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Welcome to hassle-free car hire

Providing your customers with one of your most-important services 
just got a lot easier!
       
Unless they’re going on a resort holiday, your customer is going to 
need transport while they’re away. This used to mean logging onto a 
different search engine and looking up the available rentals while your 
customer waited.
       
Well, all that’s changed as Holiday Extras is now offering a car hire 
service. From now on, you can look up all your car hire bookings 
through the same portal you already use.
       
We’ll match your customer up with a rental that will make their holiday 
perfect, then give you a confirmation of the booking instantly and you 
can earn yourself a tidy commission as well. It’s a win-win situation!



What this means for you

Speed up your sales, save yourself hassle and earn extra 
commission too!
       
One, single search will bring back live results from all the major car 
rental companies using the UK’s leading car-hire broker. All of that car- 
rental company’s T&Cs will be right there on screen for you and we’ll be 
on the phone if you need help.
       
Promotions and special offers will be popping up regularly and we’ll let 
you know in advance so you can prepare your pitch.
       
And of course, you’ll be earning commission on each car hire booking 
you make.
        
         
     
      



The perfect product

One car rental broker to rule them all!
       
Flexible Autos is the UK’s leading trade-only car-rental broker, 
working in 17,000 locations across 80 countries. Holiday Extras can 
now offer their services to your customers through our web portal, 
meaning you can offer Flexible’s fantastic products and low rates as part 
of your sale.
       
They have a huge range of suppliers, including big names like 
Enterprise, Europcar, Budget and Hertz. Each one has their own fleet 
of rental cars of all shapes and sizes, so you’re sure to find one to match 
your customer’s needs.
       
You can add car hire onto any booking as a stand-alone product and 
your customer can cancel free of charge any time up until 24 hours 
before they fly. 
       
That’s all you need to know as all the details will be on the web portal 
for each individual booking. Make sure you read this information out to 
the customer for every booking so they know where they stand.
      
     
    
     



What your customer needs

Here’s a handy list to remind you of what your customer needs to 
take on holiday!
       
When you make a booking through Flexible, you’ll need to tell your 
customer to take a few things with them when they pick up their car: 
• Their booking confirmation
• Their full driving licence 
• A credit card in the name of the main driver
       
The customer will need to have their driving licence, including the 
code for the DVLAs new ‘Share Your Licence scheme’ (see https://www.
gov.uk/view-driving-licence for more details).

If your customer has a licence not printed in the Roman alphabet, they’ll 
need to take an international licence in the Roman alphabet with them as 
well. 
       
When the rental company takes your customer outside to see the car, 
suggest that they walk around it and check for any damage. They 
may even want to take photos of the car on their phone so they can 
prove they have returned it in the same condition. They shouldn’t feel 
bad about letting the rental company know they’re doing this.
       
They should also make sure the rental company has shown them how to: 
• Adjust the seat and mirrors
• Use the horn and windscreen wipers
• Turn on the lights, including fog and hazard lights    
• How to top-up the fuel
• How to start the engine
          
     
      



What your customer needs

The rental company will need to swipe your customer’s credit card - 
just like when you check into a hotel. This means the company can take 
payment for:
• Any upgrades      
• Fuel the customer uses
• Any minor damage
• An excess payment on any insurance claim
       
When the customer picks up the car, the rental company will be able 
to provide them with add-ons to the rental at an extra cost. This will 
include things like child car seats or additional drivers. If you need to 
confirm these are available, you can give us a call.     
  
Rental companies will give the rental to the customer with a full 
tank of fuel. Some will ask the customer to return the car with the 
same amount in the tank - this is called “full-to-full” - and others will 
take the car back with any amount of fuel, but charge for the difference 
- “full-to-empty”. Be wary of full-to-empty, as these generally work 
out more expensive than refuelling at a nearby station on the way to 
returning the car.
      
   
            
      



Insurance

The perfect opportunity to upsell insurance is built into the package!
       
