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NEWSLETTER GUIDLINES 
 
PASC UK now makes the weekly COVID-19 newsletter freely available to anyone in British self-catering. This 
newsletter now goes out to over 12,000 businesses. This is a massive increase in circulation and PASC UK 
has very limited staff resources. The following guidelines will therefore need to apply. 
 

• Paid members will receive telephone support 
• Paid members will receive priority email support 
• Guest newsletter subscriptions will receive email support where possible, subjects that are 

commonly asked will be answered in the weekly newsletter 
• Anyone passing on information taken from this newsletter must credit PASC UK with a link to the 

website www.pascuk.co.uk  
 



We are having to do this as are currently averaging 300+ emails and over 50 calls a day. Most questions 
relate to the information provided in the newsletters, so please read the newsletter, and check the links 
out before calling and emailing.  
 
CHANGE TO NEWSLETTERS 
 
There will be a change to the way in which we do newsletters. Only new information will be included and 
the rest of the information will be on the website at https://www.pascuk.co.uk/covid-19  This content is 
date stamped so that you will know if it is up-to-date. 
 
NEWSLETTER PROBLEMS 
 
Three weeks ago, we had to change the way that newsletters are sent to you all. The numbers are just too 
big for us to keep sending from the Higher Wiscombe address and we were in danger of being marked a 
spammer. We have been using a mail service called Send in Blue. This service had some problems with a 
few email addresses which meant about 10% were not getting through. We have found these email 
addresses, they were Microsoft ones, and deleted them from the list. We will send the newsletters to these 
owners separately. We are sorry for this inconvenience. Anyone who has not received the 11th May or 18th 
May newsletters and want copies, please send an email to chair@pascuk.co.uk. 
 
CMA ARE BACK AGAIN AND WHY 
 
We’re afraid that the CMA are back again and will be looking at how holiday accommodation has been 
looking after its guests during COVID. This will just cause even more issues for owners.  

  
As you may be aware the CMA has established a Taskforce to identify, monitor and respond to competition 
and consumer problems arising from coronavirus and the measures taken to contain it. They have just 
published their first report on some of the work of the Taskforce, focusing on the complaints they have 
received and the actions they have taken in response. Three sectors were initially prioritised: holiday 
accommodation; weddings and private events; and nursery and childcare providers, but because of the 
number and nature of complaints being received, package holidays have now been included in the scope of 
the investigation. 

   
https://www.gov.uk/government/publications/cma-coronavirus-taskforce-update-21-may-
2020/protecting-consumers-during-the-coronavirus-covid-19-pandemic-update-on-the-work-of-the-cmas-
taskforce 

  
More detail here https://www.gov.uk/government/news/update-on-cma-covid-19-taskforce  Here are the 
key points: 



 
 
 

 
 
Background 
 
The main reason for their continued investigation into the sector has been the behaviour of a few. Trouble 
is some of the few have around 100,000 holiday cottages on their books and have been really poor in 
dealing with guests. We will highlight Sykes here, but others like Hoseasons are of a similar vein. Sykes even 
have a Change.org against them! 
 
 



 
 

https://www.change.org/p/sykes-cottages-refund-your-
customers?recruiter=52035497&recruited_by_id=4d8fb7d0-6736-0130-1e4a-00221968d0e0 
 
They have an extremely active Facebook Group (Sykes Cottages Unhappy Customers Page) with over 4,000 
Members. When complaints reach this kind of level the CMA is forced to take action and then those that 
have been equitably been trying to sort out their guests in this crisis suffer even more.  
 
The fallout continues and owners are leaving in droves. Here is an example of Sykes correspondence to 
them  

Dear xxxx,  

We are really disappointed to hear that you would like to leave Sykes Holiday Cottages. 

I understand your comments around the media. The majority of this negative publicity is generated by an 
incredibly small proportion of our customers. What you may not see is the phenomenal strength and depth 
of our loyal and supportive customer base. This support has enabled us to successfully change the dates of 
over 50,000 customer holidays. Sykes has waived over £1 million in fees to allow these customers to enjoy 
a holiday at a safer time and by doing so, protect future income for owners and indeed all those who rely 
on the self-catering industry.   



Our relationship with our owners is of paramount importance to us, which is why we have taken the 
approach that we have. Where customers due to travel during the lockdown period are unable to amend, 
we are asking owners to refund the money that they have received. To try and help owners we are 
providing customers with an ex-gratia credit for the commission and fees which you have paid to us. 

Our team will be in touch in order to facilitate your withdrawal. 

Kind regards, 

xxxx 

A couple of comments on this letter. Sykes have ‘waived £1m”. That is a drop in the ocean for a company 
that says it spends over £25 million on marketing alone. Your chairs business is getting near to refunding six 
figures and has only three cottages.  
 
It is highly likely that there will be consequences for the whole sector as regards payment/cancellation 
terms as a result of those that have blanket refused refunds, moved guests to non-equivalent dates, and 
increased the charges for the deferred bookings by way more than inflation. 
 
