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Defendants.

NOTICE TO DEFEND

YOU HAVE BEEN SUED IN COURT. If you wish to defend against the claims set forth
in the following pages, you must take action within TWENTY (20) DAYS after this complaint
and notice are served, by entering a written appearance personally or by attorney and filing in
writing with the court your defenses or objections to the claims set forth against you. You are
warned that if you fail to do so, the case may proceed without you and a judgment may be entered
against you by the court without further notice for any money claimed in the complaint or for any
other claim or relief requested by the plaintiff. You may lose money or property or other rights
important to you.

YOU SHOULD TAKE THIS PAPER TO YOUR LAWYER AT ONCE. IF YOU DO NOT
HAVE A LAWYER, GO TO OR TELEPHONE THE OFFICE SET FORTH BELOW. THIS

OFFICE CAN PROVIDE YOU WITH INFORMATION ABOUT HIRING A LAWYER.



IF YOU CANNOT AFFORD TO HIRE A LAWYER, THIS OFFICE MAY BE ABLE TO
PROVIDE YOU WITH INFORMATION ABOUT AGENCIES THAT MAY OFFER LEGAL
SERVICES TO ELIGIBLE PERSONS AT A REDUCED FEE OR NO FEE.

LAWYER REFERRAL SERVICE
The Allegheny County Bar Association
400 Koppers Building
436 Seventh Avenue
Pittsburgh, Pennsylvania 15219
Phone: (412) 261-5555
https://www.getapittsburghlawyer.com/
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Deputy Attorney General

Phone: 412-235-9078
Email: kgreen@attorneygeneral.gov

Date: _06/08/2023 By:

Attorney for the Commonwealth
Office of Attorney General

1251 Waterfront Place
Mezzanine Level

Pittsburgh, PA 15222

Fax: 412-880-0196
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IN THE COURT OF COMMON PLEAS OF ALLEGHENY COUNTY, PENNSYLVANIA
COMMONWEALTH OF PENNSYLVANIA CIVIL DIVISION
By ATTORNEY GENERAL
MICHELLE A. HENRY, Code 020 — Equity

Plaintiff, Case No.

V.

VANTAGE TRAVEL SERVICES, INC. d/b/a
VANTAGE DELUXE WORLD TRAVEL,

and

HENRY ROLAND LEWIS, Individually and as
Principal of VVantage Travel Services, Inc.

Defendants.

COMPLAINT

AND NOW, comes the Commonwealth of Pennsylvania, by Attorney General Michelle
A. Henry (“Commonwealth” or “Plaintiff”), and brings this action against Vantage Travel
Services, Inc. d/b/a Vantage Deluxe World Travel (“Corporate Defendant”) and Henry Roland
Lewis, Individually and as Principal of VVantage Travel Services, Inc. (“Individual Defendant” and
when referred to collectively with Corporate Defendant, “Defendants™). In support of this action,
the Commonwealth respectfully represents the following:

1. The Commonwealth brings this action pursuant to the Pennsylvania Unfair Trade
Practices and Consumer Protection Law, 73 P.S. § 201-1, et seq. (“Consumer Protection Law”),
to restrain by permanent injunction unfair methods of competition and unfair or deceptive acts or
practices in the conduct of any trade or commerce declared unlawful by Section 201-3 of the

Consumer Protection Law.



2. Section 201-4 of the Consumer Protection Law authorizes the Attorney General to
bring an action in the name of the Commonwealth of Pennsylvania to restrain by temporary and/or
permanent injunction unfair methods of competition or unfair or deceptive acts or practices in the
conduct of any trade or commerce declared unlawful by Section 201-3 of the Consumer Protection
Law. 73 P.S. 88 201-3 and 201-4.

3. The Commonwealth has reason to believe that the Defendants have used and/or are
about to use methods, acts or practices declared unlawful by Section 201-3 of the Consumer
Protection Law and that citizens of the Commonwealth are suffering and will continue to suffer
harm unless the acts and practices complained of are enjoined.

4. The Commonwealth believes that the public interest is served by seeking before
this Honorable Court injunctive relief to restrain the Defendants’ unlawful methods, acts and
practices set forth herein.

5. The Commonwealth further requests restitution, civil penalties, costs and other
appropriate equitable relief to redress the harm inflicted upon the Commonwealth’s citizenry

through Defendants’ violations of the Consumer Protection Law.

