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Introduction 

Safe tourism should be a priority for every tour operator. This means that such 

insurance protection for travelers should be chosen which guarantees the quality of 

the tourist service. Insurance policies must be signed when adequate covering is 

available, they should have suitable limits of responsibility, be easy to administer and 

so on. Sadly, Bulgarian tour operators rarely carry out diagnostics of travel risks and 

recommend their clients traditional insurance with minimal limits of responsibility. 

This does not allow the implementation of the most relevant protection for passen-

gers. In this respect it is to blame local insurers who react inadequately to the dynam-

ic tourist market and do not provide flexible conditions in their tourist insurance, 

including facilities in using insurance indemnities. 

The subject of this article is travel risks that are a threat for tourists to travel safe 

in time of organized excursions abroad, the topic – insurance decisions made by tour 

operators in order to handle these risks. Of course, part of the decisions are made by 

the passengers themselves, yet, in practice due to the lack of competence and experi-

ence on behalf of passengers insurance policies are signed after consulting tour opera-

tors. The goal of this study is to give some guidelines and rules for quality insurance 

of risks in traveling. There are offered practical tips for protecting health risks while 

travelling, tour operators’ professional responsibility, compensation for stolen lug-

gage, covering expenses for terminating excursions and others. 

1. Insurable travel risks and their mapping 

Passengers are exposed to plentiful risks while going on an excursion. In order 

to determine which of those are suitable for insurance, it is necessary to carry out 

identification and mapping. Depending on the sources and the degree of their mani-

festation, travel risks can be classified as follows: climatic risks, financial risks, or-

ganizational risks, health risks, political ones and environmental risks.
1
 This classifi-

                                         
1
  This classification is a modified version of the one given by Taleski, P. and Tashkov, N. Insur-

ance in tourism industry. XI International Conference “Service sector in terms of changing envi-
ronment”, University “St. Kliment Ohridski”, Ohrid, October 2011, p. 2. The authors use a clas-

sification made up of four groups travel risks: natural, technological, biological and political. 
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cation has two main advantages. Its detailed analysis makes it more adaptable to the 

scope of tourist insurances and the way for stipulating clauses in them. Besides, iden-

tifying travel risks in this way enables making more adequate insurance decisions in 

correspondence with the frequency and weight of harms from accidents. 

Climatic risks are random ones that are not a direct consequence of the tour op-

erators’ activity and they occur irrespective of passengers’ will. The initial reason for 

them is natural phenomena like flooding, earthquakes, volcano eruption and others. 

They can prevent excursions, terminate one’s stay in a hotel or can worsen the quality 

of the vacation. Climatic risks rarely happen, but they lead to serious harm for pas-

sengers. 

Financial risks are due to changes in the price of the tourist service, currency 

rates, tour operator’s solvency, cancelling prepaid trips, loss of money and banking 

cards, untimely transfers, fraudulent deals with locals and others. In general, all these 

risks are provoked by factors of the external environment. The power and frequency 

of financial risks depend on the currency and the way in which passengers make 

payments, tour operators’ financial abilities and so on. 

Organizational risks refer to the usual activities of tour operators and the indi-

viduals engaged in implementing the tourist service. They depend directly on the 

quality of management and the organization of the tourist business. Suitable examples 

for organizational risks are low-quality service, uncomfortable transport at the time of 

travelling, jumbled reservations, inadequate decisions of people in charge and others. 

As a rule every tour operator strives for handling these risks quickly and not allowing 

them to occur in his activity. This explains the low frequency of such events for large, 

reliable and competitive companies. 

Health risks are particularly unpleasant while travelling. When they take place it 

always leads to harmful results and some have lethal outcome. All passengers are 

exposed to the risk of getting sick, eating dangerous food and beverages, disability 

after an accident, catching a virus or bacteria and others. Such risks can be predicted 

and are suitable for insurance. The only issue is the so called health tourism which 

from the insurer’s point of view is dangerous and unacceptable. Recent sociological 

studies show that health risks are among travellers’ greatest fears while travelling. 