The customer will be liable for any damage the rental car sustains 
while they’re driving it. For minor damage, the rental company won’t go 
to the trouble of claiming through their insurance and will just
charge your customer for the repair up to the value of the excess on the 
insurance policy. For major damage, they will claim on their insurance 
and pass the excess charge on to the customer. To cover this, they’ll 
need to have their credit card swiped, but when you tell them this, you’ll 
have the perfect opportunity to sell them Flexible’s excess refund policy.
       
Flexible’s policy will refund their excess to them if they need to pay 
it out. It can be added to the booking when it’s made and is an easy 
sale for wary customers. This will then give you the chance to talk your 
customer through the other add-ons that are available through us.
       
In some cases, your customer will need to buy the add-ons they need 
from the rental company when they pick up the car, but we’re looking 
to expand the number that can be booked through Flexible.



Recap

Let’s go over what you’ve learned.
   
•   All car hire bookings will now go through the HX agent portal

•   This will search Flexible Autos 
     
•   There are Unique T&Cs on every booking, so read them out to the 

customer  
        
•   Earn commission on every booking 
    
•   Car hire can be added up to 24 hours before travel 

•   Car hire can be cancelled up to 24 hours before travel 
 
•   Customer needs to take confirmation, full driving licence and credit 

card in main driver’s name to pick up the car 

•   Credit card will be swiped for charges 
    
•   Upsell insurance to protect from excess charges 



How to book car hire

Our handy web portal makes it easy!
       
Login
       
The first step is to log in to the HX agent site, as you normally would: 
1. Go to www.holidayextras.co.uk
2. Click on “agent login” in the top-right corner
3. Enter your ABTA number in the marked box
4. Enter your company password for HX 
5. Enter your initials up to three characters
       
If you’ve forgotten your password, you can call the number below  
the boxes, select option 2 and we’ll help.



Search

Once you’ve done that, you’ll be taken to a search screen where  
you can look for available rentals:
       
1.  Choose “car hire” from the list of options on the left
2.   Enter the location your customer would like to pick up the car from 

(resort or airport)
3.  The drop-off will set itself to the same airport, but you can change 

this if your customer is flying back to somewhere else
4.  Enter the date and time of pick-up and drop-off
5.  Enter the main driver’s date of birth
6.  Click the “search” button       
              
     
          
   
  
  
   
         
     
      



Search

•   Think about the date and times before choosing. Since hire is 
charged by the day, adding an extra hour can be expensive. Do  
they need that extra time?

       
•   Some hire agencies will have limits to the ages they cater for. If 

your customer is under 25 or over 70, they may have fewer options  
to choose from.

       
•   Your customer won’t be charged for picking up the car late if 

their flight is delayed, so long as you enter their flight details before 
they go.

       
   
     
                
                 
                 
                 
                
                 
                 
       
   
  
  
   
         
     
      

1.  



Results

You’ll then be taken to a page listing all the available rentals for the 
dates you entered. Across the top will be two rows of selection boxes:
1.  A series of categories you can pick to jump down straight to the 

results you want.
2.  All the available packages for that location (selecting an alternative will 

refresh the page and only show those package types, e.g. Gold).
      
You can then look through a list of products that are right for your 
customer. When you find one that looks good, click “select” to see the 
full information. Make sure you read all of this to your customer before 
you book it for them.

      

On request bookings:

You may find some cars are showing as ‘on request’. This is usually (but 
not exclusively) because they are small, local suppliers who do not have 
integrated IT systems. In these situations, you can still book the car 
through the Holiday Extras agent site, but confirmation will be pending 
until the supplier has accepted the booking. Whenever you make an on 
request booking you can expect to have confirmation that the booking is 
live within 48 hours, and you will be kept informed of how it’s progressing 
through all stages. If in doubt, you can always give our call centre a ring. 



Product Information

This page will give you all the information you need to answer your 
customer’s queries:
       
What’s included will list out everything that comes as standard when 
you hire this car. It will also show you how much the Excess Refund 
Policy is going to cost at the next stage.
       
It’s important the customer knows what they are agreeing to when they 
hire a car, so we’ve included the Terms and Conditions here. These 
must be read out to the customer before the booking is made as it forms 
part of their contract with the rental company.
       
