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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards 
bodies (ISO member bodies). The work of preparing International Standards is normally carried out through 
ISO technical committees. Each member body interested in a subject for which a technical committee 
has been established has the right to be represented on that committee. International organizations, 
governmental and non-governmental, in liaison with ISO, also take part in the work. ISO collaborates closely 
with the International Electrotechnical Commission (IEC) on all matters of electrotechnical standardization. 
The procedures used to develop this document and those intended for its further maintenance are described 
in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for the different types 
of ISO document should be noted. This document was drafted in accordance with the editorial rules of the 
ISO/IEC Directives, Part 2 (see http://www.iso.org/directives).

ISO draws attention to the possibility that the implementation of this document may involve the use of (a) 
patent(s). ISO takes no position concerning the evidence, validity or applicability of any claimed patent 
rights in respect thereof. As of the date of publication of this document, ISO had not received notice of (a) 
patent(s) which may be required to implement this document. However, implementers are cautioned that 
this may not represent the latest information, which may be obtained from the patent database available at 
www.iso.org/patents. ISO shall not be held responsible for identifying any or all such patent rights.

Any trade name used in this document is information given for the convenience of users and does not 
constitute an endorsement. For an explanation of the voluntary nature of standards, the meaning of ISO 
specific terms and expressions related to conformity assessment, as well as information about ISO's 
adherence to the World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT), see 
http://www.iso.org/iso/foreword.html.

This document was prepared by Technical Committee ISO/TC 228, Tourism and related services.

Any feedback or questions on this document should be directed to the user’s national standards body. A 
complete listing of these bodies can be found at www.iso.org/members.html.
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Introduction

With the increasing penetration of the internet and growth in the number of smart handheld device users, as 
well as the growing demand for convenient tourism, the global online accommodation booking market has 
continually expanded and the number of the online accommodation booking platforms has grown during 
the past decade. Based on statistics, it is predicted that the compound annual growth rate (CAGR) from 2021 
to 2026 will exceed 10 %.

While the online accommodation booking service industry continues to grow at an increasing rate, it is also 
facing many problems, resulting in failure to provide the promised services, which causes a large number of 
consumer disputes. Common problems include, for example, no room on arrival, impossibility to change or 
cancel a reservation, serious inconsistencies between the service description and the actual service, and the 
leaking of sensitive, private and financial data of the users.

It is necessary to create a global standard providing guidance on the online accommodation booking 
industry to promote the development of this industry around the world.

This document aims to:

—	 provide advice and guidance on online accommodation booking platform services;

—	 protect the rights and interests of users, providers and platform operators, by establishing a mutual 
trust mechanism among these stakeholders;

—	 promote the orderly and sustainable development of the online accommodation booking service industry;

—	 enrich existing standards and promote further standardized activities in the field of online travel agency.
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