JURISDICTION
6. This Court has original jurisdiction over this action pursuant to Section 931 of the
Judicial Code, 42 Pa.C.S. § 931(a).
VENUE

7. Venue lies with this Court pursuant to Pa. R.C.P. 1006(a)(2) and (3).



THE PARTIES

8. Plaintiff is the Commonwealth of Pennsylvania, by Attorney General Michelle A.
Henry, with offices located at 1251 Waterfront Place, Mezzanine Level, Pittsburgh, Pennsylvania
15222 and at 15th Floor, Strawberry Square, Harrisburg, Pennsylvania 17120.

9. Corporate Defendant is a Domestic Profit Corporation that is registered with the
Secretary of the Commonwealth of Massachusetts, Corporations Division (“Massachusetts
Corporations Division”), and has a principal place of business at 90 Canal Street, Boston,
Massachusetts 02114.

10. Individual Defendant is the Founder, Chairman of the Board, and Chief Executive
Officer of Corporate Defendant and currently resides at 101 E. Camino Real, Apartment 841, Boca
Raton, Florida 33432.

BACKGROUND

11.  This case is about a tour operator that has failed to fully and timely issue cash
refunds to Pennsylvania consumers for their cancelled travel tours by deeming those tours
“postponed” or “rescheduled” rather than canceled, thereby effectively forcing consumers to either
rebook a new tour after years of delay or initiate their own cancellation request for a partial refund
that is subject to a per-person cancellation penalty of up to one-hundred percent (100%) the tour’s
purchase price.

12. In short, Defendants have engaged in deceptive and unfair business practices by
promising “risk-free” travel, but in reality, Defendants misapply their terms and conditions by
taking large sums of consumers’ monies and then fail to provide meaningful relief for consumers
when they cannot travel. As a consequence, consumers are consistently left with no trip and out of

pocket thousands of dollars.



13.  Corporate Defendant is a tour operator that organizes, promotes and sells tour travel
programs throughout the world consisting of certain travel services, including surface, air and
water transportation, sightseeing excursions, and cruise and hotel accommodations (“Tours”) that
it purchases or reserves from suppliers.

14. Individual Defendant owns one-hundred percent (100%) of the stock in Corporate
Defendant and is the founder and sole principal of Corporate Defendant.

15. At all times relevant and material hereto, the Massachusetts Corporations
Division’s database has listed Individual Defendant as the President, Treasurer, Secretary, CEO,
CFO, and Director of Corporate Defendant.

16.  Asset forth more fully below, Defendants have engaged in the pattern and practice
of refusing to issue full and prompt cash refunds to Pennsylvania consumers after notifying them
that their Tours could not commence on or anywhere near their intended departure dates.

17.  Declaring that Tours have only been “postponed” months or years from their
intended departure dates, as opposed to “cancelled,” Defendants have refused to issue full cash
refunds to Pennsylvania consumers for their unfulfilled Tours, and instead have booked the
consumers on new Tours without consultation and/or issued them a future travel credit for
purposes of booking a new Tour — even in instances where the consumer is not interested or is not
physically capable of going on a different Tour.

18. Moreover, for consumers who initiated a cancellation request with Defendants in
response to COVID-19 safety concerns and/or Defendants’ repeated “postponements,” Defendants
enforced the per-person cancellation fee schedule set forth in their Tour Participation Agreement,

thereby precluding consumers from obtaining full cash refunds for their Tours.



19. In numerous instances where Defendants deemed a consumer as subject to a per-
person cancelation fee schedule of one-hundred percent (100%) of the Tour’s purchase price, or
some other higher percentage, Defendants’ “postponement” practice effectively forced such
consumers to either re-book a new Tour or, if unable and/or uninterested in taking another Tour at
a future date, to transfer their future travel credits to a family member or friend.

20. In numerous instances where Defendants represented to consumers that they would
be issuing a cash refund, Defendants either did not issue the represented refund and/or did not
issue any such refund to the consumer for months to a year or more.

21. In numerous instances, Defendants have advertised, offered for sale, sold, and
accepted payments from consumers for Tour reservations when Defendants knew or reasonably
should have known that such travel reservations could not be fulfilled on their purchased departure
date, later advising those consumers that their Tour had to be “postponed” for sometimes years.

22. In numerous instances, Defendants have also repeatedly assured their consumer
base, many of whom sixty (60) years of age or older, that purchasing a Tour, or re-booking an
affected Tour, would be a risk-free investment — even though purchasing such a Tour came with
the very real risk of the consumer being stuck with travel credits for their indefinitely “postponed”
Tour or a highly-delayed, partial cash refund as reimbursement for their purchased Tour that would
be subject to Defendants’ cancellation fee schedule.

