DoubleTree by Hilton Bratislava

REKLAMACNY PORIADOK
COMPLAINTS PROCEDURE

vypracovany v sulade so zakonom ¢. 40/1964 Zb. Obciansky zdkonnik v zneni neskorsich predpisov
(dalej len , Obciansky zakonnik®), zakonom ¢. 108/2024 Z. z. o ochrane spotrebitela a o zmene a
doplneni niektorych zakonov v zneni neskorsich predpisov (dalej len ,, Zakon o ochrane spotrebitela”),
so zakonom ¢. 391/2015 Z. z. o alternativnom rieseni spotrebitelskych sporov a o zmene a doplneni
niektorych zdakonov v zneni neskorsich predpisov (dalej len ,,Zdkon o ARS*) a so zakonom ¢. 355/2007
Z. z. 0 ochrane, podpore a rozvoji verejného zdravia v zneni neskorsich predpisov.

Néazov spolocnosti:

TEHELNE POLE, a.s., prevadzka DoubleTree by Hilton Bratislava

Trnavska cesta 27/A

831 04 Bratislava

zapisana v Obchodnom registri Mestského sudu Bratislava III, oddiel: Sa, vlozka ¢. 3880/B

I1CO: 36 361 666

DIC: 2022187376

IC DPH: SK2022187376

Zastipena: Mgr. Juraj Siroky, MBA, predseda predstavenstva

Ing. Stanislav Futia, ¢len predstavenstva

CL1I
VSeobecné ustanovenia

1. Tento reklamacny poriadok (d’alej len ,,Reklamacny poriadok®) upravuje postup pri
uplatitovani zodpovednosti za vady SluZieb poskytovanych spolo¢nostou TEHELNE
POLE, a.s., prevadzka DoubleTree by Hilton Bratislava (dalej len ,,Poskytovatel*) v hoteli
DoubleTree by Hilton Bratislava (d’alej len ,,Hotel*), najmé ubytovacich, stravovacich,
fitness & wellness a kongresovych/eventovych sluzieb (dalej spolu len ,,Sluzba“ alebo
,»dluzby®), ako aj za vady tovaru, ktory Poskytovatel' predava Spotrebitelovi v Hoteli,
najmaé na recepcii Hotela vo forme drobnych suvenirov, dar¢ekovych predmetov, magnetiek

prepared in accordance with Act No. 40/1964 Coll., the Civil Code, as amended (hereinafter the “Civil
Code”), Act No. 108/2024 Coll. on Consumer Protection and on Amendments to Certain Acts, as
amended (hereinafter the “Consumer Protection Act”), Act No. 391/2015 Coll. on Alternative Resolution
of Consumer Disputes and on Amendments to Certain Acts, as amended (hereinafter the “ADR Act”),
and Act No. 355/2007 Coll. on the Protection, Support and Development of Public Health, as amended.
Company name:

TEHELNE POLE, a.s., branch establishment DoubleTree by Hilton Bratislava

Trnavska cesta 27/A

831 04 Bratislava

registered in the Commercial Register of the Bratislava III Municipal Court, Section: Sa, File No.
3880/B

Company ID (ICO): 36 361 666

Tax ID (DIC): 2022187376

VAT ID: SK2022187376

Represented by: Mgr. Juraj Siroky, MBA, Chairman of the Board of Directors
Ing. Stanislav Futia, Member of the Board of Directors

CL 1
General Provisions

1. This Complaints Procedure (hereinafter the “Complaints Procedure”) governs the
procedure for asserting liability for defects in the Services provided by TEHELNE POLE,
a.s., branch establishment DoubleTree by Hilton Bratislava (hereinafter the “Provider”) at
the DoubleTree by Hilton Bratislava hotel (hereinafter the “Hotel”), in particular
accommodation, catering, fitness & wellness, and conference/event services (hereinafter
jointly the “Service” or “Services”), as well as for defects in goods sold by the Provider to
the Consumer at the Hotel, in particular at the Hotel reception in the form of small souvenirs,



a podobnych upomienkovych predmetov, pripadne prostrednictvom mini-baru v hotelovej
izbe (d’alej len ,,Tovar), vo vztahu ku klientom, ktori st spotrebitel'mi v zmysle § 52 ods.
4 Obcianskeho zdkonnika (d’alej len ,,Spotrebitel).

Tento Reklama¢ny poriadok dopiita Vseobecné obchodné podmienky spolo¢nosti
TEHELNE POLE, as., prevadzka DoubleTree by Hilton Bratislava (dalej len ,,VOP*),
najmé ich Clanok XIV. (Reklamacie a vybavovanie staznosti) a Clanok XV. (Alternativne
rieSenie sporov a poucenie Spotrebitel'a), a tvori s nimi v tejto Casti jeden celok. V pripade
rozporu medzi VOP a tymto Reklama¢nym poriadkom sa uplatni uprava, ktora je pre
Spotrebitela priaznivejsia.

Tento Reklamaény poriadok je zavdzny pre vSetkych zamestnancov Poskytovatel’a, ako aj
pre klientov Spotrebitel'ov, ktorym Poskytovatel’ poskytuje Sluzby alebo preddva Tovar.

Zacatim Cerpania Sluzby (najmi ubytovanim sa v Hoteli, prevzatim objednaného jedla
alebo napoja, zaCatim vyuzivania fitness & wellness centra alebo ucastou na podujati
konanom v Hoteli), ako aj osobnym prevzatim Tovaru, Spotrebitel potvrdzuje, ze sa
oboznamil s obsahom tohto Reklamac¢ného poriadku a sthlasi s nim.