COVID GUIDELINES FOR OPENING AND VISIT ENGLAND CERTIFICATION SCHEME 
 
Part One: Specific Self-Catering Opening and Cleaning Guidance 
 
We have seen this week the Guidelines for opening coming out of various organisations. In particular the 
UKH Guidelines which we have fed back into previously.  
 
These are too long a document for self-caterers as they cover all aspects of hospitality. 
 
We also think that there should be a check list for owners and cleaners. We are therefore working with two 
other Membership organisations, Premier Cottages, and the ASSC (Association of Scottish Self-Caterers) to 
create these guidelines for you. We will be taking all the best bits from as many opening guidelines as 
possible. 

• They will be free to use for all self-caterers whether you are a Member or not. 
 

• They will be clear and will provide Checklists 
 

• They will be completed within the next ten days, so plenty of time to read, absorb and plan for re-
opening. 
 

• They will cover writing the all-important Risk Assessment and will provide a template. 

Part Two: The Visit Britain certification Scheme 
 
PASC UK is a consultee on the preparation of this scheme. Here are the key points, as briefly as possible. 
 
Notes from the Visit Britain meeting 
  

• There is no legal obligation to sign up to this scheme. However, it will be heavily marketed as a key 
consumer confidence component of the £4m VE recovery marketing plan. 

  
• Visit Britain still trying to work with Visit Scotland and Visit Wales on this, not clear yet. If they don’t 

Visit England will go ahead anyway. 



  
• It remains an online system, free to businesses 

  
• It will not include detailed cleaning and opening guidelines (see notes) 

  
• It is a numbered certification scheme (see notes) 

  
• The Name and logo have been agreed but cannot be shared by Visit Britain at this time. 

  
• Delay is Minister sign off. VE Anticipate that Visit Britain will get this, and this has an early June Go-

Live  
  

• We raised IT issue to make sure it could handle bulk applications, being built for 20,000 per day 
  

• It will not have the words ‘safe’ or ‘legal’ in the name 
  

• The online process will have between 12 and 20 stages (see notes) 
  

• There will be a support line to help business owners complete form. In England dedicated support 
line. If happens in Wales and Scotland might be local Government dealing with these calls. 

  
• There will be spot checks, to check compliance with ticked boxes. Current thinking between 5-10% 

of all certifications as a deterrent. 
  

• The certificate Numbers will enable public complaints (see notes) 
  

  
Notes. 
  
Detailed Guidelines. These are not included. There will be a list of approved Guidelines e.g. UKH. PASC UK, 
ASSC etc. Organisations can get their guidelines approved if they are fit for purpose through Visit Britain. 
They are more minded to do associations than DMO’s (e.g. Visit Devon, Visit Northumberland) at this point, 
so as not to overload under-strain DMO’s.  
  
Example:  PASC UK guidelines are fit for purpose. The Applicant ticks that they are using those and they go 
to next question. This might reduce the number of questions/boxes a business has to answer and speeds 
up the certification process. If they are not using an approved set of guidelines they don’t get to the next 
box. 
  
Guidelines will only be approved if they cover the key points in the EHO, Govt and UKH guidelines, but can 
be shorter and sector specific.  
  
AirBnB can submit to be an approved set of guidelines, but these need to adhere to same rules that 
everyone else does. 
  
The scheme has a numbered certificate, so if someone wants to complain there is a route to identify and 
deal with this. VE currently minded that complaints should go back via the association that they used for 
Guidelines and have a short period of time to rectify, if not the certificate is withdrawn and no longer 
allowed to be displayed.  
 
 
 
KEY LOBBYING OBJECTIVES 
 



The key lobbying objectives over the next week for PASC UK and are pretty much shared by all 
accommodation associations and are as follows. 

• All Associations are lobbying for a review of the 2m rule. Many other countries are following the 
1m rule. The difference in how many hospitality businesses that could economically open at 1m 
rises from to 70%, from a pitiful 30% at 2m. We need lots of different kinds of businesses, 
restaurants, pubs cafés, museums, attractions etc to be able to open safely in order for us as self-
caterers to be able to offer a full holiday for our guests. 
 

• Again, alongside all other Hospitality Associations we are asking for Tourism to be treated as a 
special case by HMG. It is the sector that has been hit hardest, with some experts saying it will take 
10 years to recover. The support needs to be substantial, fast and long lasting if the sector is to 
recover. 
 

• Clarity on opening dates and giving both the businesses and the guests time to plan is becoming 
ever more critical. All Associations are as one on this and pressuring HMG at every opportunity. 

• Currently no self-catering owner that pays themselves through the Furnished Holiday Lettings Rules 
can apply for the financial self-employed support from HMG. As this applies to probably 80% of you 
this has been a primary lobbying target this week 
  

• Additional Financial support for self-catering business as the lockdown extension bites hard on our 
sector 
 

• Government to put pressure in Insurance Companies regarding their behaviour, with particular 
reference to refusal to honour guest insurance and refusal to honour Business Interruption 
Insurance  
 

• Businesses with a RV of over £51k cannot apply for the Grants 

If we make the list too long, all the requests will get lost in the mix. Bear in mind everyone is lobbying HMG 
at the moment, so we need to keep it as tight with all colleagues in other accommodation associations as 
possible, and only add a sector specific request, if as in Points 4 & 5, if it is a serious issue for our specific 
self-catering sector. 
 