23.  Atall times relevant and material hereto, Individual Defendant approved, endorsed,
directed, ratified, controlled and/or otherwise participated in the conduct alleged herein and the

practices and operations conducted.



24. At all times relevant and material hereto, the unlawful acts and practices
complained of herein were carried out pursuant to Individual Defendant’s direction and control,
and Individual Defendant directly participated in such unlawful acts and practices.

25. At all times relevant and material hereto, the unfair methods, acts and practices
complained of herein have been willfully used by Defendants.

FACTS

26. At all times relevant and material hereto, Defendants have engaged in trade or
commerce within the Commonwealth of Pennsylvania by advertising, marketing, offering for sale,
and selling Tours, and an optional Travel Protection Plan (“TPP”) for such Tours, to Pennsylvania
consumers via mail, email, over the telephone, and through their online website,

https://www.vantagetravel.com/.

217. Many of the consumers that Defendants organize, promote and sell Tours to are
sixty (60) years of age or older.

28.  The Tours that Defendants organize, promote and sell to consumers are branded as
luxury or deluxe in nature, typically last for weeks, normally involve international travel, and cost
thousands of dollars, often exceeding $10,000.00, per person.

29. In their ordinary course of business, Defendants collect Tour payments from
consumers in advance of their Tour’s booked departure date.

30.  Toencourage consumers to fully pay for their Tours well in advance of their booked
departure dates, Defendants offer a “Smart Pay” savings program that offers a discount of
increasing size base on the number of months in advance that a consumer pays for their Tour.

31. Thereafter, months in advance of a consumer’s booked Tour, Defendants’ practice

is to then pre-pay a Tour’s respective supplier(s) for the services to be rendered.


https://www.vantagetravel.com/

Defendants’ Pre-COVID Refund Policy

32.  Prior to calendar year 2020, Defendants’ refund policy for Tours was implemented
as stated in Defendants’ then-operative Tour Participation Agreement. A true and correct
exemplary copy of Defendants’ Tour Participation Agreement, with an indicated revision date of
October 11, 2017, and which was provided by Consumer M, is attached hereto and incorporated
herein as Exhibit “4-1.” A true and correct exemplary copy of Defendants’ Tour Participation
Agreement, with an indicated revision date of January 1, 2020, and which was provided by
Consumer F, is attached hereto and incorporated herein as Exhibit “A-2.”

33. In those instances when Defendants cancelled a Tour, Defendants agreed to
promptly refund all Tour payments received by Defendants. See Exhibits A-1 and A-2 at pg. 3,
“Alterations & Modifications.”

34. In the event a consumer cancelled a Tour, then they would only receive a cash
refund less the applicable per-person cancellation fee schedule, which depending on the timing of
the cancellation, could range up one-hundred percent (100%) of the Tour’s selling price per person.
However, consumers who opted to purchase Defendants’ TPP were reimbursed for such
cancellation fees either via check or travel credit, depending on their reason for cancelling the
Tour. See Exhibits A-1 and A-2 at pg. 2.

35.  More specifically, Defendants’ Tour Participation Agreement effective in 2019 and
the years prior to that, declared that “all cancellations made later than 24 hours after booking are
subject to a nonrefundable administrative fee of $300 per person. Cancellations made within 24
hours of booking will be subject to the same fee, unless your reason for canceling given at the
time of cancellation is your rejection of these Terms and Conditions. This fee does not include

airline cancellation fees or the cost of nonrefundable travel protection plans. There may be



additional cancellation fees associated with certain excursions or extensions. Please note,
however, that reservations made after the final payment date are immediately subject to
cancellation charges.” See Exhibit A-1 at pg. 2, “Cancellations and Refunds” (emphasis in
original).

36.  Defendants’ Tour Participation Agreement effective at the beginning of 2020
similarly declared, “All cancellations made later than 24 hours after booking are subject to an
administrative fee of $300 per person (see deposit/cancel table)*. Cancellations made within 24
hours of booking will be subject to the same fee, unless your reason for cancelling given at the
time of cancellation is your rejection of these Terms and Conditions. This administrative fee
does not include airline cancellation fees or the cost of nonrefundable travel protection plans. There
may be additional cancellation fees associated with certain excursions or extensions. Please see
our specific trip for details. Please note, however, that reservations made after the final
payment date are immediately subject to cancellation charges. [{] IF YOU HAVE
PREVIOUSLY CHANGED THE DATE OF YOUR DEPARTURE, CANCELLATION FEES
WILL BE ASSESSED ACCORDING TO YOUR ORIGINAL DEPARTURE DATE AND NOT
THE CHANGED DEPARTURE DATE.” See Exhibit A-2 at pg. 2, “Cancellations and Refunds”
(emphasis in original).