Na tcely tohto Reklamaéného poriadku sa rozumie:

a) vytknutim vady (reklaméciou) uplatnenie prava Spotrebitela vyplyvajiceho zo
zodpovednosti Poskytovatel’a za vady Sluzby alebo Tovaru,

b) vybavenim vytknutej vady ukoncenie konania o vytknutej vade odstranenim vady,
poskytnutim nahradnej Sluzby alebo veci, vratenim ceny, poskytnutim primeranej
zlavy z ceny, odovodnenym zamietnutim zodpovednosti za vadu, pripadne inym
spdsobom podl'a Ob¢ianskeho zakonnika alebo Zakona o ochrane spotrebitela.

Tento Reklamacny poriadok sa pouzije subsidiarne popri osobitnych dojednaniach medzi
Poskytovatelom a Klientom dohodnutych najmd v zmluve/objednavke (d’alej len
,»Zmluva®) a VOP; ak Zmluva obsahuje odlisnti Gpravu, ktord je pre Spotrebitela
priaznivejsia, uplatni sa tato odli$na Gprava.

CL 11
Vymedzenie pojmov a rozsah poskytovanych Sluzieb

Na ucely tohto Reklamacného poriadku sa najmé rozumie:

a) Hotelom hotel DoubleTree by Hilton Bratislava na Trnavskej ceste 27/A v Bratislave,

gift items, fridge magnets and similar souvenir items, or via the mini-bar in the hotel room
(hereinafter the “Goods”), in relation to clients who are consumers within the meaning of
Section 52(4) of the Civil Code (hereinafter the “Consumer”).

This Complaints Procedure supplements the General Terms and Conditions of TEHELNE
POLE, a.s., branch establishment DoubleTree by Hilton Bratislava (hereinafter the “GTC”),
in particular their Article XIV (Complaints and Handling of Grievances) and Article XV
(Alternative Dispute Resolution and Consumer Information), and forms a single whole with
them in this respect. In the event of a discrepancy between the GTC and this Complaints
Procedure, the provision more favourable to the Consumer shall apply.

This Complaints Procedure is binding on all employees of the Provider, as well as on
Consumer clients to whom the Provider provides Services or sells Goods.

By commencing the use of a Service (in particular by checking into the Hotel, taking
delivery of ordered food or beverages, commencing the use of the fitness & wellness centre,
or attending an event held at the Hotel), as well as by personally taking delivery of Goods,
the Consumer confirms that they have familiarised themselves with the content of this
Complaints Procedure and agree to it.

For the purposes of this Complaints Procedure:

a) notification of a defect (a complaint) means the exercise of the Consumer's right arising
from the Provider's liability for defects in the Service or Goods;

b) handling of a notified defect means the conclusion of the proceedings concerning the
notified defect by remedying the defect, providing a replacement Service or item,
refunding the price, granting a reasonable price reduction, a reasoned rejection of
liability for the defect, or in another manner pursuant to the Civil Code or the Consumer
Protection Act.

This Complaints Procedure shall apply on a subsidiary basis alongside any special
arrangements agreed between the Provider and the Client, in particular in an
agreement/order (hereinafter the “Agreement”), and the GTC; if the Agreement contains a
different arrangement that is more favourable to the Consumer, that different arrangement
shall apply.

CL 11
Definitions and Scope of Services Provided

For the purposes of this Complaints Procedure, the following terms shall in particular have
the following meanings:

a) “Hotel” means the DoubleTree by Hilton Bratislava hotel at Trnavska cesta 27/A,
Bratislava;



b) Poskytovatel'om spolocnost’ TEHELNE POLE, a.s.,

c¢) Klientom kazd4d fyzickd alebo pravnickd osoba, ktord uzatvori zmluvu s
Poskytovatel'om, predmetom ktorej je poskytnutie Sluzby alebo dodanie Tovaru,

d) Spotrebitel'om Klient, ktory je fyzickou osobou a ktory pri uzatvarani a plneni zmluvy
s Poskytovatelom nekond v ramci predmetu svojej podnikatel'skej cinnosti,
zamestnania alebo povolania,

e) Sluzbou akékol'vek cinnost' poskytovand Poskytovatelom v Hoteli v sulade s
predmetom jeho podnikania, najmd ubytovacie, stravovacie, fitness & wellness a
kongresové/eventové sluzby a iné,

f) Tovarom hnutel'né veci, ktoré Poskytovatel’ predava Spotrebitelovi v Hoteli, najma
drobné suveniry, darekové predmety, magnetky a iné upomienkové predmety
zakupené na recepcii Hotela, ako aj potraviny a napoje zaktpené prostrednictvom
mini-baru v hotelovej izbe,

g) Podujatim spolocenska akcia, ktorej sa zGcastfuje VACSi pocet osOb, spojena s
poskytnutim viacerych druhov Sluzieb, v zmysle Clanku II. VOP,

h) Skupinou 10 a viac 0sdb, ktoré si rezervuji ubytovanie v rovnakom termine prichodu
a odchodu, v zmysle Clanku II. VOP,

i) VysSou mocou prekazka, ktora nastala nezavisle od vole Poskytovatel'a a brani mu v
riadnom plneni jeho povinnosti, v zmysle Clanku II. VOP.

Konkrétny rozsah, druh a obsah jednotlivych Sluzieb poskytovanych Hotelom vymedzuju
VOP (najmi ich Clanok IL, IV., V. a VI.) a aktualna ponuka Hotela zverejnend na recepcii
alebo na webovom sidle Hotela. Tento Reklamacny poriadok sa na jednotlivé druhy Sluzieb
a Tovarov vztahuje primerane podla ich povahy v sulade s Clankom XI. a Clankom XII.
nizsie.