THE INEVITABLE LOCKDOWN EXTENSION 
 
This will be desperately hard for all businesses to endure. In the case of the self-catering sector, it will lead 
to a tsunami of calls for refunds, cancellations and deferrals. This coming at a time when all material and 
meaningful Business Interruption Insurance is being refused. 
 
We have put together a summary of notes below on how you might deal with guests once the lockdown is 
announced, each business is different, each customer is different too, so these are just pointers on what 
you might say. 
 
GUIDANCE ON OPENING DATES CAN BE FOUND IN THE GOVERNMENT INFO PDF 
 
On https://www.pascuk.co.uk/covid-19  
 
WHO CAN COME AND STAY? 
 
The guidelines on who can come and stay before July 4th at the earliest are broader than previously. If this is of 
interest to you, then have a look at these links: 
 



These are the main rules 
https://www.gov.uk/coronavirus?gclid=EAIaIQobChMI4dblhbS26QIVi4BQBh13mA0XEAAYASAAEgIrJ_D_BwE  
  
Go to this link and at the bottom is a long list of who you could consider. 
https://www.gov.uk/guidance/coronavirus-covid-19-getting-tested#essential-workers 
 
WHAT TO SAY TO GUESTS? 
  
The guidance here has been changed on the 1st May 2020 by the publication of the CMA Guidelines which 
has been widely published by the BBC, ITV and Martin Lewis. 
 
This says. 
 
CMA to Investigate Concerns About Cancellation Policies 
 
In response to 80% of the Coronavirus related complaints that the CMA has received being in 
relation to cancellations and refunds, the CMA is opening a new inquiry which is focusing on three 
main areas of concern 

o weddings and private events 
o holiday accommodation 
o nurseries and childcare providers 

  
This investigation will include concerns about businesses refusing refunds or firms pressuring 
people to accept vouchers for holiday accommodation, which can only be used during a more 
expensive period. 
  
In addition, the CMA has issued the attached guidance to businesses on refunds where it states 
that it would expect the consumer to be offered a full refund where: 

o a business has cancelled a contract without providing any of the promised goods or 
services 

o no service is provided by a business, for example because this is prevented by 
Government public health measures 

o a consumer cancels, or is prevented from receiving any services, because 
Government public health measures mean they are not allowed to use the services. 

 
The full report is here and is well worth reading so as to understand the full impact. 
 
https://www.gov.uk/government/publications/cma-to-investigate-concerns-about-cancellation-
policies-during-the-coronavirus-covid-19-pandemic/the-coronavirus-covid-19-pandemic-
consumer-contracts-cancellation-and-refunds  
 
  
This guidance makes it very difficult to refuse to refund a customer for a booking in the lockdown. 
Essentially you cannot refuse, although you may off a credit or deferment as long as the customer is not 
pressured into this.  
 
You could send out something along the following lines, each will need to be tailored to each specific 
customer. We are only pointing out the bullet points. The first stage is to try to get those with insurance to 
claim on their travel policies.  
 
Each email will need to be crafted individually and made into a softer letter and then followed up with a 
phone call: 



 
Dear xxxx 
  

• We are writing to you with regards to the lockdown extension announced by the British 
Government. 

• We have been instructed to close our business until xx/xx/2020. 
• In the meantime, our closure means that if you have insurance, you are now able to claim, if you 

need copies of bookings/payments to provide to insurers, let us know. 
• We are not cancelling the contract, we have been told by HMG that we have to close. We also 

understand that you are not cancelling the contract as you have been told to stay at home.  
• This is unchartered territory for all of us, please be patient whilst we try to resolve how we can sort 

everyone out. 
• We are available to take your calls. 

 
Yours etc. 
 
If they don’t have insurance, then you need to make an offer to your guests and to communicate with your 
customers as quickly as possible. Informing them is a much better strategy than them asking you. 
 
You do need to discuss with each customer arrangements that you can make for them. Businesses need to 
make sure that every customer who has a booking in the lockdown period has been given one of the 
following options: 
 

• A full refund 
• A credit note against a future booking that covers the amount paid to date 
• An alternative date that works for the customer 

 
Do not agree to cancel a guests holiday in the lockdown, that may have two effects, if you cancel your T’s 
and C’s probably say you will give a full refund. They do not need you to cancel in order to claim on their 
travel insurance. If we ever get any Business Interruption Insurance on COVID-19 it’s probably better for 
claims that you have not cancelled. You don’t need to in the lockdown. You have been closed by the 
Government, the customer cannot travel by order of the Government.  
 
Also avoid the word refuse or refusal. If you are, as many are unable to refund all guests bookings, the word 
to use is that you are unable to make full refunds to all customers. Never a refusal. If you take this 
approach, the customer may take you to small claims. If you are taking this line, your current bank account 
holdings would need to substantiate this. 

  
 Whilst we understand that most of you have been let down by your Business Interruption Insurance and 
may not have the means to refund all guests at this time, it may be the best thing to try to come to an 
agreement with each of them. There are already Members who have had their social media trashed and 
had to switch it off.  
 