More than 70% of US travellers point out health risks as the basic factor which gives 

the background for their decision to sign an insurance policy.
2
 

Political risks occur as a result of events from outside which are difficult to pre-

dict. Among those are terrorism, uprisings, strikes, taking hostages and others, 

                                         
2
  Richards, D. What tour operators and adventure travelers need to know about travel “risk mitiga-

tion” insurance. //Adventure travel trade association, http://www.adventuretravel.biz, 2006. p. 1.  
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Changes in visa regulations of a particular country are also a type of political risk. By 

rule these risks affect all passengers and lead to considerable irrevocable harm. Re-

gardless of the fact that they occur rarely, it is difficult to get insurance and to do this 

a state guarantee is necessary. 

Environmental risks are unpreventable and occur under the impact of external 

factors similar to climatic risks. The difference is that there is human interference 

with the former. This group includes loss of personal belongings and documents, 

delay of luggage, theft, pick-pocketing, unsettled infrastructure, lack of communica-

tion and others. It is rarely for these risks to do big harm to passengers and fortunately 

for them they occur seldom. Preventive measures play vital role in such cases. 

Besides recognizing the type of travel risks they need to be defined according to 

their intensity and power of impact. This makes it necessary to estimate the frequency 

and weight of harm when such risks take place. From this point of view risks can be 

mapped. Mapping lays out emerging travel risks in a matrix. It should ensure clear, 

easy and understandable visualization which can clearly show the importance of risks 

for passengers according to the way risks take place, develop and transform. Each 

matrix has its unique content dependent on the specifics of the tourist destination. The 

reasons for this are hidden in the individual values of the frequency and weight of 

harms for the different destinations. Thus for ex., the frequency of the risk for having 

money and documents stolen is different for excursions in Turkey and the Czech 

Republic. On Fig. 1 there are shown six exemplary travel risks depending on their 

frequency and weight of harm. 
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Фиг. 1. 3х3 matrix of travel risks for excursions in the Czech Republic 

Usually mapping risks is used in order to determine which risks are threatening 

for a trip and which ones need to be insured. As a rule, insurance is most suitable for 

events that occur seldom but cause significant (big) harms of material and non-

material nature. It is recommendable that risk mapping is done periodically. Thus 

extra information is provided concerning the development of risks. The dynamics of 

the process helps to assess tour operators’ insurance programmes and offer more 

relevant protection to their clients. 

2. Insurance transfer of travel risks 

Mapping travel risks is only a preparatory stage of the insurance process. Further 

on tour operators have to decide for which risks and what degree of intensity they 

should offer insurance protection to their clients. Thus their insurance decisions 

should be comprehensive instead of being based on the approach of managing “risk 

by risk”. In this way signing a certain insurance policy won’t be an isolated act; it will 

rather be in compliance with all risks instead. Insurance decisions need hierarchy and 

subordination. This means that travel risks should be ranked according to their signif-

icance and the means from their insurance need to be invested with priority. Those 

must be created on the ground of travellers’ risk tolerance. In the long run, it is the 

trippers who determine the price range of the tourist service on which the scope of 

insurance protection depends. 
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The quality of insurance decisions depends on compliance with two principles.
3
 

The first stipulates that the weight of harms is much more important than their fre-

quency. This means insurance of risks that travelers cannot finance themselves. Obvi-

ously, insurance is a function of travellers’ inability to handle big losses when travel-

ling. In this sense one should not ask the question “Is the traveler able to afford the 

insurance?” Instead, the question must be: “Is the traveler able to allow himself to do 

without insurance?” It is true that insurance makes tourist services more expensive 

and few people can afford comprehensive insurance against all risks. However, this 

can be overcome with the help of franchising contracts which allow travelers to keep 

small sums of money for themselves and thus have extra funds for insurance against 

more possible risks. 

The second principle concerns well-grounded purchasing of insurance. Transfer-

ring travel risks is not a particularly cheap method for managing risk and should be 

used only when absolutely necessary. There is no logic in insuring baggage loss, 

provided that nothing valuable is in there and all belongings could be bought for a 

small price abroad. An immediate consequence of this principle is the recommenda-

tion to refrain from the so-called “extra insurance covering”. It is necessary to always 

cover all travel risks and only then one could think of broadening the insurance 

against adjoining risks. This is so because extra coverings divert passengers’ money 

and deprive them from the chance to buy insurance against big (significant for them) 

risks. 