C1. 111
Informacné povinnosti Poskytovatel’a
Poskytovatel’ je povinny Spotrebitel'a pred uzatvorenim zmluvy, pripadne pred odoslanim

objednavky, ak z povahy Sluzby alebo Tovaru alebo z okolnosti jej dojednania tieto
informacie uz nie st zjavné, jasne a zrozumitel'ne informovat’ najmé o:

a) hlavnych vlastnostiach a rozsahu objednanej Sluzby alebo Tovaru,

b) “Provider” means the company TEHELNE POLE, a.s.;

¢) “Client” means any natural or legal person who enters into an agreement with the
Provider, the subject-matter of which is the provision of a Service or the supply of
Goods;

d) “Consumer” means a Client who is a natural person and who, when concluding and
performing an agreement with the Provider, is not acting within the scope of their
business activity, employment or profession;

e) “Service” means any activity provided by the Provider at the Hotel in accordance with
the scope of its business, in particular accommodation, catering, fitness & wellness,
and conference/event services, and other services;

f) “Goods” means movable items sold by the Provider to the Consumer at the Hotel, in
particular small souvenirs, gift items, fridge magnets and other souvenir items
purchased at the Hotel reception, as well as food and beverages purchased via the mini-
bar in the hotel room;

g) “Event” means a social occasion attended by a larger number of persons, involving the
provision of several types of Services, within the meaning of Article II of the GTC;

h) “Group” means 10 or more persons who book accommodation for the same arrival and
departure dates, within the meaning of Article II of the GTC;

i)  “Force Majeure” means an obstacle that arises independently of the Provider's will and
prevents it from properly performing its obligations, within the meaning of Article 1I
of the GTC.

The specific scope, type and content of the individual Services provided by the Hotel are
set out in the GTC (in particular their Articles II, IV, V and VI) and in the Hotel's current
offer published at the reception or on the Hotel's website. This Complaints Procedure shall
apply to the individual types of Services and Goods mutatis mutandis according to their
nature, in accordance with Article XI and Article XII below.

CL 111
Information Obligations of the Provider
Before concluding an agreement, or before sending an order, the Provider is obliged to
inform the Consumer clearly and comprehensibly, in particular, of the following, unless

such information is already apparent from the nature of the Service or Goods or from the
circumstances of their arrangement:

a) the main characteristics and scope of the ordered Service or Goods;



b) cene Sluzby alebo Tovaru vratane DPH a pripadnych d’al$ich poplatkoch (napriklad
poplatok za neskoré odubytovanie, priplatok za servis, recyklaény poplatok podl'a VOP
a pod.), sposobe platby a splatnosti,

¢) existencii a dizke trvania zodpovednosti Poskytovatel'a za vady Sluzby alebo Tovaru
a o postupe pri uplatneni prav z tejto zodpovednosti podla tohto Reklamacného
poriadku,

d) tom, ¢i a za akych podmienok ma Spotrebitel’ pravo odstupit’ od zmluvy; pri Zmluve
uzatvorenej na dial’ku alebo mimo prevadzkovych priestorov Hotela, ktorej predmetom
je poskytnutie ubytovacich alebo stravovacich Sluzieb v presne dohodnutom case,
pravo na odstipenie od zmluvy podla § 19 ods. 1 pism. 1) Zakona o ochrane
spotrebitela Spotrebitelovi nevznikd; tym nie je dotknuté pradvo Klienta zruSit
rezervaciu za podmienok podla Clanku VIII. VOP,

e) pouceni o prave podat’ Ziadost' 0 ndpravu a o moZnosti alternativneho rieSenia sporu
podla Clanku XVI. tohto Reklamaéného poriadku.
Informacie podl’a bodu 1 tohto ¢lanku st obsiahnuté vo VOP, v aktualnom cenniku Hotela

a v tomto Reklamac¢nom poriadku, ktoré st zverejnené na recepcii Hotela a na jeho
webovom sidle.

CLIV
Ziakladné prava Spotrebitel’a

Spotrebitel’ mé4 najmé pravo na:
a) ochranu zdravia, bezpecnosti a ekonomickych zaujmov pri Cerpani Sluzieb,

b) informacie o poskytovanych Sluzbach alebo Tovare podla Clanku III. tohto
Reklamacného poriadku,

¢) uplatnenie prav zo zodpovednosti za vady Sluzby alebo Tovaru postupom podl’a tohto
Reklamacného poriadku,

d) podanie podnetu organu dohP'adu podla Clanku XVII. tohto Reklamaéného poriadku,
ak sa domnieva, ze boli poruSené jeho prava,

e) primerané finanéné zadostucinenie od Poskytovatela, ak na sude tspesne uplatni
poruSenie svojich prav; pri urceni jeho vySky sid prihliada najmi na povahu,
zavaznost’, sposob, rozsah, nasledky, trvanie a okolnosti porusenia.

2.

b) the price of the Service or Goods including VAT and any additional charges (for
example, a late check-out fee, a service surcharge, a recycling fee under the GTC, etc.),
the method of payment and the due date;

c) the existence and duration of the Provider's liability for defects in the Service or Goods
and the procedure for exercising the rights arising from such liability under this
Complaints Procedure;

d) whether and under what conditions the Consumer has the right to withdraw from the
Agreement; in the case of an Agreement concluded at a distance or away from the
Hotel's business premises, the subject-matter of which is the provision of
accommodation or catering Services at a precisely agreed time, the Consumer shall not
have the right to withdraw from the agreement pursuant to Section 19(1)(I) of the
Consumer Protection Act; this shall be without prejudice to the Client's right to cancel
a reservation under the conditions set out in Article VIII of the GTC;

e) information on the right to submit a request for redress and on the possibility of
alternative dispute resolution pursuant to Article XVI of this Complaints Procedure.

