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0.0
INTRODUCTION 

0.1 
PREAMBLE
The quality of visitor experience is fundamental to the success of any tourism business and destination The National Tourism Policy, therefore, requires the development and implementation of a Kenya Code of Tourism Practice, hereafter referred to as the Code, for all sectors of tourism benchmarked on internationally accepted standards. The Code requires Kenya’s licensed commercial tourism operators to commit to globally accepted ethical conduct and promulgates appropriate guidelines. This is not a list of best business practices but rules for ethical conduct by the tourism industry. 

The Kenya Tourism Policy requires tourism service providers and local communities to form sub sector Associations and tourism Umbrella bodies with codes of practice that enhance self-regulation. All Association and Umbrella Codes must be approved by the Ministry of Tourism. A sub sector Association representing trading companies must have a dispute resolution mechanism governing its members.
Only Associations and Umbrella bodies that register their commitment to the Code will be recognized by the Ministry of Tourism. Individual tourist operators will only be licensed upon producing proof of valid membership to a recognized Association and will lose their tourism license if not a member.
0.2
THE CODE OBJECTIVES
0.2.1 
Be a seal of approval for attainable tourism standards.

0.2.2. 
Increase professionalism in handling clients and improve Kenya’s image as a quality  tourist destination;

0.2.3
Enhance safety and reduce tourism complaints and malpractice in the industry.

0.2.4
Supplement the tourism licensing regime with self-regulation by the industry.

0.2.5
Provide a non-legal framework for conflict resolution among industry members and minimize legal liabilities and provide protection or redress in any dispute with another license holder or client.

0.2.6
Provide a benchmark for self-evaluation by tourism service providers and maintain \
consistency in service delivery.

0.2.7
Be a licensing requirement for a company or person to obtain a tourism license and also enable them to offer services to the Government and other agencies.  

1.0
CODE OF PRACTICE FOR ALL TOURIST LICENCE HOLDERS.

1.1
SUSTAINABLE PRACTICES
1.1.1
Adhere to Area Management Plans that safeguard the natural environment, especially beaches and wildlife conservancies, marine and terrestrial, to achieve sound, continuous and sustainable economic growth geared to satisfying equitably the needs and aspirations of present and future generations.
1.1.2
Give correct information on the impact of their development projects on the environment and natural surroundings and provide transparent and objective information on future programmes and their foreseeable repercussions and foster dialogue on their contents with the populations concerned.

1.1.3
Recognize nature tourism and ecotourism that respects the natural heritage and local populations when in keeping with the carrying capacity of the areas and/or sites as being particularly conducive to enriching and enhancing the image and reputation of tourism.

1.1.4
Engage in tourism development and activities that are conducive to saving rare and precious resources, such as water, forests and energy, as well as engaging in environmentally sound solid waste and sewerage disposal mechanisms.

1.1.5
Design tourism infrastructure and tourism activities that protect ecosystems and biodiversity and preserve endangered species of wildlife and agree with the imposition of limitations or constraints on their activities when these are exercised to protect sensitive areas and species.
1.1.6
Advice tourists and visitors not to purchase merchandise or services on beaches, remove shells or coral from the sea, remove animals or animal parts or plants from Parks, nor commit any criminal act or any act considered criminal by the law including destruction of environment, trafficking in illicit drugs, arms, prohibited antiques, protected species and products and substances that are dangerous or prohibited by national regulations.

1.2
LOCAL COMMUNITIES, HUMAN RIGHTS AND CULTURAL PRACTICES
1.2.1 
Provide opportunities for visitors to learn about Kenya and her people and promote tolerance and respect for religious, philosophical and moral diversity and encourage travel for purposes of education and cultural experiences.
1.2.2
Conduct tourism activities in harmony with the attributes and traditions of host regions and plan the architectural approach to and operation of restaurants, camp sites, casinos, caterers and other resorts that integrate, to the extent possible, the local dietary, economic and social fabric and that respect the laws, practices and customs of all persons including minorities and indigenous peoples.
1.2.3
Promote and engage in tourism activities that respect the equality of men and women, promote human rights and, more particularly, the individual rights of the most vulnerable groups, notably children, the elderly, the handicapped, ethnic minorities and indigenous peoples.

1.2.4
Encourage and support family, youth, student and senior tourism and tourism for people with disabilities and not conduct activities that conflict with the fundamental aims of tourism, or exploit human beings in any form, particularly sexual, especially when applied to children. 