Many guests are also really worried, they may have lost their job or a large part of their income. Please do 
what you can. 
 
WHAT TO SAY TO GUESTS IF DEFFERING BOOKINGS OR OFFERING CREDITS 
 
Currently tens of thousands of bookings are being deferred by self-catering businesses all over the country. 
This will be exacerbated by the lockdown extension. It is therefore highly likely that at about this time next 
year, guests will start coming back to owners, wanting to change their dates again. This will be under all 
sorts of reasons, from ‘I just took a week to save my holiday’ to ‘you changed it last time’. This could of 
course mean that you would lose even more revenue. 
 



Some tips to avoid this. When deferring a booking, or providing a credit, you could ask the guests to agree 
to the following conditions. (You would need to check that these work for you, and you should modify the 
text to suit your own individual use. You may wish to add or remove points, they are just examples and the 
newsletter disclaimer above applies). 
 
IF DEFERRING A BOOKING 
 
Dear 
 
We fully understand the inconvenience of your holiday being cancelled and having to wait such a long time 
to enjoy it. However, the impact on our business is that we are providing you the equivalent of two holidays 
for the price of one. We have effectively become the insurers of last resort to everyone who has booked 
holidays with us. We do not insure the guest’s holidays, but we have always paid for the highest level of 
Business Interruption Insurance to cover such eventualities. As you may have read in the press, COVID-19 
claims are excluded from this, and we are being denied cover.  
  
As part of deferring your booking from xx/xx/2020 to xx/xx/21 we are therefore asking that you agree to 
the following terms and conditions: 
   

• That you take out holiday cancellation insurance as soon as practical, so that your booking is 
covered.  

  
• That you agree that you are booking under our current T’s and C’s. This means that if you wanted to 

cancel we would only be able to refund you if we were able to re-let the booking and only the 
amount actually paid by the new booking. (Check what your T’s and C’s say on this, do not just cut 
and paste) 

  
• The variation between the cost of your original monies paid and the total cost of your holiday, if it is 

higher, will be due 2 months prior to your arrival.  
  

• The variation between the cost of your original monies paid and the total cost of your holiday will be 
due 2 months prior to your arrival. 

  
• If that is acceptable to you, we will transfer 100% of the amount paid towards the deferred 

booking.  
  

Please let us know if this is satisfactory. 
 
Yours etc 
  
IF OFFERING A CREDIT 
 
Dear 
 
We fully understand the inconvenience of your holiday being cancelled and having to wait such a long time 
to enjoy it. However, the impact on our business is that we are effectively providing you with the equivalent 
of two holidays for the price of one. We have effectively become the insurers of last resort to the vast 
majority who has booked holidays with us. We do not insure the guests’ holidays, but we have always paid 
for the highest level of Business Interruption Insurance to cover such eventualities. As you may have read in 
the press, COVID-19 claims are excluded from this, and we are being denied cover 
  
As part of issuing a credit note against a future booking we are therefore asking that you agree to the 
following terms and conditions: 
   



• That you take out holiday cancellation insurance as soon as practical, so that your booking is 
covered.  

  
• That you agree that you are booking under our current T’s and C’s. This means that if you wanted to 

cancel we would only be able to refund you if we were able to re-let the booking and only the 
amount actually paid by the new booking. (Check what your T’s and C’s say on this, do not just cut 
and paste) 

  
• The variation between the cost of your original monies paid and the total cost of your holiday, if it is 

higher, will be due 2 months prior to your arrival.  
  

• If that is acceptable to you, we will transfer 100% of the amount paid to a Booking Voucher that can 
be used up until the end of 202?  
  

Please let us know if this is satisfactory. 
 
Yours etc 
 
It is highly likely that an increasing range of hospitality businesses will ask for guest to confirm that they 
have travel insurance as part of a normal booking.  
 
COMMUNICATING TO GUESTS COMING BEYOND THE EXTENDED LOCKDOWN REVIEW DATE 
 
Whatever date the extended lockdown ends, there will be guests just after and into the summer that 
decide that this is a reason to cancel. 
 
From the date of the lockdown until a reasonable period afterwards we would recommend that you write 
to each of these guests too. Again, letting them know what the situation before they write to you will help 
mitigate the situation. 
 
Suggested text might include something like the following, again you need to tailor to your chosen strategy. 
 
Dear  
  
Firstly, we trust that you are well etc etc. Secondly, we wanted to write to you to let you know what the 
situation is going on beyond the xx/xx/20, when the current lockdown will be reviewed. 
  
This is new ground for us…..been busy sorting our Easter-through May bookings who have effectively had 
their holiday cancelled by the Government.  We are obviously closed and guests are not allowed to travel.  If 
they had holiday insurance they were generally covered and have made successful claims. 
  
Beyond the xx/xx/20, (date of next review) we are open and you are able to travel. That could change if the 
lockdown period is extended again, but at the moment you would not be able to claim on your travel 
insurance as there is no current prohibition covering dates beyond the xx/xx20.  This may be different if you 
are in one of the high-risk groups that the Government has advised to shield for 12 weeks, as that would 
make you unable to travel beyond the current lockdown period, and may be claimable. 
  