The information referred to in paragraph 1 of this Article is contained in the GTC, in the
Hotel's current price list and in this Complaints Procedure, which are published at the Hotel
reception and on its website.

CL1IV
Basic Rights of the Consumer

The Consumer has, in particular, the right to:
a) the protection of health, safety and economic interests when using the Services;

b) information on the Services or Goods provided, pursuant to Article III of this
Complaints Procedure;

¢) exercise the rights arising from liability for defects in the Service or Goods by the
procedure set out in this Complaints Procedure;

d) file a complaint (podnet) with a supervisory authority pursuant to Article XVII of this
Complaints Procedure, if they believe that their rights have been violated,;

e) reasonable financial satisfaction from the Provider if they successfully assert a
violation of their rights before a court; when determining its amount, the court shall
take into account, in particular, the nature, seriousness, manner, extent, consequences,
duration and circumstances of the violation.



Spotrebitel ma pravo na ochranu pred neprijatelnymi podmienkami v zmluvach podla
Obcianskeho zékonnika.

Spotrebitel’ sa méze domahat’ ochrany svojich prav na sude, ako aj mimostdne postupom
podla Clanku XVI. tohto Reklamacného poriadku.

CLV
Ziakladné povinnosti Poskytovatel’a

Poskytovatel’ je v stilade s § 4 Zakona o ochrane spotrebitel’a povinny najma:

a) poskytovat’ Sluzby a predavat Tovar za dohodnutll cenu a spravne uctovat’ ceny,
b) poskytovat Spotrebitel'ovi Sluzby bezpecnym spdsobom a s odbornou starostlivostou,

¢) poskytnit Spotrebitelovi zrozumite'né informacie o rozsahu, kvalite a cene
poskytovanych Sluzieb v §tdtnom jazyku, pripadne v inom jazyku podl'a dohody,

d) dodrziavat pri poskytovani Sluzieb hygienické podmienky a podmienky bezpecného
pouzivania priestorov Hotela,

e) pri predaji Tovaru zabezpeCit' jeho predaj sposobom umoziujicim jeho bezpecné
pouzitie a na poZiadanie umozZnit’ Spotrebitel'ovi prekontrolovat’ si spravnost' mnoZzstva
alebo hmotnosti,

f) poskytnat’ Spotrebitel'ovi pisomné potvrdenie o vytknuti vady Sluzby a o lehote, v
ktorej vadu odstrani; tato lehota nesmie byt dlhsia ako 30 dni odo dna vytknutia vady,
ak nie je pri jednotlivych druhoch SluZieb podl'a Clanku VII. tohto Reklamagného
poriadku vzhl'adom na ich povahu ustanovené inak,

g) pisomne oznamit' Spotrebitel'ovi dovody odmietnutia zodpovednosti za vady Sluzby
alebo Tovaru, ak Poskytovatel takto zodpovednost’ odmietne,

h) viest evidenciu vytknutych vad sposobom podla Clanku XV. tohto Reklama&ného
poriadku,

i) umoznit vykon dohladu prisluinym organom podfa Clanku XVII. tohto
Reklamacného poriadku a poskytnat’ im pri vykone dohl'adu potrebnui su¢innost’.

Poskytovatel’ nesmie:

2.

3.

The Consumer has the right to protection against unfair terms in agreements pursuant to the
Civil Code.

The Consumer may seek protection of their rights before a court, as well as out of court, by
the procedure set out in Article XVI of this Complaints Procedure.

CLV
Basic Obligations of the Provider

Pursuant to Section 4 of the Consumer Protection Act, the Provider is obliged, in particular,
to:

a) provide the Services and sell the Goods at the agreed price and correctly charge prices;
b) provide the Services to the Consumer in a safe manner and with professional care;

¢) provide the Consumer with comprehensible information on the scope, quality and price
of the Services provided in the state language, or in another language by agreement;

d) comply with hygiene conditions and conditions for the safe use of the Hotel's premises
when providing the Services;

e) when selling the Goods, ensure they are sold in a manner enabling their safe use and,
upon request, allow the Consumer to check the correctness of the quantity or weight;

f) provide the Consumer with a written confirmation of the notification of a defect in the
Service and of the time limit within which the defect will be remedied; this time limit
may not exceed 30 days from the date of notification of the defect, unless otherwise
provided for individual types of Services under Article VII of this Complaints
Procedure with regard to their nature;

g) notify the Consumer in writing of the reasons for rejecting liability for defects in the
Service or Goods, if the Provider rejects such liability;

h) keep records of notified defects in the manner set out in Article XV of this Complaints
Procedure;

i)  enable the exercise of supervision by the competent authorities under Article XVII of
this Complaints Procedure and provide them with the necessary cooperation in the

exercise of such supervision.

