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<Settlement Procedures on hotel oriented differences- Complaints' procedures for tourists>
IMPLEMENTATION PLAN
VERSION HISTORY

The aim of the implementation plan is to assist the Greek authorities in developing viable options for arbitration or mediation in cases of hotel and tourist differences. The current practice of settling cases related to fines imposed by the Ministry of Tourism to hotels can be used as a model. The general framework for mediation in Greece is examined in the attached report. The expertise of tourism-related bodies (hoteliers, tourism agents etc.) in the process of arbitration is assessed. For this end present practices in dispute settlement and the general framework for mediation in Greece were analysed. Then, best practices in dispute settlement applicable also with view to the WTO’s Global Code of Ethics for Tourism were reviewed and selected. Proposals on mediation and dispute resolution options in Greece for the settlement of hotel-oriented differences along with implementation plan were drafted and the stakeholders were informed and asked their input on mediation and dispute resolution options.
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1 Introduction

1.1 Purpose
The Purpose of this plan is the creation of an easily accessible complaints’ procedure by tourists in Greece. Such procedure will assist the facilitation of complaints’ solving, the issuing of annual statistics for research and marketing purposes and the coordination of the relevant stakeholders with the Ministry of Tourism (department of complaints). 
1.2.Assumptions and Constraints 
The Project Implementation Plan includes assumptions made regarding the development and execution of this document as well as the applicable constraints.  Some items identified as assumptions and constraints are: 

· Budget: all conducted stakeholders from the Ministry and out of it always mentioned that the lack of money is a negative factor for the accomplishment of a fully functioning complaints’ procedure. 
· Resources: the regional tourism authorities (PITs) and the department of the Ministry mentioned the understaffing of the relevant bodies 
· Software and other technology to be reused or purchased: this issue will be examined by the IT department of the Ministry of tourism
· Legal Constraints: the controls procedure conducted by the regional tourism authorities is being restructured and not finalized yet.
1.3 System Organization
The system described in the present will be directed by the Secretary General’s office in cooperation with the department of complaints procedure in the Ministry of Tourism.  
1.3 Glossary
PITs – regional tourism authorities
2 Management Overview
The major tasks involved are the following:
- implementation of new complaints’ form in the website of the Ministry of Tourism in 3 or more languages

- tourist should be informed about the complaints’ procedure via posters/ brochures etc in the main touristic areas

- the form will automatically keep statistics to be used for research and development

- tourist will have an individual complaints’ number and be able to follow the procedure online

- all PITs should have the same database on the complaints they handled and controls checked and send them to the Department of complaints in the Ministry of Tourism

-the aim is harmonized procedures all over the territory and use of statistics

- the stakeholders will send their annual statistics on complaints’ handling to the Ministry of Tourism

- the stakeholders will conduct an annual meeting in order to examine and solve shortcomings of the complaints procedure

2.1 Description of Implementation
For the implementation of this project the cooperation of the above mentioned stakeholders and contact points is important. 
2.2 Points-of-Contact
	
	Full name 
	Institution 
	Position 
	Email 

	1
	ERASMIA PAPATHANAKOU
	CONSUMERS OMBUDSMAN 
	LEGAL DEPARTMENT
	e.papathanakou@synigoroskatanaloti.gr,

	2
	GEORGIA ARXIMANDRITI
	TOURIST POLICE 
	CHIEF OFFICER
	ttourathinon@astynomia.gr

	3
	ΜARIA SIAKANATRI
	GENERAL SECRETARY OF COMMERCE AND CONSUMER PROTECTION 
	ΟFFICER 
	siakanatri@efpolis.gr

	4
	 IOANNIS   KOTSELIS 
	GENERAL SECRETARY OF COMMERCE AND CONSUMER PROTECTION
	HEAD 
	kotselis@efpolis.gr

	5
	AGGELOS ANDROULAKIS
	DIRECTORATE OF QUALITY STANDARDS
	HEAD 
	androulakis_a@mintour.gr,

	6
	MARIA MANOUSAKI
	DEPARTMENT OF REGISTER AND CLAIMS HANDLING
	HEAD
	manousaki_m@mintour.gr

	7
	   THEOFANIDIS 
	REGIONAL TOURISM UNITS
	
	theofanidis_a@mintour.gr,

	8
	ALEXANDROS MANOYKIS
	REGIONAL TOURISM UNITS
	ΗΕΑD OF DEPARTMENT 
	manoukis_a@mintour.gr

	9
	ANGELIKI ROSSOLATOU
	FED HATTA
	LEGAL DEPARTMENT
	<info@fedhatta.gr>,

	10
	AGNI CHRISTIDOU
	ΗΕLLENIC CHAMBERS OF HOTELS 
	PRESIDENT
	 agni@grhotels.gr


	11
	LILIAN DELOUKA
	 CIVIL AVIATION AUTHORITY
DERARTMENT OF ECONOMY AIR TRANSPORT
	HEAD OF DEPARTMENT
	d1d@hcaa.gr

	12
	PANAGIOTIS TOKOUZIS 
	CONFEDERATION OF GREEK TOURISM ΕΝΤERPRISES
	PRESIDENT 
	info@setke.gr,



	13
	PANAGIOTIS METAXATOS
	ΗELLENIC AGROTOURISM FEDERATION 
	PRESIDENT
	panagismetaxatos@gmail.com


2.3 Major Tasks
Teams  

1. for the creation of the complaints form a team was formed (Maria Manousaki, IT specialist, Victoria Banti-Markouti) 

2. For the creation of the database for PITs another team was formed (Efi Sarantakou, IT specialist, Victoria Banti-Markouti, with the cooperation of local PITs) 

Schedule 

the kick off meeting took place on April 2017 where the teams were formed. The products of their work are about to be finished by the end of June 2017. 