1.2.6
Sign the Kenya Code on child sex tourism.

1.2.7
Respect Kenya’s artistic, archaeological and cultural heritage and the benefit of preserving monuments, shrines, museums, archaeological and historic sites and plan tourism activities that allows traditional cultural products, crafts and folklore to survive and flourish, rather than causing them to degenerate and become standardized.

1.2.9
Associate tourism activities, where relevant, with local populations and equitably share the economic, social and cultural benefits they generate, particularly in the creation of direct and indirect jobs.

1.2.10
Hotels will ensure beaches are clean and place a Visitors Code of Conduct in all rooms and all accommodation suppliers, restaurants, pubs and clubs and places of tourist entertainment will create harmonious co-existences for all residents and non-residents in host establishments with regard to vehicular traffic and noise pollution.

1.3
COMMUNICATE CLEARLY AND HONESTLY. 
1.3.1
Provide tourists with objective practical and honest information, brochures, advertisements and other promotional literature that do not contain misleading statements or information on places of destination or the conditions of travel and hospitality and not contain implied criticism or disparagements of others.
1.3.2
Ensure that contractual clauses proposed to their customers are readily understandable especially with regard to booking terms, deposit conditions and cancellation conditions in tariffs and that all transactions are in writing and governed by a signed and binding agreement containing the legal liabilities and all quotations must show clearly the unalterable or alterable cost items and must specify what services are included or excluded.
1.3.3
A license holder must employ qualified personnel that understand they are responsible for the welfare and orientation of each one of the clients and ensure that reservation and booking enquiries and correspondence are dealt with promptly, within 2 days, and in the event that it is not possible to reply fully, an acknowledgement should be sent, stating that a full reply will follow within a week.
1.3.4
Issue honest and balanced information on special events or adverse situations that could influence the flow of tourist and provide access to all available competitive forms of services and products to enable them to make informed choices and adhere to truthful statements and to good taste when called upon to express opinions about any other travel organization.

1.3.5
Assist internal or external tourist communication especially with regard to local administrative, legal and health services and consular representatives of their countries of origin in compliance with the diplomatic conventions in force and make tourist personal data and information confidential and treat client correspondence as confidential.

1.3.6
A travel arrangements shall not be cancelled after the date when payment of the balance of the price becomes due unless it is necessary to do as a result of hostilities, political unrest or other circumstances amounting to a force majeure. In such cases agents and direct clients must be informed without delay and be offered the choice of an alternative tour or travel arrangements, at least comparable in standard, if available.  Alternatively, a prompt and full refund of all money paid less reasonable expenses shall be made.

1.3.7
Should a material alteration become necessary to a travel arrangement for which bookings have already been made, the license holder concerned shall inform clients the choice of either accepting the alteration, which must be of comparable standard, or of receiving a prompt and full refund of all money paid, less reasonable expenses when the alteration is due to circumstances amounting to force majeure.

1.4
OBSERVE WORKERS RIGHTS. 
Provide salaried and self-employed persons with appropriate initial and continuous job training and provide employees adequate social protection and job security as far as possible. A specific status, with particular regard to social welfare, should be offered to seasonal workers in the sector.

1.5
SAFETY AND TOURISTS RIGHTS.
1.5.1
Sign an Association Code of Conduct and ensure that staff are aware of the Code and inform clients of the dispute resolution mechanism and co-operate in its effective application by referring unresolved disputes at Association level to an Umbrella body and the Ministry of Tourism whose jurisdiction is this Code.

1.5.2
Co-operate with the public authorities in tourist security and safety, accident prevention, health protection and food safety and provide suitable information of insurance and assistance.
1.5.3
Accept or release reserved services as quickly as possible and within the periods stipulated by the Principal and pay fair compensation in the event of failure to observe their contractual obligations.
1.5.4
All tourism license holders providing tourism transport services will not operate any services unless fully authorized so to do and unless permits for the conveyance of tourists, issued by the relevant Government ministry are held and all vehicles shall be regularly maintained and carry first aid equipment.
1.5.5
Only sub-contract to licensed operators and not allow non-licensed companies or individuals to utilize any certificates with the object of circumventing the legal obligations.