The Provider may not:



a) pouzivat nekalé obchodné praktiky podla § 9 azZ § 12 Zakona o ochrane spotrebitela,

b) wupierat’ Spotrebitelovi prava vyplyvajuce z tohto Reklamacného poriadku, VOP,
Zakona o ochrane spotrebitel’a alebo Obcianskeho zdkonnika a inych relevantnych
pravnych predpisov,

CL VI
Sposob, miesto a obsah vytknutia vady

Spotrebitel’ méze vytknat’ vadu Sluzby alebo Tovaru:

a) osobne na recepcii Hotela alebo priamo u zodpovedného zamestnanca Poskytovatel’a
(napriklad u vedtceho restauracie, wellness centra alebo podujatia),

b) pisomne na adrese sidla Hotela uvedenej v ivode tohto Reklamacného poriadku,

¢) elektronicky na e-mailovej adrese bratislava.reservations@hilton.com.
Vytknutie vady by malo podl'a moZznosti obsahovat’:

a) identifikacné a kontaktné udaje Spotrebitel'a (meno a priezvisko, adresu, telefonicky
alebo e-mailovy kontakt),

b) oznacenie a opis vytykanej vady Sluzby alebo Tovaru,

¢) udaj o tom, kedy a akym sposobom bola Sluzba poskytnuta, resp. kedy bol Tovar
zakupeny, pripadne doklad o poskytnuti Sluzby alebo o kipe Tovaru, ak ho ma
Spotrebitel’ k dispozicii,

d) Spotrebitel'om pozadovany spdsob vybavenia vytknutej vady.

Nedostatok niektorej z nalezitosti podla bodu 2. tohto ¢lanku nie je dovodom na
odmietnutie prijatia vytknutej vady; Poskytovatel’ je v takom pripade opravneny vyzvat
Spotrebitel’a na jej doplnenie v rozsahu potrebnom na riadne vybavenie.

Poskytovatel’ prijima vytknutie vady prostrednictvom zamestnancov pritomnych na
recepcii Hotela pocas celej prevadzkovej doby, prostrednictvom zodpovednych
zamestnancov jednotlivych Gsekov (restauracia, wellness centrum, kongresové oddelenie)
pocas ich prevadzkovych hodin, ako aj pisomne a elektronicky podl'a bodu 1. tohto ¢lanku.

CL VIl

3.

4.

a) use unfair commercial practices pursuant to Sections 9 to 12 of the Consumer
Protection Act;

b) deny the Consumer the rights arising from this Complaints Procedure, the GTC, the
Consumer Protection Act or the Civil Code, and other relevant legal regulations.

CL VI
Manner, Place and Content of the Notification of a Defect

The Consumer may notify a defect in the Service or Goods:

a) in person at the Hotel reception or directly with the responsible employee of the
Provider (for example, the manager of the restaurant, the wellness centre or the event);

b) in writing, at the address of the Hotel's registered office stated in the introduction to
this Complaints Procedure;

c) electronically, at the e-mail address bratislava.reservations@hilton.com.
The notification of a defect should, where possible, contain:

a) the Consumer's identification and contact details (first name and surname, address,
telephone or e-mail contact);

b) the identification and description of the notified defect in the Service or Goods;

¢) information on when and in what manner the Service was provided, or when the Goods
were purchased, or, where available to the Consumer, proof of the provision of the
Service or of the purchase of the Goods;

d) the manner of handling the notified defect requested by the Consumer.

The absence of any of the particulars referred to in paragraph 2 of this Article shall not be
grounds for refusing to accept the notified defect; in such a case, the Provider is entitled to
call on the Consumer to supplement it to the extent necessary for its proper handling.

The Provider accepts the notification of a defect through employees present at the Hotel
reception throughout the entire operating hours, through the responsible employees of the
individual departments (restaurant, wellness centre, conference department) during their
operating hours, as well as in writing and electronically pursuant to paragraph 1 of this
Article.

CL VIl



Lehoty na vytknutie vady podl'a druhu Sluzby

Vzhl'adom na povahu jednotlivych Sluzieb je Spotrebitel' povinny vytknit vadu bez
zbyto¢ného odkladu, spravidla v rdmci niZzSie uvedenych leh6t, aby mal Poskytovatel redlnu
moznost’ vadu odstranit:

a) pri ubytovacich Sluzbéach ihned’ po zisteni, resp. pri prevzati izby,

b) pri stravovacich Sluzbach ihned’, spravidla priamo pri ich poskytovani, ked’Ze ide o
Sluzby svojou povahou okamzite spotrebiivané,

c) prifitness & wellness SluZzbach bezodkladne, najneskdr bezprostredne po skonceni ich
cerpania,

d) pri kongresovych/eventovych Sluzbach a podujatiach priebezne pocas ich konania tak,
aby zodpovedny zamestnanec Poskytovatela mal moznost' vadu odstranit’ este v
priebehu podujatia,

¢) pri Tovare v lehotach podl'a Clanku XII. tohto Reklamaéného poriadku.

Mérnym uplynutim lehét podl’a bodu 1. tohto ¢lanku zanik4 pravo Spotrebitel’a na bezplatné
odstranenie vady, ak Spotrebitel’ pri vynalozeni beznej pozornosti vadu mohol a mal zistit’
uz pri Cerpani Sluzby; tym nie je dotknuté pravo Spotrebitela na nadhradu Skody podla
Clanku XIV. tohto Reklamaéného poriadku a Clanku X. VOP, ak vadu nemohol zistit’ ani
pri vynaloZeni odbornej starostlivosti.

CL. VIII
VSeobecny postup vybavenia vytknutej vady

Poskytovatel’ alebo nim povereny zamestnanec je povinny Spotrebitelovi bezodkladne po
vytknuti vady vydat’ pisomné potvrdenie o vytknuti vady, ktoré obsahuje aj lehotu, v ktorej
bude vada odstranend. Této lehota nesmie presiahnut’ 30 dni odo diia vytknutia vady, ak z
povahy dotknutej Sluzby podla Clanku VII. tohto Reklama&ného poriadku nevyplyva, Ze
vada ma byt odstranené bezodkladne, resp. eSte pocas Cerpania Sluzby.

