and the fees attached to these costs are at the client’s expense.  

  

Underage passengers must have identification papers in their name.  Underage passengers must also 

have their own passports. Adding a minor on a parent’s passport, including "previous model" passports 

also called Delphine passports, are now impossible.  

  

The travel agency will not be held responsible in any case:  

  

- For sanctions and/or fines, due to the non-complying or a failure to the health, administrative, 

or customs regulations in France or in the destination country;   
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- When the client is denied boarding due to not having valid identification and/or health papers 

that are required for his trip. The travel agency will not issue any refunds due to this.  

10. Travel insurance  

No insurance is offered in the price displayed on the Booking Engine. It is recommended to subscribe to 

an insurance plan that covers the consequences of certain cancelations and an insurance contract that 

covers the costs of repatriation in the case of incident or illness. During booking, different types of 

coverage plans are offered. The covered liabilities, as well as the cost of the policies are displayed on 

the Booking Engine in an indicative way. In case of a subscription to an insurance plan, the insurance 

policy will be given to the client via e-mail and will be available during the sale. Claims are made directly 

to the insurance company, and must respect the insurance contract.  

11. Rewards programs  

During the booking of a flight, the client has the possibility to enter the information relative to the 

rewards program of the travel supplier of which the client is a member. Each of these membership 

programs is subject to its own conditions. These conditions may impact certain benefits offered to 

special classes or flights. In case of a doubt, it is recommended to contact the structure which owns the 

membership program. Travel suppliers have their own rules and regulations concerning rewards /loyalty 

programs. For any question relating to the rewards program, please directly contact these travel 

suppliers. 

12. Personal data & Cookies  

During the booking, personal data that are collected will undergo a software processing. The client is 

invited to take into consideration the chart relating to personal data. In case of a contradiction between 

the general sales conditions and the privacy policy, the privacy policy will be considered the final ruling.  

13. Intellectual property  

The client recognizes that the Booking Engine is the property of the travel agency. The client recognizes 

the original character of the software and its coverage under the intellectual property code and under 

international agreements. All elements of the Booking Engine, whether they are visual or audio, 

including the underlying technology, are protected by copyright, brands, or patents. All brands, logos, 

illustrations and models featured on the website are under the exclusive ownership of the travel agency. 

There diffusion does not grant any rights to being used, whatever the brands or elements that are 

protected by copyright. Thus, they may not be used and will be considered forgery. No document 

coming from the Booking Engine may be copied, reproduced, republished, downloaded, mailed, 

transmitted, or distributed in any way. However, it is possible to download a copy of documents on a 

personal computer for purely personal use and non-commercial purposes on the condition that no 

information is altered and that copyrights and other mentions of ownership are left intact. The 

modification of these documents or their use in any other way is considered a violation of the travel 

agency’s intellectual property rights. The client is prohibited from infringing  the travel agency’s 

intellectual property rights. Any hypertext link directing to the Booking Engine that uses “framing” or 

“in-line linking” is strictly prohibited. In any case, any link will have to be removed if the Travel agency 

requests it.   

14. More situations 

14.1 Right to retraction  
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Compliant with the consumer code, the right to retraction may not be used during the purchasing of 

touristic services such as the ones offered on the Booking Engine. Therefore, the touristic services 

booked on the Booking Engine are exclusively subject to the cancelation and modification conditions 

presented in pre-orders and/or in the specific conditions of the travel supplier.   

14.2 Claims  

For any question or claim concerning the sale of touristic services, our customer service is to be 

contacted. After having contacted the travel agency’s customer service, if the answer is not satisfying 

and/or an answer is not given in at least days, the client has the ability to call upon peer mediation by 

reaching out to the tourism and travel mediator whose coordinates may be found on the following 

website www.mtv.travel.    

14.3 Proof  

Unless an error by the travel supplier or the travel agency occurs and of which the client brings proof, 

the data kept within the travel agency’s and/or the travel supplier’s information system is considered 

evidential. Data in an electronic or software format are considered as worthy proof in their current form, 

they are just as powerful and legitimate as any other written document.  

14.4 Partial invalidity - Integrity – Modifications to the conditions  

14.4.1 Partial invalidity – If any of the present clauses is or becomes illicit or unenforceable, it is to be 

noted that the other present clauses remain licit and opposable by the parties (client and travel 

agency) as they are independent to the aforementioned illicit or unenforceable clause(s).  

14.4.2 Integrity – If one of the clauses of the present conditions is declared null or without value 

relative to a legislative or legal disposition that is in effect and/or a judicial decision affects the validity 

of a clause, the clause shall be removed and it shall not affect the validity of any other clauses.   