We do not have cancellation insurance on your behalf, as guests usually have their own and have been told 
by our insurers that our Business Interruption Insurance does not cover COVID-19.  
  
What does this mean for you and your booking? 
  



Currently it is still a live booking as (under the currently announced restriction period) both of us could 
currently fulfil it. If you want to cancel now, that would come under our current terms and conditions, would 
mean that we do not refund monies unless we sell the holiday to someone else. 
YOU MUST CHECK WHAT YOUR T’S AND C’S SAY WHEN WRITING THIS SECTION AS THEY VARY 
ENORMOUSLY. THIS WILL ONLY WORK FOR SOME BUSINESSES 
 Normally that would be pretty straightforward as we have a 95% success rate up until now. However, we 
would have to be honest and say that this is very unlikely in  June this year. Currently, it is too early to claim 
on your insurance, as there is nothing to stop the booking going ahead.  We also can’t simply move 
everybody’s holiday forwards. Whilst on the surface that sounds like a solution, it means that we are 
effectively giving guests a free week.  
  
If HMG locks us down for longer, and you cannot travel, your travel insurance kicks in and that would be 
your first option. If not, then we will then work with you, as we have done with our Easter - May guests to 
come to an agreeable solution. 
   
We know the uncertainty is frustrating for everyone but we will keep in touch and are here to take your 
calls. 
 
Yours etc 
 
INSURANCE COMPANIES AND TRAVEL INSURANCE 
 
TRAVEL INSURANCE SCANDAL PT 2 
 
We covered in some detail previously what Travel Insurance companies are doing to avoid paying out. This 
has reached new lows last week with major companies adding additional clauses on why they don’t have to 
pay out. 
 
See Response to guest from AXA with the highlighted points in red.  
 
From: AXA Travel Insurance Limited <claims@axa-assistance-claims.com>  
Sent: 21 May 2020 17:04 
To: xxxxxxxxx 
Subject: AXA Travel Insurance Limited - Travel Insurance Case xxxxxxxxx 
  
  
  
Mr xxxxxxx 
xxxxxxxxx 
xxxxxxxxx 
xxxxxxxxx 
  
21 May 2020 
  
Dear Mr xxxxx, 
  
Re: Travel Insurance Claim Ref: xxxxxxxxx 
  
Thank you for your communication. 
  
Firstly, we would like to apologise for the delay in reviewing your information.  
  



We are aware that many of our customers have had their travel plans disrupted or cancelled due to COVID 
19 (Coronavirus) and find themselves trying to obtain refunds for flights, hotels, package trips, excursions 
etc. 
  
The current advice from the government is that the CMA (Competition and Markets Authority) expect a 
consumer to be offered a full refund for any of the following situations: 
  

·         A business has cancelled a contract without providing any of the promised goods or 
services; 

·         No service is provided by a business, for example because this is prevented by Government 
public health measures; 

·         A consumer cancels, or is prevented from receiving any services, because Government 
public health measures mean they are not allowed to use the services. 

  
For more information please visit the government website; 
  
If your trip has been affected, we request that you primarily liaise with your travel provider(s) and pursue 
full reimbursements for your costs. Some companies are offering credit notes, vouchers or partial refunds. 
If you are unwilling to accept this, you will need to submit your claim for a full refund with your travel 
provider(s) and allow them some time to process your request accordingly. 
  
If you are due to travel in the future, we would ask that you contact your travel provider(s) for a potential 
refund along with additional advice about what options are available to you. Customers who are prevented 
from travelling due to Government public health measures are able to seek reimbursement from your 
travel provider. However, you may need to wait until closer to your departure date before this is received.  
  
Unfortunately your travel insurance does not cover refundable costs or travel vouchers/credit notes from 
your travel provider. 
  
If your claim is not one covered by the CMA guidelines, please contact us on claims@axa-
assistance.co.uk and we will endeavour to review your correspondence in due course. 
  
We, like other customer service teams around the world are experiencing an unprecedented high volume 
of claims, which means in some cases this may result delays. We will do our best to keep any response 
times as short as possible. 
  
We thank you in advance for your patience and understanding during this challenging period. 
  
Yours sincerely, 
  
AXA Travel Insurance Limited 
 
We are bringing this to the attention of Government on a weekly basis. The customer has paid for travel 
Insurance, they must be able to claim from the Insurance Provider who has charged the guests premium for 
this service.  
 
 
COTTAGESURE, SCHOFIELDS AND NFU MUTUAL BUINESS INTERUPTION INSURANCE ACTION GROUPS 
 
We now have three Action Groups covering the three insurers above. 



 
COTTAGESURE ACTION GROUP 
 
The RSA/Gallagher’s/Cottagesure Action Group goes from strength to strength and now has a website. This 
can be found  https://cottagesure-action-group.com  It is a work in progress and will be added to as we 
move forwards. The group had received good coverage in the press including the Sunday Times and New 
York Times. If you have a policy please let us know immediately, currently, there are 350+ Members.  
 