Poskytovatel’ vybavi vytknuta vadu, v zavislosti od jej povahy a povahy dotknutej Sluzby,
sposobom podl'a tohto Reklamaéného poriadku, pripadne odévodnenym zamietnutim, ak
zodpovednost’ za vadu odmietne.

Ak Poskytovatel’ zodpovednost’ za vadu odmietne, je povinny dovody odmietnutia pisomne
oznamit’ Spotrebitel'ovi.

Time Limits for Notifying a Defect according to the Type of Service

Given the nature of the individual Services, the Consumer is obliged to notify a defect
without undue delay, as a rule within the time limits set out below, so that the Provider has
a real opportunity to remedy the defect:

a) for accommodation Services, immediately upon discovery, or upon taking possession
of the room;

b) for catering Services, immediately, as a rule directly at the time of their provision, since
these are Services that are, by their nature, consumed immediately;

c) for fitness & wellness Services, without delay, at the latest immediately after the end
of their use;

d) for conference/event Services and Events, continuously during their course, so that the
responsible employee of the Provider has the opportunity to remedy the defect while
the Event is still ongoing;

e) for Goods, within the time limits set out in Article XII of this Complaints Procedure.

Upon the fruitless expiry of the time limits referred to in paragraph 1 of this Article, the
Consumer's right to the free-of-charge remedy of the defect shall lapse, if the Consumer,
exercising ordinary attention, could and should have discovered the defect already while
using the Service; this is without prejudice to the Consumer's right to compensation for
damage pursuant to Article XIV of this Complaints Procedure and Article X of the GTC, if
the Consumer could not have discovered the defect even by exercising professional care.

CL. VIII
General Procedure for Handling a Notified Defect

The Provider or an employee authorised by it is obliged to issue to the Consumer, without
delay after the notification of the defect, a written confirmation of the notification of the
defect, which shall also state the time limit within which the defect will be remedied. This
time limit may not exceed 30 days from the date of notification of the defect, unless it
follows from the nature of the Service concerned under Article VII of this Complaints
Procedure that the defect is to be remedied without delay, or while the Service is still being
used.

The Provider shall handle the notified defect, depending on its nature and the nature of the
Service concerned, in the manner set out in this Complaints Procedure, or by a reasoned
rejection if it rejects liability for the defect.

If the Provider rejects liability for the defect, it is obliged to notify the Consumer in writing
of the reasons for the rejection.



O vysledku vybavenia vytknutej vady vyda Poskytovatel’ Spotrebitel'ovi pisomny doklad,
a to aj elektronicky, ak s tym Spotrebitel’ stihlasi alebo o to poziada.

Ak si povaha vady vyZaduje odborné posudenie, mdze Poskytovatel so suhlasom
Spotrebitel'a zabezpeCit' takéto postidenie u tretej osoby; naklady postdenia znasSa
Poskytovatel’, ak sa preukaze jeho zodpovednost’ za vadu, inak ich znasa Spotrebitel’, ak
vedel alebo mal vediet, Ze nim vytknutd vada nie je dovodna.

CLIX
Odstranitel’né vady Sluzby

Ak ide o vadu Sluzby, ktora mozno odstranit’, ma Spotrebitel’ pravo na jej bezplatné, riadne
a v€asné odstranenie.

Poskytovatel moZze vzdy namiesto odstranenia vady poskytnut’ Spotrebitelovi ndhradnt
Sluzbu porovnatel'nej kvality, ak to Spotrebitel'ovi nespdsobi zdvazné t'azkosti.

Ak Poskytovatel' vadu neodstrani v lehote podla Clanku VIII. tohto Reklamaéného
poriadku, alebo ak z jeho vyhldsenia €i okolnosti vyplyva, Zze vadu neodstrdni bez
zbyto¢ného odkladu alebo bez spdsobenia zavaznych tazkosti Spotrebitelovi, ma
Spotrebitel’ prdvo namiesto odstranenia vady pozadovat’ primeranu zl'avu z ceny, pripadne
odstupit’ od zmluvy v rozsahu dotknutej Sluzby.

CL X
Neodstranitel’né vady Sluzby
Ak ide o vadu, ktorl nemozno odstranit’ a ktora brani riadnemu cCerpaniu Sluzby, ma

Spotrebitel’ pravo na poskytnutie ndhradnej Sluzby, na primerant zl'avu z ceny, alebo na
odstupenie od zmluvy v rozsahu dotknutej Sluzby.

Rovnaké pravo ma Spotrebitel aj vtedy, ak ide sice o odstranite'né vady, av§ak Spotrebitel
nemoze pre opdtovny vyskyt vady po jej odstraneni alebo pre vacsi pocet vad Sluzbu riadne
Cerpat’.

Ak ide o inu neodstranitel'na vadu, ktora nebrani riadnemu ¢erpaniu Sluzby, ma Spotrebitel
pravo na primeranu zl'avu z ceny.

CL XI
Osobitné ustanovenia pre jednotlivé druhy SluZieb

The Provider shall issue to the Consumer a written document on the outcome of the handling
of the notified defect, including in electronic form if the Consumer agrees to this or requests
it.

If the nature of the defect requires expert assessment, the Provider may, with the Consumer's
consent, arrange for such assessment by a third party; the costs of the assessment shall be
borne by the Provider if its liability for the defect is established, and otherwise by the
Consumer, if the Consumer knew or should have known that the defect they notified was
unjustified.