14.4.3 Modifications to sales conditions – The sales conditions may be modified at any moment 

without notice. These modifications are shown with an update of the date on the document. These 

modifications only affect bookings done after the date and time of modification. It is thus important 

for the client to consult the sales conditions at the moment of booking. It is the client’s responsibility 

to adapt his own sales conditions to those of the travel agency. 

 

15. Applicable right and attribution of competence  

The sales conditions and terms of use regulate the relations between the parties and are subject to 

French law. Any litigation relating to their interpretation and/or their execution is under the Tribunal de 

Commerce in Paris.  

  

  

GENERAL SALES CONDITIONS  

  

Conforming to the provisions of the French tourism codex, the very dispositions reproduced below are not applicable for the 

booking or sales of transportation tickets which do not fall under the scope of a touristic rate. The entirety of the information 

found on the website is classified as prior information. Unless stated otherwise, the characteristics, special terms, and prices 

are all contractual upon accepting the sales conditions.   

  

EXERPT FROM THE TOURISM CODE  

  

Article R211-3  
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Sous réserve des exclusions prévues aux troisième et quatrième alinéas de l'article L. 211-7, toute offre et toute vente de 

prestations de voyages ou de séjours donnent lieu à la remise de documents appropriés qui répondent aux règles définies par 

la présente section.  
En cas de vente de titres de transport aérien ou de titres de transport sur ligne régulière non accompagnée de prestations liées 

à ces transports, le vendeur délivre à l'Utilisateur un ou plusieurs billets de passage pour la totalité du voyage, émis par le 

transporteur ou sous sa responsabilité. Dans le cas de transport à la demande, le nom et l'adresse du transporteur, pour le 

compte duquel les billets sont émis, doivent être mentionnés.  
La facturation séparée des divers éléments d'un même forfait touristique ne soustrait pas le vendeur aux obligations qui lui 

sont faites par les dispositions réglementaires de la présente section.  
Article R211-3-1  
L'échange d'informations précontractuelles ou la mise à disposition des conditions contractuelles est effectué par écrit. Ils 

peuvent se faire par voie électronique dans les conditions de validité et d'exercice prévues aux articles 1369-1 à 1369-11 du 

code civil. Sont mentionnés le nom ou la raison sociale et l'adresse du vendeur ainsi que l'indication de son immatriculation au 

registre prévu au a de l'article L. 141-3 ou, le cas échéant, le nom, l'adresse et l'indication de l'immatriculation de la fédération 

ou de l'union mentionnées au deuxième alinéa de l'article R. 211-2. Article R211-4  

Préalablement à la conclusion du contrat, le vendeur doit communiquer au consommateur les informations sur les prix, les 

dates et les autres éléments constitutifs des prestations fournies à l'occasion du voyage ou du séjour tels que :  
1° La destination, les moyens, les caractéristiques et les catégories de transports utilisés ;  
2° Le mode d'hébergement, sa situation, son niveau de confort et ses principales caractéristiques, son homologation et son 

classement touristique correspondant à la réglementation ou aux usages du pays d'accueil ;  
3° Les prestations de restauration proposées ;  
4° La description de l'itinéraire lorsqu'il s'agit d'un circuit ;  
5° Les formalités administratives et sanitaires à accomplir par les nationaux ou par les ressortissants d'un autre Etat membre 

de l'Union européenne ou d'un Etat partie à l'accord sur l'Espace économique européen en cas, notamment, de franchissement 

des frontières ainsi que leurs délais d'accomplissement ;  
6° Les visites, excursions et les autres services inclus dans le forfait ou éventuellement disponibles moyennant un supplément 

de prix ;  
7° La taille minimale ou maximale du groupe permettant la réalisation du voyage ou du séjour ainsi que, si la réalisation du 

voyage ou du séjour est subordonnée à un nombre minimal de participants, la date limite d'information du consommateur en 

cas d'annulation du voyage ou du séjour ; cette date ne peut être fixée à moins de vingt et un jours avant le départ ;  
8° Le montant ou le pourcentage du prix à verser à titre d'acompte à la conclusion du contrat ainsi que le calendrier de paiement 

du solde ;  
9° Les modalités de révision des prix telles que prévues par le contrat en application de l'article R. 211-8 ;  
10° Les conditions d'annulation de nature contractuelle ;  
11° Les conditions d'annulation définies aux articles R. 211-9, R. 211-10 et R. 211-11 ;  
12° L'information concernant la souscription facultative d'un contrat d'assurance couvrant les conséquences de certains cas 

d'annulation ou d'un contrat d'assistance couvrant certains risques particuliers, notamment les frais de rapatriement en cas 

d'accident ou de maladie ;  
13° Lorsque le contrat comporte des prestations de transport aérien, l'information, pour chaque tronçon de vol, prévue aux 

articles R. 211-15 à R. 211-18.  