NFU MUTUAL ACTION GROUP 
 
We have some excellent news for NFU Mutual policyholders. An action group will be curated by Penny 
Molyneux. 
 
Their principle objective is to gather the policyholders together, in a database for further action if 
necessary. 
 
These volunteers are curating the group, so that you can be ready to take on the NFU Mutual if you want 
to, they are not insurance specialists, or legal specialists any more than the PASC curation of Cottagesure is, 
so please do not swarm the email address with overly technical questions. Let the group form and take it 
from there as the Cottagesure Group has done so successfully. The Cottagesure Group will be sharing 
everything that we have put together with this new group to save them time. 
 
Please contact  penny.claim@gmail.com and send in the following information: 
 

• Name 
• Business Name 
• Contact number 
• The clause you are hoping to claim under 

 
We wish this new group all the very best for a successful outcome to the Business Interruption Insurance 
scandal. 
 
SCHOFIELDS ACTION GROUP 
 
PASC Member Chris Radford is setting up a group on behalf of Schofields insurance clients. They had been 
told that they will pay out under their denial of access clause.  
 
He has created a group to share experiences and take action, especially on the government grant 
exclusion.  
 
The Group is here https://www.facebook.com/groups/schofieldsgroup 
 
If any of you hear of any other groups that are active in trying to get self-catering policy holders pay-outs on 
Business Interruption Insurance, then please let us know and we will put them in the newsletter.  
 
INSURERS OFFSETTING GRANTS AGAINST PAYOUTS (carried forward) 
 
This is a huge scandal, many claims that self-caterers are being able to make against their insurers, it might 
be advance cancellation insurance, denial of access or limited COVID cover, are having the support Grants 
from HMG offset against the claim.  
 
For smaller businesses this may make the claim impractical and lets the insurers off paying out at all.  
 



We need to bring this to the attention of HMG, particularly the Treasury, as effectively the Tax-Payer is 
subsidising the insurance industry on a grand scale. Do we have a legal/tax expert who is in receipt of this 
newsletter who could advise us on preparing a template letter to MP’s and Treasury for next week please? 
That would be brilliant. Thanks J 
 
A WEEK IN THE LIFE OF PASC UK. 
 
Often asked what we do all week J Here’s a snapshot of the last week. 

• We answered over 1,000 emails 
• Took over 200 phone calls 
• Took part in the two weekly Regional Sessions with the SW Tourism Leadership Group 
• One of these is with Head of Tourism at DCMS 
• Attended Virtual board Meeting for the Tourism Alliance 
• Submitted papers to HMG on FHL, AirBnB being open, extending grant support and clarity on dates 
• Took part in CLA Tourism Seminar 
• Spoke directly to three MP’s 
• Wrote PASC UK, SW Tourism Alliance and Cottagesure Action Group Newsletters 
• Radio interviews 
• Worked with Cottagesure Action Group to submit the case to the FCA 
• Worked with Premier cottages and the ASSC to prepare Opening Guidelines 
• Worked with Devon industry leaders to prepare for MP Call 
• MP Video call with 9 MP’s for Tourism support 
• Worked with VB on video calls for certification programme. 

FURNISHED HOLIDAY LETTINGS RULES AFFECTING CLAIMS FOR SELF-EMPLOYED SUPPORT  
 
Extensive lobbying has taken place at the highest levels in HMG to try and get owners who are 
paid through FHL rules to be allowed to claim support under the Self-Employed Scheme set up by 
HMG. We have been supported here by the Tourism Alliance and other groups, to try and get this 
changed. Currently HMRC are Refusing to include FHL payments under the self-employed scheme. 
 
Explanation: 
 
HMRC rules that say that those paid under FHL cannot claim financial support through the Self-
Employed Support offered by HMG. We believe that this applies to 80% of you reading this 
newsletter. 
 
If confused, check with your accountant, you are likely to discover that your self-catering income 
comes under the pages "Property - FHL" and NOT under "Income from Self-Employment".  This 
means you currently will NOT qualify for the 80% up to £2500 assistance that’s available.  
 
We have provided full details of this to HMG and the impacts and will keep chasing. 
 
In the meantime, if you haven’t sent a letter to your MP, and are paid under this scheme, here’s a 
draft for you. 
 
You can find your MP’s email here https://members.parliament.uk/constituencies/ by entering 
your postcode.  
 
Dear (name of your MP) 



As self-employed professional self-caterers, who derive (x-100% - amend where applicable) of our 
income from our luxury self-catering operation in (insert the constituency name), we are dismayed 
to learn that we do not qualify for any of the income assistance programmes being offered by the 
Government, because of a technicality on the Income Tax Return.  At a time when the Government 
has (rightly) closed us down to stop the spread of Covid-19, we are reduced to zero income, and at 
the same time are also facing a barrage of guest requests for refunds, which we simply cannot 
meet.  We are pleading for the Government to rectify this technicality.  All “self-
employed” professional self-caterers will fall into the same pitfall. 