CLIX
Remediable Defects in the Service

If a defect in the Service is one that can be remedied, the Consumer has the right to have it
remedied free of charge, properly and in a timely manner.

Instead of remedying the defect, the Provider may always provide the Consumer with a
replacement Service of comparable quality, provided this does not cause the Consumer
serious difficulties.

If the Provider fails to remedy the defect within the time limit set out in Article VIII of this
Complaints Procedure, or if it follows from its statement or from the circumstances that it
will not remedy the defect without undue delay or without causing serious difficulties to the
Consumer, the Consumer shall have the right, instead of having the defect remedied, to
demand a reasonable price reduction, or to withdraw from the Agreement to the extent of
the Service concerned.

CL X
Irremediable Defects in the Service
If a defect is one that cannot be remedied and that prevents the proper use of the Service,

the Consumer has the right to the provision of a replacement Service, to a reasonable price
reduction, or to withdraw from the Agreement to the extent of the Service concerned.

The Consumer shall have the same right even where the defects are remediable, but the
Consumer cannot properly use the Service because of the recurrence of the defect after its
remedy or because of a greater number of defects.

If it is another irremediable defect that does not prevent the proper use of the Service, the
Consumer has the right to a reasonable price reduction.

CL XI
Special Provisions for Individual Types of Services



Ubytovacie sluzby -- individudlni Klienti: Spotrebitel je pri prichode do izby povinny si
izbu najmaé riadne prezriet’ a pripadné vady alebo poskodenia ihned’ nahlasit’ na recepcii
Hotela. Vady zistitelné pri prevzati izby, ktoré neboli takto nahlasené, méZe Spotrebitel
dodatocne Uispesne namietat’ len vtedy, ak preukaze, Ze vada existovala uz pri prevzati izby.

Ubytovacie sluzby -- Skupiny: pri skupinovych rezervaciach sa vytknutie vady uplatiiuje
spravidla prostrednictvom osoby poverenej Klientom, ktora organizuje pobyt Skupiny a je
opravnend konat’ vo veciach stivisiacich s kvalitou poskytnutych Sluzieb aj za jednotlivych
¢lenov Skupiny, ak nie je medzi Klientom a Poskytovatelom dohodnuté inak; tym nie je
dotknuté pravo kazdého jednotlivého ¢lena Skupiny vytknat’ vadu aj sdm za seba.

Stravovacie sluzby: vzhl'adom na povahu potravin a napojov ako tovaru podliehajuceho
rychlej skaze je Spotrebitel’ povinny vytknit' vadu ihned’ pri podani jedla alebo napoja; na
neskor uplatnené vady zjavné pri podani sa neprihliada. Poskytovatel na poziadanie
informuje Spotrebitel’a o zloZeni jedal a napojov a o obsahu alergénov podl'a osobitnych
predpisov. ReklamAacia zaloZzend vyluéne na chutovych preferencidch Spotrebitela, ktoré
nesuvisia s kvalitou alebo zdravotnou bezpecnost'ou pokrmu ¢i napoja, sa nepovazuje za
vytknutie vady.

Fitness & wellness sluzby: Spotrebitel’ je povinny nahlasit’ vadu (napriklad nefunkénost’
zariadenia, nevyhovujuci stav priestorov) persondlu wellness centra bezodkladne po jej
zisteni, aby mohla byt podl'a moznosti odstranend eSte pocas Cerpania Sluzby. Spotrebitel
je povinny pred vyuzitim wellness Sluzieb obozndmit sa s prevadzkovym poriadkom
prisluSného zariadenia; Poskytovatel nezodpovedd za obmedzenie moZnosti Cerpania
Sluzby vyplyvajiice zo zdravotného stavu Spotrebitel'a, o ktorom Poskytovatel'a vopred
neinformoval.

Kongresové a eventové sluzby (podujatia): postup pri zmene rozsahu dohodnutych Sluzieb
(najma pri zniZeni alebo navySeni poctu Gi€astnikov), ako aj pri uplatiovani d’al§ich narokov
suvisiacich s podujatim, sa spravuje ustanoveniami Zmluvy alebo VOP. Vady
poskytovanych SluZieb je Klient, resp. organizator podujatia, povinny priebezne nahlasovat’
zodpovednému zamestnancovi Poskytovatel’a tak, aby bolo mozné vadu podl'a moznosti
odstranit’ eSte v priebehu podujatia; na vady nahldsené az po skon€eni podujatia sa
primerane vztahuje Clanok VII. bod 2. tohto Reklamaéného poriadku.

Predaj Tovaru na recepcii Hotela (najmé drobnych suvenirov, darcekovych predmetov a
magnetiek) a predaj potravin a ndpojov prostrednictvom mini-baru v hotelovej izbe sa
spravuje Clankom XII. tohto Reklamaéného poriadku. Spotrebitelovi sa odpora¢a Tovar
pri jeho prevzati prezriet' a pripadni zjavnll vadu vytknit ¢o najskor, idedlne eSte v
priestoroch Hotela; tym nie je dotknuté jeho pravo vytknat vadu aj neskor, v ramci plynucej
zéruénej doby podla Clanku XII.

Accommodation services -- individual Clients: Upon arrival in the room, the Consumer is
obliged, in particular, to duly inspect the room and to immediately report any defects or
damage to the Hotel reception. Defects detectable upon taking possession of the room that
were not reported in this way may subsequently be successfully objected to by the
Consumer only if the Consumer proves that the defect already existed at the time of taking
possession of the room.