   

Article R211-5  
L'information préalable faite au consommateur engage le vendeur, à moins que dans celle-ci le vendeur ne se soit réservé 

expressément le droit d'en modifier certains éléments. Le vendeur doit, dans ce cas, indiquer clairement dans quelle mesure 

cette modification peut intervenir et sur quel éléments.  
En tout état de cause, les modifications apportées à l'information préalable doivent être communiquées au consommateur 

avant la conclusion du contrat. Article R211-6  
Le contrat conclu entre le vendeur et l'Utilisateur doit être écrit, établi en double exemplaire dont l'un est remis à l'Utilisateur, 

et signé par les deux parties. Lorsque le contrat est conclu par voie électronique, il est fait application des articles 1369-1 à 

1369-11 du code civil. Le contrat doit comporter les clauses suivantes :  
1° Le nom et l'adresse du vendeur, de son garant et de son assureur ainsi que le nom et l'adresse de l'organisateur ;  
2° La destination ou les destinations du voyage et, en cas de séjour fractionné, les différentes périodes et leurs dates ;  
3° Les moyens, les caractéristiques et les catégories des transports utilisés, les dates et lieux de départ et de retour ;  
4° Le mode d'hébergement, sa situation, son niveau de confort et ses principales caractéristiques et son classement touristique 

en vertu des réglementations ou des usages du pays d'accueil ;  
5° Les prestations de restauration proposées ;  
6° L'itinéraire lorsqu'il s'agit d'un circuit ;  
7° Les visites, les excursions ou autres services inclus dans le prix total du voyage ou du séjour ;  
8° Le prix total des prestations facturées ainsi que l'indication de toute révision éventuelle de cette facturation en vertu des 

dispositions de l'article R. 211-8 ;  
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9° L'indication, s'il y a lieu, des redevances ou taxes afférentes à certains services telles que taxes d'atterrissage, de 

débarquement ou d'embarquement dans les ports et aéroports, taxes de séjour lorsqu'elles ne sont pas incluses dans le prix 

de la ou des prestations fournies ;  
10° Le calendrier et les modalités de paiement du prix ; le dernier versement effectué par l'Utilisateur ne peut être inférieur à 

30 % du prix du voyage ou du séjour et doit être effectué lors de la remise des documents permettant de réaliser le voyage ou 

le séjour ;  
11° Les conditions particulières demandées par l'Utilisateur et acceptées par le vendeur ;  
12° Les modalités selon lesquelles l'Utilisateur peut saisir le vendeur d'une réclamation pour inexécution ou mauvaise exécution 

du contrat, réclamation qui doit être adressée dans les meilleurs délais, par tout moyen permettant d'en obtenir un accusé de 

réception au vendeur, et, le cas échéant, signalée par écrit, à l'organisateur du voyage et au prestataire de services concernés  
;  
13° La date limite d'information de l'Utilisateur en cas d'annulation du voyage ou du séjour par le vendeur dans le cas où la 

réalisation du voyage ou du séjour est liée à un nombre minimal de participants, conformément aux dispositions du 7° de 

l'article R. 211-4 ;  
14° Les conditions d'annulation de nature contractuelle ;  
15° Les conditions d'annulation prévues aux articles R. 211-9, R. 211-10 et R. 211-11 ;  
16° Les précisions concernant les risques couverts et le montant des garanties au titre du contrat d'assurance couvrant les 

conséquences de la responsabilité civile professionnelle du vendeur ;  
17° Les indications concernant le contrat d'assurance couvrant les conséquences de certains cas d'annulation souscrit par 

l'Utilisateur (numéro de police et nom de l'assureur) ainsi que celles concernant le contrat d'assistance couvrant certains 

risques particuliers, notamment les frais de rapatriement en cas d'accident ou de maladie ; dans ce cas, le vendeur doit remettre 

à l'Utilisateur un document précisant au minimum les risques couverts et les risques exclus ;  
18° La date limite d'information du vendeur en cas de cession du contrat par l'Utilisateur ;  
19° L'engagement de fournir à l'Utilisateur, au moins dix jours avant la date prévue pour son départ, les informations suivantes  
:  

a) Le nom, l'adresse et le numéro de téléphone de la représentation locale du vendeur ou, à défaut, les noms, adresses et 

numéros de téléphone des organismes locaux susceptibles d'aider le consommateur en cas de difficulté ou, à défaut, le numéro 

d'appel permettant d'établir de toute urgence un contact avec le vendeur ;  
b) Pour les voyages et séjours de mineurs à l'étranger, un numéro de téléphone et une adresse permettant d'établir un contact 

direct avec l'enfant ou le responsable sur place de son séjour ;  
20° La clause de résiliation et de remboursement sans pénalités des sommes versées par l'Utilisateur en cas de non-respect de 

l'obligation d'information prévue au 13° de l'article R. 211-4 ;  
21° L'engagement de fournir à l'Utilisateur, en temps voulu avant le début du voyage ou du séjour, les heures de départ et 

d'arrivée.  