Furnished Holiday Lettings occupy a special niche in the tax world, and – subject to meeting the 
FHL criteria https://www.gov.uk/government/publications/furnished-holiday-lettings-hs253-self-
assessment-helpsheet/hs253-furnished-holiday-lettings-2018 - are regarded 
as trading businesses for tax purposes.  As such, unlike Residential Property, FHL income is subject 
to VAT and business rates. 

From an income tax return perspective, however, importantly, FHL income is reported 
under "Property - FHL (Furnished Holiday Let) Income", and as such is not classified by HMRC as a 
self-employment, but is considered to be property income.  For that reason, "self-employed" self-
catering operators will NOT benefit from the assistance for the self-employed under the current 
Government scheme. 

While the Government is likely to want to avoid paying assistance to second home owners and 
casual operators who do not derive their main income from self-catering, there are many 
unincorporated professional self-catering operators whose sole income is the operation of their 
FHL businesses.  It should be possible within the HMRC system to include FHL income where it 
meets the same criteria as those applied to the assistance for self-employment, namely: 

*Your self-employed trading profits must also be less than £50,000 and more than half of your 
income come from self-employment. This is determined by at least one of the following conditions 
being true: 

·         having trading profits/partnership trading profits in 2018-19 of less than £50,000 and these 
profits constitute more than half of your total taxable income 

·         having average trading profits in 2016-17, 2017-18, and 2018-19 of less than £50,000 and 
these profits constitute more than half of your average taxable income in the same period 

If you started trading between 2016-19, HMRC will only use those years for which you filed a Self-
Assessment tax return. 

* Extract from https://www.gov.uk/guidance/claim-a-grant-through-the-coronavirus-covid-19-
self-employment-income-support-scheme  

Without even taking into account the financial impact of the spectre of having to reimburse 
existing bookings, or move them into future periods (with all the implications that carries for future 
cashflow), the total absence of any current income from the usual flow of balances due and new 
bookings means that we – and other self-catering operators in this position – are facing significant 
financial hardship currently, but are unable to access any of the assistance packages being offered 
by Government (with the exception of the SBRR grants, where applicable).   



This issue has been brought to the attention of both DCMS and Treasury, via our connections with 
the industry trade associations, however we have heard nothing yet. Please can we ask for your 
support, as our MP on this matter in these difficult times. 

With thanks 

Insert Owners detail and address, very important, will only look at correspondence from 
Constituents. 

Details of the scheme itself if you are not paid under FHL can be found here. 

https://www.gov.uk/guidance/claim-a-grant-through-the-coronavirus-covid-19-self-employment-
income-support-scheme  

https://www.gov.uk/guidance/how-hmrc-works-out-total-income-and-trading-profits-for-the-self-
employment-income-support-scheme  

REDUCING YOUR OUTGOINGS 
 
Here are some real examples. Please, anyone who has got a saving from any supplier, let us know 
and we will add to next week’s summary. Every little helps. 
 
1. Plusnet gave a one-month holiday on bills. Will review in a month. 
2. BT switched business to a half price tariff for 24 months 
3. BT gave a payment holiday of one month  
4. Rubbish and recycling providers have left all bins in place with no rental charge 5. Switch all 
gas/electricity to cheapest suppliers 
  
Other savings/cashflow help may be possible from the following: 
 

• Go through every supplier you have, and see what support they might offer you during 
COVID-19.  

• Let all suppliers know that you are struggling and what your plans are to pay them, many 
are giving extended terms. 

• Monthly DDs for cottage utilities – get the amounts reduced, as you won’t be using power 
etc 

• Defer Tax Payments by agreement with HMRC. The biggest one here is probably VAT. 
 
Also, things like: 
 

• pausing Google Adwords (if you have an ongoing drip-feed in the background).   
• Turn things like TVs, hi-fi etc off at the plug or the consumer board) so no trickle.   
• Fridges, freezers etc turned off (and left open).  
• Hot tubs drained (but keep the drain cap on so you don’t get slugs etc taking up residence). 

 
This is also a time to look closely at your insurance policies, and review them in the light of what 
you now know about how insurance companies behave. 
 



A review of your Terms and Conditions might also be timely. Any changes that you make can only 
apply to forward bookings, so keep a copy of both on your website. 
 
Tread carefully with social media at this time, there are a lot of Members who have had a torrid 
time on it particularly if guests are not being offered a full and immediate refund. 
 
MASTER CANCEL FROM SUPERCONTROL 
 
For those of you that use the SuperControl booking system, it’s worth looking at an innovative 
new integration that is only available to SuperControl users. SuperControl have teamed up with 
Master Cancel who offer flexible cancellation protection - making cancellations risk free. 
 
Master Cancel covers you, the property owner or manager - not the guest. This means that if the 
guest cancels for any reason between 60 days and 2 days of the arrival date you reimburse them 
100% of the cost of their stay, and you can claim 90% of the holiday value if the dates in question 
are not re-booked. All they have to do is say ‘I want to cancel’. 

The fee is 4.4% of each and every booking and can only be applied against future bookings. Whilst 
some might think that this is steep, if we had all had something like this in place now, we would be 
feeling very different.  You can also auto-uplift your pricing to cover the cost. 

