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HOSPITALITY AND TOURISM ASSOCIATION OF 
BOTSWANA (HATAB) 
 
CODE OF CONDUCT  

 
HATAB is the Associat ion of the leading and most exper ienced tour ism 
enterpr ises in Botswana and the best source of  in formation for  v is i tors. 
 
HATAB members can accommodate any v is i tors requests where the standard of 
the ir  operat ions are geared to  ref lect  members commitment  to  the achievement of  
the ir  major  ob ject ives which are: 
 
To promote Botswana as a pr ime dest inat ion in  a l l  t ravel  trade markets wor ldw ide. 
¥  To ensure that  a  h igh standard of serv ice is of fered by the Botswana Travel  
Industry.  
¥  To uphold the business eth ics of  the travel  profession, 
¥  To encourage the cont inuous growth and development of  the Tour ism  
 Industry consistent  wi th the Government  Pol icy and Tour ism Development. 
¥  To maintain  and enhance the reputat ion, standing and good name of  the 
 Associat ion and its  membership. 
¥  To ensure that  the publ ic receives the best  possib le serv ice from members. 
 
Al l  members of  HATAB are bound by the r ig id  rules of  the ir  own Code of  Conduct .   
In tending v is i tors to  Botswana are advised to arrange the ir  hol iday through one of 
our  members whose addresses and te lephone numbers are conta ined in  the 
d irectory. 
 
This Code of  Conduct is designed to ensure that  al l  members of  the HATAB trade 
honest l y which is the on ly ethical  method of  trad ing.   The Code covers trad ing in  
i ts  widest  sense -  between members of  HATAB, between members of HATAB  and 
overseas agents and suppl iers,  and between members of  HATAB and the ir  c l ients. 
 
Members of  the Associat ion are required to s ign i fy the ir  agreement to  observe 
st r ic t ly the Eth ics and Standards incorporated in the Code of  Conduct  and to  
ab ide by judgements reached by the Ethics and Standards Subcommittee and the 
Execut ive Committee in any case in  which the condit ions of  the Code of  Conduct  
are considered to have been breached. 
 
The condit ions conta ined in  the Code are by no means exhaust ive and wi l l  be 
added to  cont inual l y in  the l ight  of  exper ience gained and representat ions from 
members of  the Associat ion.  The Code of  Conduct is approved by the Min ist r y of  
Envi ronment,  W ild l i fe,  and Tour ism who have indicated that major  or cont inued 
contravent ion of  i ts  condit ions,  even by non-members of  the Associat ion,  may wel l  
have a de leter ious effect  upon the Ministr y’s  decis ion to grant or  renew a l icense. 
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Al l  members of  the Hospita l i t y and Tour ism Associat ion of Botswana  (HATAB)    
(here inafter  referred to as members)  shal l comply w ith the Associat ion ’s Code of 
Conduct as hereunder .  
 

PRINCIPLES  
 
This code is designed to regulate the act iv i t ies of  members between themselves 
and members of the publ ic ;  between themselves and non members and member 
pr incipals;  between themselves and their  fe l low members; and between 
themselves and other tour ism enterpr ises;  both nat ional ,  reg ional  and 
internat ional ,  and in  re la t ion to their  operat ional act iv i t ies.  
 
This code recognizes the lack  of  certain regulat ions, and laws extant  in  relat ion to 
the Tour ism Industry and therefore HATAB shal l  regulate the standards and 
pract ices of  members in relat ion to the ir  operat ional act iv i t ies. 
 
This code recognizes the necessity for  a tta inment of  i t s  standards and pract ices 
and embodies measures and procedures by which members shal l  uphold 
observance of the code under the author ity of  HATAB 
 

OBJECTIVES  
 
In  compil ing this Code of Conduct f ive c lear  ob ject ives have been def ined.   These 
are: 
 
a  To uphold the good reputat ion of Botswana as a tour ist  dest inat ion by 
ensur ing that  Botswana Tour ism Enterpr ises mainta in the highest standards of 
serv ice and va lue. 
 
b  By endeavour ing to  inst i tute a system of  redress,  to give agents and 
ind iv idual c l ients a l ike the conf idence of knowing that Botswana has a mechanism 
designed to consider possib le redress of  any wrongs, which a cl ient may have 
suf fered. 
 
c  To recommend certa in standards which the Min istr y of  Environment , 
W ildl i fe  and Tour ism might  consider in determining whether or  not  to grant  or  
renew the l icense of an operator .  
 
d  To provide a means for  the Associat ions members to seek protect ion or  
redress in d ispute e ither wi th another  member or  a non-member of  the 
Associat ion. 
 
e  To endeavour to inst i l  a sp ir i t  o f uni ty and loya l ty to each other  amongst 
members of  the  Associat ion. 
 