37.  Defendants’ Tour Participation Agreements effective in 2019, and the years prior
to that, further set forth an escalating per-person cancellation fee schedule that:

a. For all Tours aside from Defendants’ “Around the World Journeys,” sets forth
an escalating schedule of cancellation fees that begins at $300 per person and
increases up to one hundred percent (100%) of the selling price of a Tour per

person, depending on the timing of the cancellation; and



b. For “Around the World Journeys,” sets forth an escalating schedule of
cancellation fees that begins at $3,000 per person and likewise increases up to
one hundred percent (100%) of the selling price of a Tour per person, depending
on the timing of the cancellation.

See Exhibit A-1 at pg. 2, “Deposit * Final Payment Date * Cancellation Fees.”
38. Defendants’ Tour Participation Agreements effective at the beginning of 2020
likewise set forth an escalating per-person cancellation fee schedule that:

a. For most types of Tours, sets forth an escalating schedule of cancellation fees
that begins at $300 per person and increases up to one hundred percent (100%)
of the selling price of a Tour per person, depending on the timing of the
cancellation;

b. For “Ocean Explorer Inaugural Season” Tours, sets forth an escalating schedule
of cancellation fees that begins at $500 per person and increases up to one
hundred percent (100%) of the selling price of a Tour per person, depending on
the timing of the cancellation; and

c. For “Ocean Explorer World Cruise Inaugural Season” Tours, sets forth an
escalating schedule of cancellation fees that begins at $2,500 per person and
likewise increases up to one hundred percent (100%) of the selling price of a
Tour per person, depending on the timing of the cancellation.

See Exhibit A-2 at pg. 2, “Deposit * Final Payment Date » Cancellation Fees.”

Defendants’ Unfair and Deceptive “Postponement” Practice

39.  When the COVID-19 pandemic first emerged in early 2020, Defendants’ refund

and pre-payment practices went awry.



40. Due to the safety and operational challenges arising from the COVID-19 pandemic,
by March of 2020, Defendants could no longer fulfill any of their booked Tours on or near their
booked departure dates.

41. Yet, if Defendants declared that all Tours were “cancelled,” then they would be
admitting to their contractual obligation under the Tour Participation Agreement to promptly issue
full cash refunds to consumers, even if their respective Tour payments were already used to pre-
pay that Tour’s or another Tour’s supplier(s).

42.  Accordingly, despite Defendants’ continued inability to fulfill consumers’
purchased Tours on or near their booked departure date, Defendants did not declare that the
unfulfilled Tours were “cancelled.”

43. Instead, Defendants have engaged in a practice of classifying affected Tours as
being “postponed,” rather than “cancelled,” purporting that consumers are not entitled to full cash
refunds as their Tours’ departure dates were only being rescheduled or modified.

44, For example, from March of 2020 through August of 2021, Defendants made ten
(10) announcements that they were “postponing” or “suspending” departures for Tours. A true and

correct copy of Defendants’ webpage, https://www.vantagetravel.com/advisory-update, as of April

18, 2023, is attached hereto and incorporated herein as Exhibit “B.”

45, A number of Defendants’ announcements that Tours were “postponed” or
“suspended” were signed by Individual Defendant. See Exhibit B.

46. In emails signed by Individual Defendant, Defendants also directly messaged
consumers to advise them that Defendants were rescheduling their Tours for a different calendar

year due to COVID-19.
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47.  In response to consumers’ requests for cash refunds, Defendants also advised
consumers that their Tour’s departure date had only been postponed, modified or otherwise
rescheduled, as opposed to “cancelled,” further representing to numerous consumers that a cash
refund was not an “option” and that the consumer had been rebooked on a new Tour scheduled to
depart at a later date.

48. Defendants also posted travel alerts on consumers’ “My Portfolio” account pages,
advising consumers that their originally booked Tours could not be fulfilled and rebooking the
consumer on the new Tour without prior consultation. A true and correct exemplar, with personal
identifying information redacted, is attached hereto and incorporated herein as Exhibit “C.”