Master Cancel is only applicable from August 1st and on new bookings going forwards. 

There is an FAQ here for more information on Master Cancel. 
https://help.supercontrol.co.uk/m/integrations/l/1130202-master-cancel 

YOUR VISIT ENGLAND/AA QUALITY GRADING 
 
Any of you that have Visit England or AA quality assessments and direct debits looming, these 
have been postponed to post July 1st and April Direct Debits have been pushed to July. More 
information here: https://www.visitenglandassessmentservices.com/coronavirus/  
 
CHECKING PROPERTIES WHILST EMPTY 
 
Whilst properties are empty it is worth checking with your insurance company how regularly you 
need to check them. Each policy appears different. Get their rules from them in writing and keep a 
written log of your visits. 
 
 
YOUR VISIT ENGLAND/AA QUALITY GRADING 
 
Any of you that have Visit England or AA quality assessments and direct debits looming, these 
have been postponed to post July 1st and April Direct Debits have been pushed to July. More 
information here: https://www.visitenglandassessmentservices.com/coronavirus/  
 
A WEEK IN THE LIFE OF PASC UK. 
 
Often asked what we do all week J Here’s a snapshot of the last week. 

• We answered over 1,000 emails 
• Took over 200 phone calls 



• Took part in the two weekly Regional Sessions with the SW Tourism Leadership Group 
• One of these is with Head of Tourism at DCMS 
• Attended Virtual board Meeting for the Tourism Alliance 
• Submitted papers to HMG on FHL, AirBnB being open, extending grant support and clarity on dates 
• Took part in CLA Tourism Seminar 
• Spoke directly to three MP’s 
• Wrote PASC UK, SW Tourism Alliance and Cottagesure Action Group Newsletters 
• Radio interviews 
• Worked with Cottagesure Action Group to submit the case to the FCA 
• Worked with Premier cottages and the ASSC to prepare Opening Guidelines 
• Worked with Devon industry leaders to prepare for MP Call 
• MP Video call with 9 MP’s for Tourism support 
• Worked with VB on video calls for certification programme. 

 
HOW TO JOIN PASC UK? 
 
Go to www.pascuk.co.uk and follow the join instructions. We are always desperately in need of 
funds to continue our work in support of self-caterers. See About PASC UK for what we do. Thanks. 
 
ABOUT PASC UK 
 
PASC UK was formed three years ago. It had three principle objectives at that time. 
 
1/ Reduce Business Rates for self-catering 
2 Lobby for a ‘level playing field’, where all accommodation providers had to operate under the 
same rules, (think the 350,000 AirBnB properties). So that all have the same proportionate costs 
and regulations to operate under. 
3/ Recover the right to Inheritance Tax Relief for legitimate business operating under FHL 
(Furnished Holiday Lettings rules). 
 
And more…. See www.pascuk.co.uk  
 
In January 2019, PASC UK succeeded in negotiating a reduction in Business Rates of up to 35% for 
most self-caters in England and Wales. Despite a tortuous year with getting the Valuation Office to 
apply the new system, in January 2020 they switched the system to manual for Self-Caterers, 
(SCAT-131) and we now hear daily of Members getting great reductions and refunds. Guides on 
how to Check your Business Rates are available to Members. 
 
After years of lobbying, giving evidence to all Party Parliamentary Groups and working with all the 
other major accommodation associations in the UK, we had finally got HMG to agree to a round-
table on how to regulate the short-term accommodation sector. Our approach has been one of 
keeping the sector ‘safe and legal’. This meeting has been delayed by the COVID-19 outbreak but 
will be high on the agenda post the virus restrictions being lifted. 
 
We were also making good progress in our representations to HMG about the reinstatement of 
Inheritance Tax Relief to FHL businesses provided they complied with a basic business criteria. This 
is also on hold whilst we all deal with the COVID-19 challenge, but will be picked up as soon as 
practicable. 
 



And much more….  
 
PASC UK SOCIAL MEDIA 

 
Please follow PASC on Twitter @PascUK 
Please follow on Facebook @pascukltd 

The more of you that do, then the more effective we can be. Please it only takes a second, and if 
everyone who received this free newsletter did so, we would have 12,000 followers and a much 
louder voice. Thanks. 
 
DISCLAIMER 
 
We are in completely unchartered territory here, and any suggestions that we make are merely 
that and you should carefully consider your own business policies, and if necessary consult with 
your Professional Advisors. PASC is your lobbying Association, not a legal service. In addition, 
please be very wary of some of the advice given on internet communities, blogs and social media. 
There appear to be thousands of experts out there where my understanding is that there are very 
few. 
  
To that end, any information you get from any source you must double check. I will always try and 
put the actual link to the information in the newsletters so that you can read and assess 
yourselves. These are unprecedented times, please take exceptional care. 
 
 
Wishing each and every one of you all the best during these trying times, and please Stay Safe. 
 
Best regards 
 
Alistair Handyside MBE 
Executive Chair 
The Professional Association of Self-Caterers UK 
www.pascuk.co.uk 
chair@pascuk.co.uk 
07771 678028 

 
 