The Standards required to  achieve these object ives are set  out in succeeding 
paragraph categor ies:  
 
a  Standards perta ining to Members 
 
b  Standards perta ining to Clients 
 
c Standards perta ining to other Tour ism  
 Enterprises 
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STANDARDS PERTAINING TO MEMBERS 
 
a  At  least  one of those d irect ing a Tour ism Enterprise in  Botswana should 
have a min imum of  two years exper ience in  a post  d irect ly connected with  tour ism 
in general  and w ith tour ism in  Botswana in part icu lar .  
 
b  A member  must  be suf f ic ient l y cred i t  worthy to  ensure the smooth running 
of  the  c l ients v is it  and to  enable serv ices to be obtained for  c l ients countrywide. 
 
c  A member  must  be conversant  wi th  and observe the laws of Botswana and 
should be in complete sympathy w ith  the aspirat ions of the Republ ic o f Botswana.   
 
d  A member  must  be knowledgeable,  dedicated,  capable and sympathet ic 
and senior  management must be avai lable to deal  instant ly wi th  the 
d issat isfact ion of  any c l ient wi thout  de legat ing the responsibi l i t y to jun ior  
management. 
 
e  Compla ints shal l  be deal t  w ith prompt ly and eff ic ient ly.   In  the event  o f a 
d ispute with  a  c l ient  every ef for t  shal l  be made to  set t le the mat ter  amicably and 
as quick ly as possib le .   W hen compla ints are of such nature that  re ference to a 
pr incipal  is  necessary,  a  member shal l  use his best  endeavour act ing as 
intermediary to  br ing about a sat is factory conclusion.  
 
f  Transact ions with  cl ients shal l  be treated as conf ident ial  and 
correspondence shal l  be dealt  w i th prompt ly. 
 
g  Members shal l  act ively t rain  c it izens of Botswana with a v iew to improving 
the standard of serv ice of fered by a l l  operators in the Tour ism Industry.  
 
h  Members shal l  deal  fa ir ly wi th one another and shal l not  damage the 
reputat ion of,   nor disparage the business pract ices of  or serv ices offered by 
fe l low members. 
 
i  Members providing tour ism transport  serv ices w i l l  not operate any serv ices 
un less ful ly author ized to do so and unless permi ts for  the conveying of  tour ist ,   
issued by the re levant  author i t ies,  are he ld.  Members wi l l  not  use the t ransport  
operators who do not have the necessary permits to operate such serv ices.  
Members shal l  not a l low i l legal  companies or  ind ividuals to use thei r  faci l i t ies with 
the object  of  c ircumvent ing the regulat ions. 
 
STANDARDS PERTAINING TO CLIENTS 
 
a  To maintain  a high standard in serv ing the publ ic  and in compl iance with 
designated and approved standards for  each sect ion of  the industry. 
 
b  To make every ef for t  to ensure that accurate advert is ing and promot ional 
mater ia l  re f lect the ir  product enabl ing c l ients to exercise an in formed judgement 
in mak ing the ir  choice of  faci l i t ies. 
 
c  Publ ic it y mater ia l must at  al l  t imes be expl ic it  and avoid decept ion.  
 
d  Al l  t ransact ions between c l ients and members should be governed by a 
s igned and b inding agreement.   
 
e  The reasons for  any deviat ion from an adver t ised or  contracted i t inerary or  
accommodat ion should be expla ined to  the c l ients immediate ly.   Where an agent 
is involved he should be in formed as soon as possib le. 
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f  Al l  c l ients should be shown clear l y,   in wr i t ing,   the legal  l iab il i t ies of  the 
member.   A form should be issued at the t ime of  quotat ion and s igned by the 
c l ient  when the quotat ion is accepted. 
 
g  Any quotat ion g iven to  an agent or  indiv idual  c l ient  should show clear l y 
Unalterab le or  Al terab le i tem cost ing,   and should speci f ica l ly ind icate what 
serv ices are Included/Excluded. 
 