1.5.9
Employ only guides, driver guides and other employees, that hold positions directly involved with tourist safety, that are trained and licensed and knowledable on customer care and social etiquette and hold first aid training certificates.
1.5.10
Provide periodic safety driving refresher course and ensure that driver guide contracts include accident and life insurance for the driver.

1.5.11
Ensure safety of tourists by annual professional Fire Safety Assessment Certificates whenever flammable local materials such as Makuti are used on roofs and comply with national fire fighting requirements.
1.5.12
Carry out twice yearly food preparation and storage audits with independent surveyors.

1.5.13
Insure against legal liabilities from any injuries which might be received by passengers in vehicles or other modes of transport for purposes of travel or sport and require clients to have travel insurance to cover any eventuality.

1.5.14
Ensure equipment and facilities used by clients, including but not limited to transport facilities, buildings, moorings, and jetties meet standards defined by the relevant international body if such exists and ensure all staff including instructors / guides will be smartly turned out and identifiable as such.

1.5.15
Not take unnecessary risk that may endanger tourists with special regard to the experience of the client and of the prevailing conditions. Specific areas must be set aside for a sport or activity and must be clearly delineated with clear signage for others in the area to recognise any danger. The practice of the sport or activity should not inconvenience or affect the safety of others who have an equal right to be in the location.
1.5.16
All instructors and guides will lodge credentials with the Ministry of Tourism as part of licensing requirements and where there is no system of certification for instructors, a letter detailing the persons experience should be lodged with the Ministry of Tourism.

1.5.17
If children are limited by age in participating in an activity by an internationally recognized body then that age limit will be deemed to apply in Kenya and they must be afforded extra care and attention with special regard to the age, gender and physical development of the child.

1.5.18
Where applicable a passenger manifest must be kept with names of clients, age of children, times, name of instructor or guide and the instructor or guide is directly responsible for the safety and well-being of his/her client. The instructor or guide will not take any person for the activity if he/she should consider conditions dangerous with special regard to the age, physical development or experience of the prospective client. 
1.5.19
When operating a tour a clearly labelled first aid box that shall include but not be limited to bandages, plaster, mercurochrome, disinfectant cream, seasick tablets, headache pills, soothing cream, (for sunburns and bites), cotton-wool, scissors etc. and every licence holder must provide a list of emergency services with telephone numbers that is easily accessible.

1.6
COMMERCIAL STANDARDS.
1.6.1
At least one director should have a recognized qualification and two years experience in a post directly connected with tourism in general and to the License holder in particular and must be sufficiently credit worthy to ensure the smooth running of all client services.
1.6.2
All directors must be conversant with and support the Kenya tourism policy and abide by the Tourism Act and must be sufficiently knowledgeable, dedicated and capable of providing senior management to deal rapidly with any client dissatisfaction without delegating the responsibility to junior staff. 

1.6.3
All tourism license holders must deal fairly with one another and not damage the reputation of, nor disparage the business practices of or services offered by another license holder and must deal with complaints promptly and efficiently. In the event of a dispute with a client every effort must be made to settle the matter amicably and quickly as possible. When complaints require reference to a principal, every effort must be made to act as an intermediary to bring about a satisfactory conclusion.

1.6.4
If a complaint or grievance by a client involves a principal, give the Principal concerned every opportunity to make a full investigation before taking any action against the Principal or seeking to publicize the grievance.

1.6.5
Failure to supply contracted services should, generally, be grounds for a refund to a client unless such failure is a result of circumstances outside the control of the license holder.

1.6.6
Where a subcontractor is employed, the license holder is not absolved of responsibility to the client.

1.6.7
Carry out contractual obligations in an honourable way, observe the rules, regulations and conditions of the sub sector Association, practice good business principals with modern business standards and engage in learning and improvements when possible and pay, where appropriate, legal tourism levies to the Ministry of Tourism.
1.6.8
Promote training and marketing and solidarity with sister-nations in the East African region, in pursuit of a common sharing of the regional potential.
1.6.9
Multinational tourism enterprises shall be free to invest and trade but not exploit any dominant position or impose artificial business models that reduce their contribution to the economy and shall repatriate foreign earnings for products sold in Kenya and not price products or services below cost to the detriment of other operators in order to accept additional payment outside Kenya.

1.6.10
Prohibit all staff and management from engaging in bribery or kickbacks or improperly influence or corrupt the actions of a government official, agent, supplier of customer and train staff to contribute towards a hospitable business and transaction atmosphere.