It is a commonly spread practice for tour operators to make their insurance deci-

sions only on the ground of the first principle. However, situations occur when it is 

desirable to insure only risks in which harms do not have big weight. These are the 

cases concerning the use of administrative and legal services abroad, which are much 

more accessible and offer good quality with the assistance of insurers. The harm in-

curred could not be that big, but in combination with expenses for its recovery it might 

turn out unaffordable. Besides, in certain circumstances insuring leads to economies, 

even though the insurance premium exceeds the expected value of the harm. If a pas-

senger does not have insurance, he/she should have a lot of money or a considerable 

amount of money should be available in his banking cards so that he is able to finance 

potential harms. This in turn, leads to the emergence of other risks (theft, loss and oth-

ers) or extra costs for servicing the bank products (interest, fees and so on). That is why 

in making insurance decisions it is necessary to take into account both factors: the 

expenses for wiping out harms and the alternative ones for retaining the risk. 

                                         
3
  Vaughan, E., Vaughan, Th. Fundamentals of insurance. 9-th ed. John Wiley and Sons, Inc. 2003, 

pp. 59-60. 
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Tax treatment of insurance companies and paid indemnities also has an impact 

on insurance decisions. This means that tour operators have to take into consideration 

the tax effect from purchasing insurance on the traveller’s budget. Usually travelers in 

their role of individuals use tax deductions in respect to their income tax. In Bulgaria 

tax deductions refer only to personal ” life insurance” and health insurance.
4
 All other 

insurance is made on the taxed traveller’s income without the right to a follow-up 

deduction from the premiums paid. In this sense for certain insurance products there 

are extra financial stimuli and they can be easier to offer to passengers. 

As for the indemnities paid on risk insurance without a savings element (part of 

these is travel insurance), there are particular tax allowances. According to the exist-

ing Bulgarian legislation such incomes are not taxed, fully at that. This is so because 

they have compensatory purpose and the individuals harmed need them in full. It is 

important to mention here that if a certain travel risk is not insured, travellers have to 

finance the harm from their net income. In another case they pay the insurance premi-

um from their net income (with the exception of insurance under article 19, item 1 

from ATII (Act for taxing individuals’ income), but they will receive times more 

insurance indemnity which is not subject to taxation.
5
 

Undermining insurance protection of passengers on behalf of tour operators can 

lead to trust crisis. The issue is that insurance decisions are made mostly on the 

ground of frequency and weight of harms for travellers, without taking into considera-

tion the losses with potential and indirect character for the tourist business. Thus for 

ex., if a tour operator does not insure his clients against a particular travel risk, this 

could have a negative impact on his image, because the service he provides is unpro-

tected and he hasn’t managed the risk appropriately. In this sense one should consider 

not only direct harms to passengers, but also the possible decrease of revenue from 

worse image. In order to decrease the power of negative link between tourist business 

and emerging harms for passengers through insurance, one needs to have in mind the 

following facts:
6
 

 Media are exceptionally sensitive and they cover extensively signals given by 

unsatisfied travellers (especially if their life and health has been threatened), 

which harms tourist business. 

 The negative attitudes of clients in respect to the fact that they are not pro-

                                         
4
 Article. 19, item. 1 from the Act for taxing individuals’ income. //State gazette, №95, 2006. 

5
From the point of view of tour operators the issue of compensations that they owe for being guilty 

of certain behavior is completely another story. The sums of money, paid by them to travelers, 

are a way to postpone the tax owed on the profit for the following year. This is so because paid 
compensations are reported as expenses and they directly decrease taxed financial result. 

6
 The Southern Africa Tourism Insurance Directive. // SATSA, April 2014, p. 4-5. 
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tected enough (through insurance as well) are almost as dangerous for the 

tourist business as real harms from events are. 

 Rumours about lack of security in a provided tourist service prevent the tour-

ist business from development much more than the disappointment of direct 

participants in risky situations. 

The principle notions mentioned above underline the necessity of relevant, com- 

prehensive and hierarchically interdependent insurance decisions. It is in the in-

terest of tour operators to understand that it is much more cost-efficient to manage 

risk before the harm-incurring event takes place, than handling a crisis after the travel 

risk occurs. 