h  Fai lure to supply contracted serv ices should as a genera l  ru le be grounds 
for  a    refund being made to  a c l ient,  un less such fai lure is  as a resul t  of  
c i rcumstances  outs ide the control  of  the member. 
 
i  Where a subcontractor  is  employed,  the member  is not  absolved of 
responsib i l i t ies to i ts  c l ients.  
 
j  Responsib le and qual i f ied personnel o f a  member  should accept  that  they 
are responsible for  the welfare and or ientat ion of  each one of  the ir  c l ients.     
 
k  Members shal l  make themselves and the ir  staf f  conversant  with  the tar i f fs ,  
ru les and regulat ions of  the pr incipals with  whom they have deal ings and 
 v ice a versa. 
 
l  Members shal l  g ive ful l  serv ice to  the pr incipa ls they represent  or  who 
 represents them and shal l  conform to a l l  laws governing such business of  
 pr incipals and agents.  
 
m Members shal l  a lways carry out  contractua l  ob ligat ion in a honourable 
manner and observe the rules, regulat ion and condit ions of  business of pr incipa ls. 
 
n  Members w il l  endeavour a lways to adhere to t ruthfu l statement  and good 
taste  when ca l led upon to express opt ions of other organizat ions. 
 
o  Members w il l  a lways set t le  suppl iers accounts prompt ly and with in the 
per iod speci f ied of payments becoming due.  
 
p  Whenever a complaint  or  gr ievance by a c l ient  invo lves any principal ,  
members w il l  g ive the pr incipal  concerned every oppor tun ity to make a ful l  
invest igat ion before tak ing any act ion against the pr incipa ls or  seek ing to 
publ ic ise the gr ievance. 
 
 
STANDARDS PERTAINING TO OTHER TOURISM ENTERPRISES 
 
a A member  of the Associat ion should not accept an overseas cl ient  or  agent 
who is a l legedly indebted f inancia l ly to another  member of  the Associat ion,  un less 
pr ior  reference has been made to the Eth ics and Standards Sub-Committee.  This 
restr ic t ion shall  be mandatory once the matter  has been invest igated by the 
Ethics and Standards Sub Committee and in the op in ion of  the latter  the overseas 
agent   has been proved to be cu lpable.  
 
b  A member  shal l  repatr iate al l  fore ign earnings subject to such contro ls as 
shal l  be extant  in  law at  the t ime and to avoid such repatr ia t ion shal l  not  pr ice a 
safar i so low that  i t  is operated below cost  to  the detr iment  o f o ther  members in  
order  to accept addi t ional  payment  outs ide Botswana.  Str ic t  adherence at  a l l  
t imes to  Government monetary po l icy and regulat ions is required of  al l  members. 
 
c  A member  shal l  not sub-contract to unl icensed members and shal l where  
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possib le  only sub-contract  to another  HATAB member . 
 
THE ETHICS AND STANDARDS SUB COMMITTEE 
 
The Ethics and Standards Sub-Committee,   is the body which has been set  up for  
the purpose of ini t ia l l y monitor ing and in terpret ing the condit ions contained in the 
Code of  Conduct ,   for  inquir ing in to  any al leged breach of  these condit ions and 
mak ing recommendat ions accord ing ly to the Execut ive Commit tee.   The Sub-  
Commit tee w i l l  a lso make recommendat ions to the Execut ive Commit tee in 
respect of  addit ions to  or  de let ions from these condit ions in the l ight  of 
exper ience gained from i ts de l iberat ions. 
 
INFRINGEMENT AND ENFORCEMENT 
 
a Any  member  becoming aware of  unethica l pract ices on the part  of  fe l low 
members should advise the HATAB Execut ive provid ing fu l l  informat ion and 
evidence of the a l leged malpract ices.  
 
b  In  the event of  an in fr ingement of  th is Code of  Conduct  al l  facts pertain ing 
to  the  a l leged in fr ingement wi l l  be fu l l y examined by the Eth ics and Standards 
Sub Committee. 
 
c  The member against  whom an a l legat ion has been made shal l  provide at  
the request of  the Ethics and Standards Sub Commit tee,  such fur ther informat ion 
or  documentat ion as may be required within  such per iod as may be specif ied.  
 