49, By purporting that Tours were “postponed” or “rescheduled” rather than cancelled,
in numerous instances, Defendants have refused to issue full cash refunds to affected Tour
purchasers, rebooking those consumers on future Tours without consultation and/or issuing them
a future travel credit for purposes of booking a new Tour.

50. In numerous instances, Defendants also deemed consumers as only entitled to a
future travel credit for their “postponed” Tours, refusing to issue any cash refund to the consumer
even at the consumer’s request or when the consumer attempted to cancel their Tour.

51. In numerous instances where Defendants purported that the consumer was not
entitled to any cash refund for their “postponed” Tour, but the consumer represented to Defendants
that they were not able to utilize the credit due to health issues, Defendants still did not issue a
cash refund to the consumer and instead only advised the consumer that they could transfer their
travel credits to a friend or family member in numerous instances.

52. Moreover, in numerous instances where consumers have initiated cancellation

requests with Defendants in response to COVID-19 safety concerns and/or Defendants’
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“postponement” practices, Defendants have enforced the per-person cancellation fee schedule set
forth in their Tour Participation Agreement, which assesses a cancellation fee of increasing
amounts based on a cancellation’s proximity to a Tour’s departure date, up to one-hundred percent
(100%) of the Tour purchase price per person. See, e.g., Exhibits A-1 and A-2.

53. In the numerous instances where the imposed cancellation fee was less than one-
hundred percent (100%) of the Tour’s purchase price, Defendants’ practice of imposing their
cancellation fee schedule guaranteed that consumers, at best, would only receive a partial cash
refund from Defendants.

54. However, in numerous instances where a consumer was deemed in a cancelation
fee schedule of one-hundred percent (100%), or some other high percentage, Defendants’
“postponement” practice precluded or effectively precluded consumers from obtaining a cash
refund from Defendants.

55. Moreover, following Defendants’ resumption of operations, Defendants have
continued to engage in their “postponement” practices.

56. In some instances in 2022, for example, Defendants have “postponed” Tours to a
departure date in calendar year 2024.

57.  As set forth more fully below, even in calendar year 2023, consumers continue to

9 <e

file complaints with the Better Business Bureau regarding Defendants’ “postponement” of Tours
and failure to issue cash refunds.

58.  Defendants’ currently implemented Tour Participation Agreement also now
magnifies the effect of Defendants’ “postponement” practices by establishing an increased

cancellation fee schedule, speeding up the per-person cancellation fees for all of their Tours, and

specifying that “IF YOUR ORIGINAL DEPARTURE DATE HAS CHANGED BY YOU
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AND/OR VANTAGE, CANCELLATION FEES WILL BE ASSESSED ACCORDING TO
YOUR ORIGINAL DEPARTURE DATE AND NOT TO THE CHANGED DEPARTURE
DATE.” A true and correct exemplary copy of Defendants’ Tour Participation Agreement, with
an indicated revision date of November of 2022, is attached hereto and incorporated herein as
Exhibit “D.”

59. Defendants’ current Tour Participation Agreement also continues to provide, “All
cancellations made later than 24 hours after booking are subject to an administrative fee of $300
per person (see deposit/cancel table)*. Cancellations made within 24 hours of booking will be
subject to the same fee, unless your reason for canceling given at the time of cancellation is
your rejection of these Terms and Conditions. This administrative fee does not include airline
cancellation fees or the cost of nonrefundable travel protection plans. There may be additional
cancellation fees associated with certain excursions or extensions. Please see your specific trip for
details. Please note, however, that reservations made after the final payment date are
immediately subject to cancellation charges.” See Exhibit D at pg. 2, “Cancellations and
Refunds” (emphasis in original).

Defendants’ Unfair and Deceptive TPP Practices

60. At all times relevant and material hereto, Defendants have advertised, marketed,
offered for sale, and sold to Pennsylvania consumers TPP for Tours.
61.  Defendants’ TPP consists of Part “A” and Part “B” coverage:
a. Part “A” of the TPP is a non-insurance pre-departure cancellation contract
called the “Cancel For Any Reason Waiver” that is provided by Defendants;

and
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b. Part “B” of the TPP is a short-term post-departure travel insurance plan /
individual travel insurance policy that is underwritten by an insurance
company.

