IT’S You Small Groups

All Considered

Tours Go WITH Freedom to Explore

Problem on tour? No problem!

The purpose of this document is to outline our expectations regarding communication when issues arise on
tour. Bunnik Tours must be notified immediately of any situation impacting a client or group so that we can
work together to determine the best possible outcome.

Early communication allows us to respond quickly, support Ground Operators, Tour Directors, and minimise
disruption to the client experience.

Our preference is always for same-day escalation. The Bunnik Tours team is here to support you — escalation
is not viewed as a failure, but as an important part of delivering a high-quality touring experience.

To ensure issues are responded to as a priority, we ask that the Operations email inbox, relevant Operations
Specialist, and Emergency Assist Team are included when notifying us of an on-tour issue. This ensures the
appropriate team member can respond promptly, 24/7, without delay.

Outside of our dedicated working hours, a call to the Emergency Assist Team should always be the first point
of contact to ensure urgent matters are addressed immediately. For critical issues, please reach out to
Annelieke, Julie, Abbie or Chloe via WhatsApp to ensure immediate action and support.

Communication Avenues — Group Email Contacts

Bunnik Tours Operations Team Operations@bunniktours.com.au
Monday to Friday during the Adelaide hours 08.00am-8.00pm

Emergency Assist Team emergencyassist@bunniktours.com.au
Monitored 24/7

Communication Avenues — Emergency Contact Numbers (WhatsApp preferred)

Bunnik Tours Office & Emergency Assist Team (24/7) +618 8359 2295
Annelieke Huijgens — General Manager (Annelieke Huijgens@Bunniktours.com.au) +61410 725 879
Julie Moran Bunnik — Customer Care Manager (Julie.Moran- +61418 808 364
Bunnik@Bunniktours.com.au)

Abbie Bell — Operations Manager (Abbie.Bell@Bunniktours.com.au) +61417 871097
Chloe Marshman - Assistant Operations Manager +61437 813 642
(Chloe.Marshman@Bunniktours.com.au)
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Escalation Examples: GO = Ground Operator / BT = Bunnik Tours / TD = Tour Director/Guide

Issue Who is responsible Action Required

Missed transfer / cannot | GO ¢ Call the clients phone number provided to GO
locate clients at the ¢ Arrange alternative transport

airport o Refund client (if required)

¢ Notify Bunnik Team

o If a client is extremely distressed call the Emergency
Assist Team or Bunnik Contacts

Change of Tour Director | GO e Notify BT Operations

e Advise clients of new details

e |f a significant issue negatively impacts the whole
group (unhappy clients) call the Emergency Assist
Team or Bunnik contacts

Change of bus GO ¢ Notify BT Operations

e Advise clients

e If a significant issue negatively impacts the whole
group (unhappy clients) call the Emergency Assist
Team or Bunnik contacts

Difficult client BT/TD o Notify BT Operations & Emergency Assist Team, if
group is impacted

o BT to liaise with TD / GO for best way to proceed

Poor physical mobility BT/TD ¢ Notify BT Operations or Emergency Assist Team who

will liaise with TD / GO for best way to proceed - we

want to avoid it impacting the others on tour and of

course the TD as well

Change to itinerary GO /BT ¢ Notify BT Operations for best way to proceed

e Advise clients about new arrangements
lliness or injury requiring | GO /TD /BT ¢ Notify BT Operations or Emergency Assist Team
medical attention or immediately so we can provide support and make
hospitalization changes to their arrangements.

o |f client is hospitalized or confined to their room,
please have daily contact with them ensuring they
have access to food, medical care, interpreter when
required and provide us with updates.

e Ensure any travelling partner is cared for and is
contacted daily

o Assist with any arrangements (Example: additional
nights of accommodation, transfers etc.)

e Regular updates are required until resolved

¢ While supporting the affected client/s, it is also
important that the Tour Director ensures they are
adequately rested and remain focused on the overall
management and experience of the main group. The
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Ground Operator is responsible for assisting with
coordination and support where possible so the Tour
Director can continue to effectively manage the
wider group experience.

Client unhappy with GO /BT/TD ¢ TD to try to rectify with hotel / clients

hotel or other aspect of e Advise BT Operations or Emergency Assist Team
tour

Please note:

Very minor injuries/illness (not requiring medical attention) or minor inconveniences on tour do not need to
be advised to the Bunnik Team.

Any situation that cannot be rectified by the GO / TD that is significantly affecting the passenger/s must be
advised to Operations and our Emergency Assist Teams.

Customer Sales & Enquiries Agent Bookings & Enquiries Head Office
Toll Free 1800 286 645 Toll Free 1300 125 007 45 Flinders Street, Adelaide SA 5000
E. sales@bunniktours.com.au F. 08 8227 0649 GPO Box 2667, Adelaide 5001

P.08 8359 2295 | F. 08 8359 2305