d  The Ethics and Standards Sub Commit tee shal l  before reaching any f ina l  
conclusions,  g ive to the member concerned the oppor tun ity o f  mak ing 
representat ion ei ther   personal ly or  in wr i t ing in cases where,   i f  d isc ipl inary 
act ion is imposed can resul t  in repr imand, and or  f ine or  expuls ion.  
 
e  The Ethics and Standards Sub Commit tee decis ion with  regard to payment , 
f ine,  or  expuls ion shal l  be b ind ing on the Member  concerned. 
 
f  I f  in the op in ion of the Ethics and Standards Sub Commit tee,   a member  
has commit ted any breach of  the ob l igat ions imposed upon him in terms of  this 
Code of  Conduct  and Rules or  Resolut ions or  has committed any act  deemed 
detr imenta l to the interest  of the Associat ion or  i ts  Members,  such Members shal l  
be subject  to d isc ip l inary act ion as the Eth ics and Standards Sub Commit tee shal l  
so determine.  
 
g  A member  who in  the op in ion of the Eth ics and Standards Sub Committee 
has commit ted any breach of  his obl igat ions imposed upon h im in terms of th is 
Code of  Conduct  and Rules and Resolut ions adopted by the Associat ion or  has 
committed an act deemed detr imenta l to  the in terest  of  the Associat ion or  i ts  
Member may become l iab le for  discip l inary act ion of  expuls ion after  the Eth ics 
and Standards. Sub Committee has g iven two pr ior  warnings for  minor  
malpract ices,  but in the case of  a  major  malpract ice or  breach of e thics the 
member may be l iab le for  immediate expulsion. 
 
A MEMBERS LEGAL LIABILITIES 
 
a  The member w il l  be insured against legal l iab il i t ies from any injur ies,  which 
might  be received by c l ients whi lst  in i ts  premises or vehic les. 
 
b  The member and i ts  agents act  only as agents of  the c l ient in a l l  mat ters 
re la t ing to hote l  accommodat ion, s ightseeing,  tours and transpor t whether by  
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a ircraft ,  road, motor  coach, ship,  boat,  or  any other means, and shall  not be l iable 
for  in jury,  de lay,  loss or  damage from any cause and in any manner howsoever 
except  when the c l ient  is  be ing carr ied in transpor t owned by the member. 
 
c  The member ’s l iab i l i t y to  c l ients car r ied in i ts  own vehic les is governed by 
the laws of  the Republ ic o f Botswana and no other  country and a l l  c laims are 
subject  to  the jur isd ict ion of the cour ts of  the Republ ic  o f Botswana.  
 
d  The member  reserves the r ight  to employ subcontractors to  carry out  a l l  or  
any  par t of  the serv ices agreed to be suppl ied and in the event  o f the exercise 
of  such r ight  the terms of c lause c)  rela t ing to the member ’s l iabi l i ty shal l  apply. 
 
e  Whilst  every care is  taken, the member  cannot  be held responsib le  for  loss 
or  damage to  baggage. I t  is  therefore advisable for  c l ients to ef fect  a  separate 
baggage insurance. 
 
f  In  the event that  any c laim is made against  the hote l ier,  Travel  Agent or  
Tour Operator in respect  o f any loss or  damage occasioned by the breach of 
contract ,  negl igence or  o ther faul t  of the member , the member shal l  be l iab le to  
indemnify the hotel ier ,  Travel  Agent  or  the Tour  Operator  (as the case may be)  
on ly i f  such c laim  would have succeeded and only to the extent  that damages 
would have been awarded against hotel ier ,  Travel  Agent  or  the Tour Operator  (as 
the case may be) in the courts o f the Republ ic  of Botswana if  the hotel ier ,  Travel  
Agent  or the Tour  Operator  (as the case may be) had submit ted to the jur isd ict ion 
of  the sa id  cour ts. 
 
g  In  respect  o f any such c laim as is  ment ioned in  sub-clause f)  o f th is c lause 
the member shal l  be under  no l iabi l i t y whatsoever  or  howsoever ar is ing other  than 
the l iab i l i t y expressly assumed in this clause.  
 
h  For  the purpose of  this c lause the member  shal l  be deemed to  include i ts 
servant and agents and shal l  be deemed to  contract  on i ts own behalf  and on 
behalf  of  each such servant  and agent .  
 

 