62. Under Part A of the TPP, the “Cancel For Any Reasons Waiver,” a consumer is
only entitled to a cash refund for a pre-departure cancellation if they cancel their Tour for
“specified reasons;” if a consumer cancels their Tour for any other reason other than the “specified
reasons,” then they will receive a travel voucher/credit. A true and correct exemplary copy of Part
“A” of Defendants’ TPP with Trip Mate, which was purchased by Consumer B, is attached hereto
and incorporated herein as Exhibit “E-1.” A true and correct exemplary copy of Part “A” of
Defendants’ TPP with Allianz, which was purchased by Consumer G, is attached hereto and
incorporated herein as Exhibit “E-2.”

63.  Aspertinent, Part A of the TPP that Defendants utilized until around March of 2021
(“Former Part A”), provided that consumers are entitled to a cash refund if they canceled their
Tour for the following “specified reasons”:

a. “a covered Sickness, Injury or death of You, Your Family Member, or Your
Traveling Companion which occurs before departure on Your trip. The
Sickness or Injury must occur before departure on Your trip and must require
examination and treatment by a Physician at the time of cancellation. The
treating Physician must certify that You are not able to participate on the trip
due to medical restrictions”;

b. “You or Your Traveling Companion are quarantined . . .”;
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C. “Your or Your Traveling Companion’s home or trip destination is made
uninhabitable by a Natural Disaster and will remain uninhabitable during Your
scheduled trip dates”; and

d. “a government-mandated shutdown of an airport or the air traffic control
system[.]”

Exhibit E-1 at pg. 1, “CANCELLATION PENALTY WAIVER.”

64.  Defendants’ Former Part A defines “Sickness” as “an illness or disease of the body
which: 1) requires examination and treatment by a Physician; and 2) commences while Your
Cancellation Penalty Waiver is in effect.” Exhibit E-1 at pg. 1, “CANCELLATION PENALTY
WAIVER DEFINITIONS.”

65. Defendants’ Former Part A defines “Natural Disaster” as “a flood, hurricane,
tornado, earthquake, mudslide, tsunami, avalanche, landslide, volcanic eruption, fire, wildfire or
blizzard that is due to natural causes.” Exhibit E-1 at pg. 1, “CANCELLATION PENALTY
WAIVER DEFINITIONS.”

66.  Since March of 2021, Defendants have also continued to offer and provide
consumers a substantially similar “Cancel for Any Reason Waiver” under Part A of their current
TPP (“Current Part A”).

67.  As with their Former Part A, Defendants’ Current Part A provides that consumers
are entitled to a cash refund if they cancel their Tour for the following “Specified Reasons”:

a. “A Sickness, injury or death of You, a person booked to travel with You or a
family member (regardless of whether or not the family member is traveling
with You), which occurs before You depart on Your Trip. The Sickness or

Injury must require examination and treatment by a physician at the time of
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cancellation and the treating physician must certify that the Sickness or Injury
will prevent You from taking Your Trip”;

b. “You (or a person booked with You on the Trip) are quarantined per mandate
by a state or government official . . .”;

c. “Your home (or the home of a person booked with You on the Trip) or Your
destination accommodations are made uninhabitable by natural disaster (such
as a flood, hurricane, tornado, earthquake, fire, or blizzard) and remain
uninhabitable during the time of Your Trip”; and

d. “a shutdown of an airport or the air traffic control system for 6 or more hours
which prevents You from departing on Your Trip[.]”

Exhibit E-2 at pgs. 1-2, “CANCELLATION PENALTY WAIVER DETAILS.”

68. Defendants’ Current Part A defines “Sickness™ as “an illness or disease of the
body.” Exhibit E-2 at pgs. 1-2, “CANCELLATION PENALTY WAIVER DETAILS.”

69.  As more fully set forth throughout and herein, in numerous instances, Defendants
have refused to declare Tours as “cancelled” and thereafter promptly issue or initiate full cash
refunds to consumers, instead declaring that such Tours are purportedly being “postponed” rather
than cancelled.

70. In numerous instances, when the consumer thereafter initiated their own
cancellation/cash-refund request, Defendants additionally denied issuing a full cash refund to
consumers under Part A of their TPP.

71. In numerous instances, Defendants have denied consumer-initiated cash refund
requests under Part A of their TPP where a consumer’s Tour was “postponed” and the consumer

did not want to travel on the new Tour or rebook a different Tour for a later date.
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72. In numerous instances, Defendants have denied consumer-initiated cash refund
requests under Part A of their TPP where the consumer asserted COVID-19 safety concerns and/or
the Defendants could not have fulfilled the Tour on or near its purchased departure date due to
COVID-19 travel restrictions.