Procedures  

    1. The two products described above should be complete by the end of June 2017

2. The complaints; form should be uploaded in the website of the Ministry of Tourism within July 2017

3. Informing material should be produced and distributed to main touristic areas within August 2017.

4. PITs should be informed about the new database system of keeping records of their work within July 2017

5. The relevant stakeholders should be informed about their obligation to send statistics to the Ministry of Tourism and received the relevant form within July 2017.

2.5 Security and Privacy
 The complaints system contains personal data that will be addressed under the Greek and EU data protection laws. 
2.5.1 System Security Features
the determination of system sensitivity is relied on the IT department of the Ministry of Tourism as well as the actions necessary to ensure that the system meets all the criteria appropriate to its Certification level. 

3.1 Hardware, Software, Facilities, and Materials
[This subsection of the Project Implementation Plan lists all support hardware, software, facilities, and materials required for the implementation.]
3.1.1 Hardware
[This subsection of the Project Implementation Plan provides a list of support equipment and includes all hardware used for installing and testing. This hardware may include computers, servers, peripheral equipment, simulators, emulators, diagnostic equipment, other non-computer equipment as well as any network and data communication requirements. The description should include the specific models, versions, configuration settings, and the equipment owner. Also include information about manufacturer support, licensing, and usage and ownership rights, and maintenance agreement details.  

If this information is recorded in another document or system, such as the Configuration Management Plan or tool, identify that item here. Otherwise, refer to the Hardware Inventory table in Appendix D.  

For example, if a web-enabled database is to be implemented, identify the application and web servers that will provide network access. If the hardware is site-specific, list it in Section 4, Implementation Requirements by Site.]
3.1.2 Software
[This subsection of the Project Implementation Plan provides a list of non-hardware components (software, databases, and compilers, operating systems, utilities, etc.) required to support the implementation. Identify the component by specific name, code, or acronym, identification numbers, version numbers, release numbers, and applicable configuration settings. Also, include information about vendor support, licensing, usage, and ownership rights, as well as any required service and/or maintenance contract costs and associated payment responsibility.  Identify whether the component is commercial off-the-shelf, custom developed or legacy. Identify any component used to facilitate the implementation process.

If this information is recorded in another document or system, such as the Configuration Management Plan or tool, identify that item here. Otherwise, refer to the Software Inventory table in Appendix E.

If the component is site-specific, list it in Section 4, Implementation Requirements by Site.]
3.1.3 Facilities
The physical facilities, accommodations and their location(s) required during implementation are found in the Ministry of Tourism and the PITs. There is not associated maintenance or operational costs. 

3.2 Documentation
The documentation includes the report for activity 3 Component II and three excel documents that will be used as basis for the complaints’ online form, the database of activities of PITs and the form of statistics sent annually by all relevant stakeholders to the Ministry of Tourism. 
3.3 Personnel
The personnel involved is the personnel of the Ministry of Tourism (Sec Gens’ Office, department of Complaints and PITs). Training or explanatory details should be sent to local PITs and stakeholders for the use of databases and sending of statistics

 The PITs will have the responsibility to send their databases in a trimestrial (?) basis.
The stakeholders will have the responsibility to send their statistics in the given form in an annual basis.

The department of complaints will have the responsibility to transfer the complaint to the relevant body, overview the proceedings of controls, collect the data and transfer them to any quality department of the Ministry of Tourism, manage the platform of informing tourists on the development of the procedures. 

3.3.2 Training of Implementation Staff
[This subsection of the Project Implementation Plan addresses the training, if any, necessary to prepare staff for implementing the system; it does not address user training, which is the subject of the Software Training Plan. 

Describe the type and amount of training required for each of the following areas, if appropriate, for the system:

· System hardware/software installation

· System support

· System maintenance and modification

List the courses that will be provided, a course sequence, and a proposed schedule. If appropriate, identify which courses particular types of staff should attend by job position description.

If one or more commercial vendors will provide training, identify them, the course name(s), and a description of the course content.

If Center staff will provide the training, provide the course name(s) and an outline of the content of each course. Identify the resources, support materials, and proposed instructors required to teach the course(s).]
3.4 Outstanding Issues
Such issues that may appear in the functioning of the new complaints system should be solved by a committee of the  relevant stakeholders under the auspices of the Ministry of Tourism that will try to solve all problematic issues that might appear in practice. Such meetings could take place in six-months or annual basis. 
3.6 Performance Monitoring
The performance monintoring will be conducted by the Secretary General’s office and the head of the department of complaints.

· 4.1.3 Risks and Contingencies
· The PITs dtabase should change in the relevant topics of steps of controls when the control system change. 
4.1.4 Implementation Verification and Validation 
any noted discrepancies will be rectified by the Department of complaints’ procedure in cooperation with the office of the Secretary General. 
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