3. Product design of tourist insurances 

On the market various insurances are offered; they are more or less suitable for 

individual and group excursions. However, five of those deserve special attention, 

having in mind that they manage travel risks best and are designed to serve the inter-

ests of tour operators and their clients: 

1) Insurance against unforeseen travel costs; 

2) Insurance “Professional responsibility”; 

3) Insurance “Traveller’s accident”; 

4) Travel insurance; 

5) “Medical costs” insurance. 

The insurance against unforeseen travel costs is designed to make up for the 

harms incurred by financial transactions. It is a common practice for tour operators to 

oblige their clients to make advance payment in order to provide for the trip and hotel 

accommodation. The insurance can protect this money in case that the tour operator is 

forced to claim insolvent. It is important to point out that the insurance does not in-

demnify the clients of companies which have left the tourist business voluntarily or 

have carried out their activity by breaking the law. 

The “Professional responsibility” insurance is meant for tour operators and 

their agents who organize and promote cultural tourism. It compensates travelers for 

harms incurred by unprofessional services, misleading information, irrelevant consul-

tation, tour operator’s insolvency
7
 and others. The environment where tour operators 

function is too dynamic, intense and stressful. Clients want fast, cost-effective, attrac-

                                         
7
  It is a common understanding that the insurer reimburses sums of money to travelers provided 

there is proven insolvency of the tour operator. Similar interpretation limits the insurance protec-

tion and does not give significant guarantee to tourists. Very often tour operators simply leave 
the business without legal affairs having been started concerning their insolvency. This allows 

insurers to refuse some indemnities. 
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tive and complex offers, generating them might led to mistakes and omissions. In the 

last couple of years one observes considerable increase of claims for mistakes and 

omissions. In this sense the “Professional responsibility” insurance can answer pas-

sengers’ needs and weaken the negative effects for tour operators. 

The issue of the “Professional responsibility” insurance is that the indemnity is 

paid on the ground of an extrajudicial agreement between the two parties or in com-

pliance with a judicial decision against the tour operator that has come into force. Yet, 

to prove the behavior guilty in court is a difficult, cost-consuming and emotionally 

exhaustive work for the claimants. Sometimes this discourages travellers and dimin-

ishes the advantages of the insurance advocacy. In some countries “Professional 

responsibility” is compulsory and is a condition for running tourist business.
8
 

In order to provide safe travelling, it is recommendable for tourist operators to 

sign “Accident” insurance for their clients. In this case insurance is made for some-

one else’s expense because the tour operator pays the insurance service, whereas the 

travellers use it. The common occasions covered by the insurance are death and less 

long-term working efficiency and temporary lack of it that have occurred during the 

trip. The size of the indemnity depends on the degree of lost working efficiency. 

There might be cases in which the insurance is offered with extra covering, including 

temporary lack of working efficiency and other risks. It is recommendable for the 

insurance sum of money in the “Accident” insurance to be adapted according to the 

personal needs of every client, which means that one has to study beforehand the 

insurances of the travellers that have been signed on another occasion. 

The Travel insurance is a product which concerns individuals who take part in 

individual or group trips. Usually the insurance is bought together with the tourist 

package and is offered through the intermediacy of the tour operator. The most com-

mon coverings in the travel insurance are: 

 „Cancellation of trip”. The cover compensates travellers in case they give up 

the organized excursion for good reasons. The compensation has the size of 

the sanction that tour operators charge when a trip is cancelled. 

 „Preliminary termination of the trip”. Each excursion can be terminated pre-

liminary because of sudden illness, professional appointment and others. In 

this case the tourists lose all the money paid, even this for the unused part of 

the excursion. The cover makes up for exactly this unused means. 

                                         
8
  In Bulgaria this insurance is named “Tour operator’s responsibility”. It is stipulated in the Regu-

lation about the conditions and order for signing a contract for compulsory insurance “Tour oper-

ator’s insurance”, approved with SCM №306 from 21.12.2013//State gazette, №2, 2014. 
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 „Baggage loss and having personal belongings stolen”. This clause covers 

the loss of luggage and other personal belongings while travelling which have 

been declared beforehand. The coverage could be enlarged with the loss of 

and the money stolen, but this always makes the insurance considerably more 

expensive. 