73. In numerous instances, Defendants have denied consumer-initiated cash refund
requests under Part A of their TPP where, following the respective Tour’s “postponement,” the
consumer or their travel companion suffered medical complications or illness that precluded travel.

Defendants’ Unfair and Deceptive TPP Representations

74.  Atall times relevant and material hereto, Defendants have repeatedly assured their
consumer base, many of whom sixty (60) years of age or older, that purchasing a Tour with TPP
protects the full value of their travel investment and otherwise ensures a risk-free investment.

75. For example, Defendants’ Tour Participation Agreement that was utilized in at least
2019, “strongly recommended” for consumer to purchase travel protection, describing the TPP as
a “Full-Value Travel Protection Plan — one of the most comprehensive benefit plans available
anywhere . . . [{] Protect the Full VValue of Your Investment [{] You can feel confident that with
the Vantage Travel Protection Plan, the full value of your investment is protected. Now that’s
peace of mind!” (Emphasis in original). See Exhibit A-1 at pg. 3.

76. At all times relevant and material hereto, Defendants’ website contains a
testimonial video regarding TPP coverage, wherein a slide describes the TPP as “Vantage’s 100%
Travel Protection Plan” that consumers can use to “Cancel for ANY Reason.” A description below
the testimonial video, bearing the caption “Protect yourself — and your investment — 100%”,
further describes the TPP as a “100% coverage plan, which includes the rarely found true

cancellation for any reason coverage.” True and correct screenshots of the Defendants* website,
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https://www.vantagetravel.com/whyvantage/waystosave, and the testimonial video on that

website, as observed on April 18, 2023, are attached hereto and incorporated herein as Exhibit
“F-1” and “F-2,” respectively.

77.  Atall times relevant and material hereto, Defendants’ website promotes their TPP
with the description, “COVERAGE FOR WHAT YOU CAN’T SEE COMING [f] Enhanced
100% Travel Protection Plan,” and representing that TPP covers the “unexpected” to avoid
losing “tens of thousands of dollars for medical bills or trip cancellation fees or some other
disastrous occurrence that you couldn’t possibly have foreseen,” and further representing that
“Unforeseen incidents generally not covered under travel protection plans are covered under our

b

Enhanced Cancel For Any Reason Waiver,” without further explanation. A true and correct

screenshot of Defendants’ website, https://www.vantagetravel.com/whyvantage/waystosave/

travelprotection/reasonstopurchase, as observed on April 18, 2023, is attached hereto and
incorporated herein as Exhibit “G.”

78.  Atall times relevant and material hereto, Defendants’ catalogs, postcards, and other
promotional materials that they distributed to consumers have likewise portrayed Defendants” TPP
as capable of protecting the full value of their travel investment in the event a consumer must
cancel their Tour for an unforeseen event or emergency, without further explanation.

79. In early-March of 2020, Defendants, in “A letter from Vantage Founder &
Chairman Henry R. Lewis,” continued to assure consumers that their TPP was the “most
comprehensive travel coverage. With Vantage’s Travel Protection Plan, the full value of your
investment is protected for cancellation up to and including the day of departure, with either cash

back or trip credit returned, depending on the reason for cancellation.” See Exhibit B.
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80.  Since March of 2020, Defendants have likewise promoted their TPP as a
“comprehensive plan” that protects against the “unexpected” and “ensures that you, your loved
ones, and your investment are 100% protected from the point of purchase until your return home.
Our Travel Protection Plan also allows you to cancel for any reason up to and including the day of
your departure.” A true and correct screenshot of Defendants’ website,

https://www.vantagetravel.com/bookwithconfidence, as observed on April 18, 2023, is attached

hereto and incorporated herein as Exhibit “H.”

81. Following the emergence of COVID-19, Defendants’ invoices distributed to
consumers have begun to promote TPP by representing, “PROTECT YOUR TRAVEL
INVESTMENT! [] With the Vantage 100% Travel Protection Plan, you can cancel your trip for
any reason right up until you depart and still retain full value. You’ll also receive medical and
travel coverage during your trip.”