   

Article R211-7  
L'Utilisateur peut céder son contrat à un cessionnaire qui remplit les mêmes conditions que lui pour effectuer le voyage ou le 

séjour, tant que ce contrat n'a produit aucun effet.  
Sauf stipulation plus favorable au cédant, celui-ci est tenu d'informer le vendeur de sa décision par tout moyen permettant 

d'en obtenir un accusé de réception au plus tard sept jours avant le début du voyage. Lorsqu'il s'agit d'une croisière, ce délai 

est porté à quinze jours. Cette cession n'est soumise, en aucun cas, à une autorisation préalable du vendeur.  

   

Article R211-8  
Lorsque le contrat comporte une possibilité expresse de révision du prix, dans les limites prévues à l'article L. 211-12, il doit 

mentionner les modalités précises de calcul, tant à la hausse qu'à la baisse, des variations des prix, et notamment le montant 

des frais de transport et taxes y afférentes, la ou les devises qui peuvent avoir une incidence sur le prix du voyage ou du séjour, 

la part du prix à laquelle s'applique la variation, le cours de la ou des devises retenu comme référence lors de l'établissement 

du prix figurant au contrat. Article R211-9  
Lorsque, avant le départ de l'Utilisateur, le vendeur se trouve contraint d'apporter une modification à l'un des éléments 

essentiels du contrat telle qu'une hausse significative du prix et lorsqu'il méconnaît l'obligation d'information mentionnée au 

13° de l'article R. 211-4, l'Utilisateur peut, sans préjuger des recours en réparation pour dommages éventuellement subis, et 

après en avoir été informé par le vendeur par tout moyen permettant d'en obtenir un accusé de réception :  
-soit résilier son contrat et obtenir sans pénalité le remboursement immédiat des sommes versées ;  
-soit accepter la modification ou le voyage de substitution proposé par le vendeur ; un avenant au contrat précisant les 

modifications apportées est alors signé par les parties ; toute diminution de prix vient en déduction des sommes restant 

éventuellement dues par l'Utilisateur et, si le paiement déjà effectué par ce dernier excède le prix de la prestation modifiée, le 

trop-perçu doit lui être restitué avant la date de son départ.  
Article R211-10  
Dans le cas prévu à l'article L. 211-14, lorsque, avant le départ de l'Utilisateur, le vendeur annule le voyage ou le séjour, il doit 

informer l'Utilisateur par tout moyen permettant d'en obtenir un accusé de réception ; l'Utilisateur, sans préjuger des recours 
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en réparation des dommages éventuellement subis, obtient auprès du vendeur le remboursement immédiat et sans pénalité 

des sommes versées ; l'Utilisateur reçoit, dans ce cas, une indemnité au moins égale à la pénalité qu'il aurait supportée si 

l'annulation était intervenue de son fait à cette date.  
Les dispositions du présent article ne font en aucun cas obstacle à la conclusion d'un accord amiable ayant pour objet 

l'acceptation, par l'Utilisateur, d'un voyage ou séjour de substitution proposé par le vendeur.  

   

Article R211-11  
Lorsque, après le départ de l'Utilisateur, le vendeur se trouve dans l'impossibilité de fournir une part prépondérante des 

services prévus au contrat représentant un pourcentage non négligeable du prix honoré par l'Utilisateur, le vendeur doit 

immédiatement prendre les dispositions suivantes sans préjuger des recours en réparation pour dommages éventuellement 

subis :  
-soit proposer des prestations en remplacement des prestations prévues en supportant éventuellement tout supplément de 

prix et, si les prestations acceptées par l'Utilisateur sont de qualité inférieure, le vendeur doit lui rembourser, dès son retour, 

la différence de prix ;  
-soit, s'il ne peut proposer aucune prestation de remplacement ou si celles-ci sont refusées par l'Utilisateur pour des motifs 

valables, fournir à l'Utilisateur, sans supplément de prix, des titres de transport pour assurer son retour dans des conditions 

pouvant être jugées équivalentes vers le lieu de départ ou vers un autre lieu accepté par les deux parties.  
Les dispositions du présent article sont applicables en cas de non-respect de l'obligation prévue au 13° de l'article R. 211-4.  

  


