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How DGI work with accommodation providers 

DGI has access to a vast selection of over 2 million accommodation options from top providers like Expedia, HotelBeds, Teldar, Travelodge, and Premier Inn. 

As part of our ISO requirements as a business, ISO9001 Quality, ISO14001 Environmental & ISO27001 Information Security, we conduct (as a minimum) an annual review of our suppliers to continually assess their ability to match our requirements for them as a TMC. If any elements are found that do not meet our stringent requirements but can be worked on in collaboration with the supplier, this would necessitate a re-assessment in 3 to 6 months reviewing what steps have been taken to ensure they do now meet the requirements. Each supplier we work with has, or will have, these evaluations conducted as part of their integration and therefore if their content is in our systems and bookable that’s how we highlight these elements as having been vetted by the wider assessment of the supplier through which we purchase the inventory. These supplier assessments are based on an evaluation of them against the elements below: 
 
Contract, Data Protection Clause, DPIA [Data Protection Impact Assessment] completed if no data protection clause in contract, OFAC check [Office of Foreign Assets Control – USA], OFSI check [Office of Financial Sanctions Implementation – UK], Price, Quality, Environmental Impact, Support / Aftercare and Social & Ethical Standing. 
 
The criteria for which are then expanded on below:

Price
Comparison against other potential suppliers
No additional costs outside of the agreed contract
 
Quality
Complaints received from operations and customer service teams
Willingness to work with technical teams to improve product offering
 
Environmental Impact
A developed sustainability programme and net zero pledges in place 
Working on sustainable initiatives such as offering “green hotels” or “green transfer/coach programmes”
 
Support/Aftercare
Effective access to support when required
Account Management
Timely response to complaints 
 
Social and Ethical Standing
A clear anti-slavery statement
Health & Safety protocols in place
Complying with statutory obligations
 






Through working in partnership with supplier providers who share our commitment to clients and communities, we aim to ensure that all partners in our portfolio comply with locally recognised health and safety standards and that checks are carried out on these units to ensure they are maintained and managed in a safe way.

In achieving the above statement of intent, DGI and its suppliers will pay particular attention to the following:
· Using our best endeavours to ensure that suppliers are responsible for providing facilities that are safe and comply with all local laws regarding health and safety, fire safety and good hygiene practices;
· Where deficiencies in safety standards are discovered, our suppliers will work with the provider to rectify the issues;
· Where warranted the provider will be taken off sale until the outstanding issues are resolved;
To assist in the implementation of this Health and Safety policy, our suppliers will utilise internal and external resources as well as work with DGI and accommodation providers to ensure a proactive solution to safety concerns.

Our accommodation providers have public and products liability insurance in conjunction with their work for tour-operators and/or travel agents and it is important to note that all of the accommodation providers we work with are monitored and bound by local regulatory bodies and legally obliged to provide a duty of care to their, and therefore our, travellers. Furthermore, DGI’s membership and participation in the BTA (the representative body for Travel Management Companies and the business travel community in the UK) and the ANVR (equivalent organisation in the Netherlands) means we play a leading role in monitoring and advising on the development of consistent air, accommodation & ground booking procedures and standards within the air, accommodation & ground industries worldwide.
 
The work and exchange with our suppliers is based on them removing products from sale that do not meet the standards they set when they come to re-audit them and if we encounter any issues or have concerns raised by any of our guests, we blacklist the property our side and feed the experience back to the supplier for them to look into. The results of this will then either be a removal of said property from their feed or they will put in a plan with the property, whilst it remains off-sale to us and then approach us with what corrective action has been taken to determine if we push them back live into our booking systems or not.

Our bedbank suppliers aim to have their accommodation re-audited to on-site accommodation audit standard at least every five years. They expect all contracted partners to meet regional and national safety requirements. The information gathered through the audit will help ensure the safety of our guests and it forms an important part of our suppliers’ Health & Safety Programme and part of their standard Health & Safety policy. 

Elements that are considered include, but are not limited to:

· Fire extinguishers
· Fire exits & lighting
· Fire doors
· Fire alarms/bells both inside and outside 
· Fire retardant soft furnishings used
· Presence of smoke and CO2 detectors


· DDA (Disability Discrimination Act) compliance
· Appliances regularly serviced 
· Electricity and Gas regulations met

Our suppliers are committed to helping ensure customer safety, and this includes being able to assess the properties they work with as part of the contract they have with them. After the audit, the property receives a recommendation report detailing all potential safety improvements identified during the audit, where implementation of said recommendations can lead to improvements in the grade and help the property manage their internal Health & Safety Programme.

Some of the recommendations might be harder to implement due to timing or budget, but if any fall below the minimum threshold required to meet local laws and standards, then that property will not be offered via their feed, not therefore be available for us to sell. 

Although we cannot self-audit 2 million+ hotels, in working with the bedbanks we have chosen to partner with, we help feed into a wider health & safety ecosystem of all those TMCs and Tour Operators using Expedia for example, ensuring, to the best of our ability, that the accommodation content we offer is as robust an offering as possible. 

The endeavours above must also be balanced with travellers taking the steps below in the event of any unsatisfactory accommodation, and this then helps form part of DGI’s duty of care responsibilities:
 
· Contact the DGI Out of Hours number (where applicable) – number is on the hotel voucher – 0161 884 5395
· Ensure the guest makes a complaint to the hotel locally and whether anything was agreed and by whom?
· Take any pictures to substantiate a claim
· Provide any receipts for any out-of-pocket expenses

Whilst we would hope any dissatisfaction might not occur, we want travellers to be well prepared should anything crop up unexpectedly and help them deal with it there and then, whilst ensuring we are minimising costs to your traveller and business at the same time. Should an issue arise with a property, as previously mentioned, this would be fed back to the supplier for them to action, but also immediately blocklisted our side whilst any investigation took place.

	Page 2 of 2

image1.png
dgi