The “Medical costs” insurance covers the money paid for diagnosing and cover-

ing sickness during the trip. The health and dentistry risks are among the most trou-

blesome for passengers, having in mind that they concern pain, discomfort due to a 

stay in hospital and at the same time they cost a lot of money.
9
 Sometimes the insur-

ance covers the expenses for medical help on the site of an accident and, if necessary, 

for transferring the patient to a hospital with the necessary equipment and specialists. 

Besides, the insurance can scope bringing back the injured passenger or his remains 

to the country of origin. 

For many countries where there is no uniform system for insurance relations, the 

“Medical costs” insurance is compulsory. In these cases it is a prerequisite for the stay 

in the country. Such is the case with organized excursions to Cuba, for example. 

4. Problematic aspects of insuring travel risks 

Tourist insurances have a lot of advantages, but signing such at random often 

leads to duplicate covers. Since some types of insurance cover the same risks, signing 

such at simultaneously harms travellers. In similar cases reinsurance is done which, 

by law, is invalid and is transformed in full insurance – a process in which money is 

lost. In order to avoid such situations, one has to study beforehand all insurances 

signed by the passengers. Thus they will be offered only unique and absolutely neces-

sary coverings. The duplicates emerging most often which need preliminary infor-

mation are as follows. Sometimes a personal “Life insurance” covers the risk of 

“death” not only at the time of travelling in the country but abroad as well. When 

such insurance exists to sign “Medical costs” insurance is pointless. Of course, there 

are differences and they are mainly in respect to the expenses for medical evacuation 

to the nearest hospital or sending back the harmed passenger to his/her own country. 

Usually using one’s personal vehicle during an excursion concerns the fact of 

signing “KASKO” insurance. In the clauses of some insurance contracts there is 

provisional indemnity also for the damaged baggage inside the vehicle. This hides the 

danger of duplicate covering “Loss of luggage and having personal belongings sto-

                                         
9
 Dental treatment is seldom included in covering the “Medical costs” insurance. Yet, even if it is 

among the insurance risks, usually it is quite limited in value. The main reasons for this concern 
travellers’ reluctance to use prophylactic dental help abroad, the possibility to catch hepatitis B, 

language barriers and the lack of personal record about intervention in the past. 
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len”. One has to be careful for the scope and definitions of insuring risk in separate 

insurance contracts. 

More personal health insurance contracts cover expenses made for medical services 

at the time of travelling which makes them being handled again unnecessary. Duplicating 

health risks is done often, when passengers have a European health-insurance card. How-

ever, the card does not replace fully the “Medical costs” insurance”, because it does not 

cover personal health services
10

 and the expenses in sending the sick person back to 

his/her own country. Besides, some airlines refuse to have on board the injured or sick 

passenger with special needs having EHIC but no medical insurance. 

Credit cards used for payment abroad are offered with standard insurances which 

often could duplicate what is covered in tourist insurance. They can provide protec-

tion against certain illnesses, delaying or missing a flight, damages to hired vehicles 

and others. The insurances tied to credit cards are comfortable but they hide a lot of 

dangers. What is characteristic for them is that they have limited coverage with min-

imum insurance sums of money.
11

 Apart from that they start functioning only under 

the condition that travel services are purchased with a particular credit card. 

Another aspect which creates problems for passengers are the exceptions in in-

surance concerning existing circumstances; when they exist insurers do not take any 

responsibility. Thus for example, certain illnesses diagnosed in the past hide the 

danger for being activated again. When this occurs immediately before and during a 

trip, it could lead to refusal to pay insurance indemnity. What is interesting, passen-

gers rarely inform their insuring company about their own health condition or hide 

significant facts about it. A study of “Sainsbury’s Travel Insurance” carried out in 

2009 found out that nearly 1.3 mil English people with health problems travel abroad 

without considering it important to inform about these circumstances in the docu-

ments that are part of their insurance contracts.
12

 This could simply make the clauses 

in the contract invalid because of existing exceptions in it. Of course, some insurance 

companies have a more liberal procedure concerning their clients, by negotiating with 

them “quarantine periods of time”. If, for example, the symptoms of an illness are 

sharpened within a long period of time after the last treatment and this coincides with 

the insurance period, the insurance company still pays out the due indemnity. 