The opening and closing times are shown for information - but don’t 
worry, these are also stated on the confirmation voucher received after 
making the booking! Some companies will offer ‘out of hours’ pick ups and 
drop offs - best to have a look through the T&Cs to find out if the rental 
company can offer this, and if there’s any extras charges for doing so.
       
The rental company’s address is shown so if your customer prefers to pick 
up the car directly from the airport you can advise them which car rental 
companies have on-site offices (and which are just a short transfer away!)



Additional details

You will then be taken to an additional details page, where you can add 
Flexible’s own Excess Refund Policy. This has been designed to give your 
customers peace of mind. If the car is damaged in any way during the rental 
period then the customer may lose their deposit - but taking out this policy 
will reimburse them for this loss. It’s really simple to make a claim, and all 
the details are in the policy’s terms and conditions. If you want to add this 
just tick the box!
       
Then you’ll need to enter the additional information in the boxes on 
the bottom half of the page:

•    The email address of agent at the shop who receives the confirmation
•    The lead driver’s full name and title
•    The lead driver’s date of birth
•    A mobile number for the customer
•    The customer’s flight details

The customer’s flight information can be left out, but this could leave 
the customer liable to charges if they pick up the car later than planned. 
Best to put it in if you can (or it can be added later).



Confirmation

Lastly, confirm the details of the booking with the customer. This will all 
be listed on the right side of the screen along with the final price.
       
You will need to tick a box to confirm that you have read through the 
Terms and Conditions with the customer, and they are happy with 
this. It’s really important to do this so your customer is fully aware of 
everything that’s included in their rental and what they are liable to 
pay. Reading through the T&Cs with the customer and clicking this box 
protects us from claims where the customer was given incomplete or 
incorrect information.

Once you’ve booked, you’ll be taken to a page containing the same 
information as the confirmation that’s been emailed to your chosen 
email address. Remind them to print the email out and take it with them 
when they pick up the car.
       
You or the customer can see a copy of their confirmation on our 
website at any time by entering their booking reference on the home 
page. From there, you can re-send another copy or cancel the booking 
any time up until 72 hours before they fly. After this, you’ll need to call us 
to cancel for them up to 24 hours before their holiday. If your customer 
cancels less than 24 hours before their booking starts, then they will be 
charged the full amount of the rental.
      
     
          
   
  
  
   
         
     
      
      
       



Commission 

When you’re done, enter the details of the booking into your holiday 
booking system, as you normally would. You’ll need to provide the HX 
reference and the total cost of the booking. Your commission will then be 
added as with any other Holiday Extras product.



Our tips for selling car hire

Become a car hire sales expert!

•    Point out that car hire gives your customer freedom to go where 
they like, when they like. They can make their holiday unique and 
perfect for them.

      
•    Tell them they can travel in a comfortable, air-conditioned, private 

car, rather than a crowded bus full of tourists.     
          

•    Explain how they can take their time over what they’re doing and 
won’t be forced to stick to a schedule. They’re on holiday after all. 
             

•    Remind them that the car can be picked up and dropped off at their 
hotel if they’re staying in one of your top 20 resorts.

            
•    Cheekily point out that there are lots of cars on offer and they can use 

the opportunity to test drive something fun.
        
•    Overcome objections with the range of cars available to suit their 

needs
            
•    If they’re worried about the cost, tell them it’s cheaper than they 

think and suggest they have a look at what’s on offer.    
          

•    Point out the excess refund policy will stop them running up any 
extra charges. 



Complaints

What to do when things go wrong!
       
We always do our best for our customers, but there may be times 
when a customer isn’t happy with the service they or our partners have 
provided. If your customer isn’t happy, for any reason, we’ll do our 
best to sort the problem out for them.
       
All you need to do is send an email to customerrelations@holidayextras.
com, giving us as much information as you can about what happened, 
including booking references and receipts. You should then tell your 
customer that we will get back to them within two weeks.
       
If you have any questions, or you want to chase up an issue, feel free to 
give us a call!



Getting hold of us

Any questions, just call!
       
If you need to get hold of us, give us a call on 0871 360 2667.
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