82. Following the emergence of COVID-19, Defendants’ website also continues to
promote TPP as a means to “PROTECT YOURSELF, YOUR LOVED ONES, AND YOUR
INVESTMENT AGAINST THE UNEXPECTED” further stating that their TPP “ensures that you,
your loved ones, and your investment are 100% protected from point of purchase until your
return home.” The same website also states that the TPP provides a “True Cancellation for Any
Reason: No restrictions or fine print.” A true and correct screenshot of Defendants’ website,

https://www.vantagetravel.com/whyvantage/waystosave/travelprotection/coverage, as observed

on April 5, 2023, is attached hereto and incorporated herein as Exhibit “I.”
83.  Notwithstanding Defendants’ various TPP representations, as more fully set forth

below, in numerous instances, Defendants have engaged in a practice of denying Pennsylvania
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consumers a full cash refund under Part A of their TPP based in part on Defendants’
“postponement” practices.

Defendants’ Unfair and Deceptive “Risk Free Cancellation” Promotion

84.  Since March of 2020, Defendants have advertised, marketed, and otherwise offered
to consumers “risk free” cancellations and enhanced future travel credits to promote new Tour
purchases and to retain the business of “postponed” consumers.

85. Following the emergence of COVID-19, in early-March of 2020, Defendants, in a
“A letter from Vantage Founder & Chairman Henry R. Lewis,” announced the suspension of Tours
and that “Over the past days and weeks, we have also rolled out enhanced policies to benefit our
travelers, including a risk-free cancellation policy valid through April 30 for new and existing
2020 reservations. Details are available on our website. Additionally, we continue to partner with
Trip Mate to offer you the most comprehensive travel coverage. With Vantage’s Travel Protection
Plan, the full value of your investment is protected for cancellation up to and including the day
of departure, with either cash back or trip credit returned, depending on the reason for
cancellation.” See Exhibit B (emphasis added).

86.  According to Defendants’ website, Defendants’ initial “BOOK WITH
CONFIDENCE: RISK-FREE CANCELLATION” promotion in early 2020 was to provide “peace
of mind” to new and rebooking consumers who may need to postpone their Tours within the
promoted time-period, allowing the consumers to “receive a voucher for the full paid value of your
trip to apply to another 2020 journey of your choice.” A true and correct copy of Defendants’

webpage, https://www.vantagetravel.com/riskfree, as of April 18, 2023, is attached hereto and

incorporated herein as Exhibit “J.”
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87. On July 28, 2020, Defendants, in “An update from Vantage Founder & Chairman
Henry R. Lewis,” announced their “decision to extend the postponement of all journeys through
December 31, 2020,” and further announced to consumers that “We’ve extended our enhanced
Book with Confidence policy to ensure our travelers enjoy the most flexibility during this
challenging time” See Exhibit B (emphasis in original).

88. On January 15, 2021, Defendants, in “An update from Vantage Founder &
Chairman Henry R. Lewis,” likewise announced their “decision to postpone our journeys through
May 1, 2021,” and again announced “we’ve just extended our Book with Confidence policy to
cover all journeys reserved through February 24, 2021.” See Exhibit B (emphasis in original).

89. In promoting the extended “BOOK WITH CONFIDENCE: RISK-FREE
CANCELLATION” promotion on their website, Defendants again represented to consumers, “We
understand that in the current travel climate you may feel hesitant to reserve a spot on one of our
Vantage journeys. To give you peace of mind and confidence to book with us, we have made
crucial enhancements to our cancellation policy, providing flexibility and comfort to our travelers.
We’d love to have you enjoy our momentous savings now, while having the option to change or
reschedule your trip later. We've also temporarily reduced the required deposit amount so you can
lock in your trip with 2-for-1 savings.” A true and correct screenshot of Defendants’ webpage,

https://www.vantagetravel.com/~/link.aspx? id=D2B4192DA88C43A58FEEA57D541FA20E&

_z=z , as archived on March 1, 2021 and accessed on April 18, 2023, is attached hereto and
incorporated herein as Exhibit “K.”

90. Defendants’ extended “BOOK WITH CONFIDENCE” promotion further
promoted a “Risk-Free Cancellation Policy” and “2-for-1 Deposits Offer on 2021 Through 2022

Journeys.” See Exhibit K.

21


https://www.vantagetravel.com/~/link.aspx?_id=D2B4192DA88C43A58FEEA57D541FA20E&_z=z
https://www.vantagetravel.com/~/link.aspx?_id=D2B4192DA88C43A58FEEA57D541FA20E&_z=z

91. On the same promotional webpage, under the caption, “Travel with Tranquility,”
Defendants further represented that their TPP is a “comprehensive plan [that] ensures that you,
your loved ones, and your investment are 100% protected from the point of purchase until your
return home. Our Travel Protection Plan also allows you to cancel for any reason up to and
including the day of