                                         
10

  The European health-insurance card (EHIC) does not guarantee free medical service, not for all 
illnesses, at that. The card provides its holders the same prices and conditions for treatment used 

by residents of the respective country. Since the health-insurance systems are various, services 
that are free in Bulgaria might require payment abroad and vice versa. 

11
  Leggat, P., Carne, J. and Kedjarune, Ur. Travel Insurance and health. //Journal of travel medi-

cine, 6, 1999, p. 245. 
12

  A guide to travel insurance. Holiday risk? Genetic Alliance, UK, 2010, p. 2. 
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Often the exceptions in insurance contracts contain also the circumstances con-

nected with practicing action sports. This means that injuries from parachute jumping, 

diving, car races, horse races and others would not put into action the indemnity 

clauses in tourist insurance contracts. What also needs attention is the exception 

concerning “pregnancy”. Thus for example, if this risk is not part of the insurance 

covering, the company won’t be able to be given back the sum paid in advance to a 

woman who has become pregnant after booking the excursion and makes her mind to 

cancel the trip. All this suggests a very careful study of the “Exception” section in the 

insurance contract, so that passengers won’t feel disappointed. 

A common mistake in signing travel-insurance contracts is the incorrect choice 

of the period they will function, including the initial and final moment of the insur-

ance protection.
13

 The time of functioning should be selected in such a way that it 

covers the whole excursion. Very often insurance agents offer standard terms con-

cerning their insurance such as three, seven, ten days which does not always coincide 

with the duration of the trip. This makes passengers make compromise by leaving 

uncovered several days at the start or respectively at the end of the excursion. Similar 

practice is unacceptable for the insured individuals. It is recommendable for the in-

surance policies signed with the clause “Cancelling a trip” to come into action enough 

time before departure. Thus the insured individuals will have the right to indemnify-

ing the risks that emerge in the last minute, including such that could occur on the 

way to the airport, passenger terminal, pier and so on. 

It is interesting to point out the characteristic features of the “Medical costs” in-

surance which concerns a trip abroad covering medical evacuation. Some insurance 

companies make it comfortable for passengers by covering the costs for urgent trans-

portation with specialized technical equipment to a particular hospital. What is signif-

icant in such cases is whether the insurance covers only the expenses for taking the 

sick person to the nearest medical institution and also his/her evacuation to his/her 

own country. It turns out that the majority of US and European travellers prefer to 

have quality medical treatment in their own country under the supervision of their 

GPs than being left under the care of other specialists with unfamiliar standards of 

service.
14

 Similar attitudes have their logical explanation by having in mind that mor-

tality rate after surgery intervention in the countries from Latin America is 50% high-

er than that in Western Europe and nearly 40% higher compared to that in Eastern-

                                         
13

  Anolik, Al., Hawks, J. The Frequent Traveler's Guide : What Smart Travelers and Travel Agents 
Know. Naperville, IL, USA: Source Books, 2005, p. 203. 

14
  The prevalent part of US citizens travelling abroad (92%) want to have immediate access to 

quality medical treatment in their own country and insurance cover that allows them to be trans-

ported to a hospital in USA. (The Chubb Insurance Company. March 1, 2005). 
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European countries. The percentage increases more when the comparison is made 

with the quality of surgery services in USA.
15

 

A useful coverage in the “Medical costs” insurance is sending back the remains 

of a passenger who has died at the time of a trip. The alternative to end a trip with 

death is unacceptable for insuring agents and they often ignore it. The expenses for 

sending a dead body back home, however, are extensive (sometimes more than 

£25 000), because they require special conditions for transportation, issuing many 

documents, cremation and others. Insuring the costs for doing this for sure helps the 

dead man’s relatives which one should not undermine. 

Irrespective of the fact that the risks for having one’s luggage lost, delayed, 

damaged or stolen are among the most common, to insure them happens rarely. Al-

most always they are for the expense of the carrier or the hotelier. Very often the 

airline itself indemnifies passengers with baggage problems if they are to be blamed. 

One has to approach insuring the risk concerning luggage with reason because cover-

ing it is rather limited. Thus for example, more insurers do not pay indemnity for lost, 

stolen or damaged baggage which contains computer equipment, cameras, watches, 

jewellery and other valuables. In addition, they also take into consideration the degree 

of the baggage worn- out by reimbursing only the damage for unused property. 

The truth is that the risk of delaying a luggage leads to a number of inconven-

iences for the passengers and this costs money. They have to buy clothes, cosmetics 

and other items until their luggage is delivered. This risk can be insured but the harm 

weighs little and the risk is more suitable for retention. Besides, the standardized 

covering in this insurance is usually for small sums of money (for ex. up to USD 100) 

and in order to come into action the baggage delay should be more than 24 hours. 

Most insurance companies sign contracts with foreign assistance firms. These 

are specialized business entities with call centres in many countries worldwide which 

help passengers when problems which occur overseas. These companies can be used 

for legal issues, translation, assistance for free medicines with prescription, credit 

card replacement and other urgent needs. The assistance clause in the insurance con-

tracts, however, can be misleading. One has to be careful whether the assistance firm 

helps passengers only with information or has also financial commitment with them 

(for example, to pay certain services for them). Yet, the financial duty needs to be 

negotiated explicitly in the insurance contract and usually concerns extra payment. 

The travelers need also to take into consideration the fact that usually call-center 

                                         
15

  Bennett-Guerrero, Е. and others. Comparison of P-POSSUM risk-adjusted mortality rates after 
surgery between patients in the USA and the UK. //The British Journal of Surgery, Vol. 90, Is-

sue 12, 2003: 1593-1598. 
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employees only redirect the signals to the specialized information offices in the coun-

try where the accident has taken place. They are rarely located in the respective coun-

try and are not ready to give directions to the insured individuals about the most 

suitable hospital, car-service, motor-vehicle service, lawyer and other quality 

services.
16

 

Conclusion 

Most Bulgarian tour operators do not make thorough diagnostics of travel risks 

and do not care enough for the insurance record of their clients. The main reasons for 

this are the expensive process of processing data, undermining the insurance protec-

tion, misleading information about insurance projects and many others. 

Making insurance decisions on behalf of tour operators involve mapping travel 

risks, choosing an insurance product, defining the insurance covering and mediation 

in signing insurance policies. All these stages should be done in conditions of giving 

complete information, hierarchy of goals, subordination of interests and decision 

argumentation. Only in this way will the travelers receive adequate and timely insur-

ance protection. 

The most common issues in tourist insurance concern duplicate coverings, lack 

of informing about significant risk circumstances, unsuitable deadline of action, lack 

of negotiating the medical evacuation and sending back to one’s home country, assis-

tance clauses in contracts and others. A big part of these issues is actually not subject 

to solution without the help of tour operators. In order to provide safe travelling, they 

need professional consultation and mediation. 

 

INSURANCE DECISIONS FOR SAFE TOURISM 

Assoc. Prof. Dr Stoyan Kirov 

Abstract 

Safe tourism must be a priority for each tour operator. This means choosing such insur-

ance protection of travellers that would guarantee the quality of the tourist service. Insurance 

policies must be concluded at adequate coverage, they must have appropriate liability limits, 

must be easy to administer, etc. Regrettably, tour operators in Bulgaria rarely perform diag-

nostics of travel risks and recommend conventional insurance policies at minimum liability 

limits to their customers. This prevents the achievement of the most adequate insurance pro-

tection for travellers. Part of the blame in this respect goes also to local insurers, which slug-

gishly react to the dynamic tourist market and do not provide flexible terms in their travel 

                                         
16
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insurance, including facilities for the absorption of insurance payments. In this context this 

article is an attempt at providing some guidelines and rules for the quality management of 

travel risks. The study offers practical advice for insuring health risks during travel, the pro-

fessional liability of tour operators, compensating for the theft of luggage and valuables, the 

coverage of the cost of curtailed excursions, etc. 

Keywords: travel risks, tourist insurance, insurance decisions, safe tourism. 

 