Accommodation services -- Groups: In the case of group reservations, a defect is, as a rule,
notified through a person authorised by the Client who organises the Group's stay and who
is entitled to act in matters relating to the quality of the Services provided also on behalf of
the individual members of the Group, unless otherwise agreed between the Client and the
Provider; this is without prejudice to the right of each individual member of the Group to
notify a defect on their own behalf as well.

Catering services: Given the nature of food and beverages as perishable goods, the
Consumer is obliged to notify a defect immediately upon the serving of the food or
beverage; defects apparent at the time of serving that are asserted later shall not be taken
into account. Upon request, the Provider shall inform the Consumer of the composition of
the food and beverages and of their allergen content pursuant to special regulations. A
complaint based solely on the Consumer's taste preferences, which are not related to the
quality or health safety of the food or beverage, shall not be considered a notification of a
defect.

Fitness & wellness services: The Consumer is obliged to report a defect (for example,
malfunctioning equipment, unsatisfactory condition of the premises) to the wellness centre
staff without delay after discovering it, so that it may, where possible, be remedied while
the Service is still being used. Before using the wellness Services, the Consumer is obliged
to familiarise themselves with the operating rules of the relevant facility; the Provider shall
not be liable for any limitation on the ability to use the Service resulting from a health
condition of the Consumer of which the Consumer did not inform the Provider in advance.

Conference and event services (Events): The procedure for changing the scope of the agreed
Services (in particular a reduction or increase in the number of participants), as well as for
asserting other claims related to the Event, shall be governed by the provisions of the
Agreement or the GTC. The Client, or the organiser of the Event, is obliged to continuously
report defects in the Services provided to the responsible employee of the Provider so that,
where possible, the defect may be remedied while the Event is still ongoing; Article VII,
paragraph 2 of this Complaints Procedure shall apply mutatis mutandis to defects reported
only after the Event has ended.

The sale of Goods at the Hotel reception (in particular small souvenirs, gift items and fridge
magnets) and the sale of food and beverages via the mini-bar in the hotel room shall be
governed by Article XII of this Complaints Procedure. The Consumer is advised to inspect
the Goods upon taking possession of them and to notify any apparent defect as soon as
possible, ideally while still on the Hotel premises; this is without prejudice to the



CL. X1I
Zodpovednost’ za vady Tovaru

Poskytovatel’ v rdmci svojej podnikatel'skej ¢innosti preddva Spotrebitelovi v Hoteli aj
Tovar, najmé drobné suveniry, daréekové predmety a magnetky na recepcii Hotela, ako aj
potraviny a napoje prostrednictvom mini-baru v hotelovej izbe. Poskytovatel’ zodpoveda za
vady, ktoré¢ ma Tovar pri prevzati Spotrebitel'om, ako aj za vady, ktoré sa na nom vyskytna
v zaru¢nej dobe, v sulade s § 619 az § 627 Obcianskeho zdkonnika.

Zarucna doba na Tovar je 24 mesiacov, ak nejde o Tovar podliehajuci rychlej skaze alebo
o pouzity Tovar; pri Tovare podliechajucom rychlej skaze (najmi potraviny a napoje z mini-
baru) je Spotrebitel’ povinny vytknit’ vadu najneskor v defl nasledujtici po kupe, inak pravo
7o zodpovednosti za vadu zanikd. Na trvanlivy Tovar, akym st najmé suveniry, daréekové
predmety a magnetky, sa vzt'ahuje riadna 24-mesa¢né zarucna doba.

Spotrebitel’ je povinny vytknat’ vadu Tovaru u Poskytovatel'a bez zbyto¢ného odkladu po
tom, ¢o mal moznost’ Tovar prezriet,, najneskor vSak do uplynutia zaruénej doby.

Poskytovatel’ alebo nim povereny zamestnanec vyda Spotrebitelovi pri vytknuti vady
Tovaru pisomné potvrdenie s uvedenim lehoty, v ktorej vadu odstrani; tato lehota nesmie
byt dlhsia ako 30 dni odo dna vytknutia vady, ak sa Poskytovatel' so Spotrebitel'om
nedohodnt inak.

Namiesto odstranenia odstranitel'nej vady moze Spotrebitel’ pozadovat’ vymenu Tovaru,
pripadne ak sa vada tyka len jeho stcasti, vymenu tejto sucasti, ak tym Poskytovatel'ovi
nevzniknu neprimerané naklady vzhladom na cenu Tovaru alebo zavaznost' vady;
Poskytovatel’ méze vzdy namiesto odstranenia vady vymenit’ vadny Tovar za bezvadny, ak
to Spotrebitel'ovi nespdsobi zdvazné t'azkosti.

Pocas celej zarucnej doby plati vyvratitelna domnienka, Ze vada, ktora sa na Tovare prejavi,
existovala uZ v Case jeho prevzatia Spotrebitelom, ibaZe to nie je zlucitelné s povahou
Tovaru alebo vady (napriklad pri Tovare podliehajucom rychlej skaze) alebo Poskytovatel
preukéze opak.

Ak Poskytovatel’ predava Tovar so zl'avou z ceny z dovodu vady, na ktora Spotrebitel’a
vopred vyslovne upozornil, nezodpoveda za tito konkrétnu vadu; na ostatné vady takéhoto
Tovaru sa jeho zodpovednost’ vzt'ahuje v plnom rozsahu.

Consumer's right to notify the defect at a later time as well, within the running warranty
period pursuant to Article XII.

CL. X1
Liability for Defects in Goods

As part of its business activity, the Provider also sells the Consumer Goods at the Hotel, in
particular small souvenirs, gift items and fridge magnets at the Hotel reception, as well as
food and beverages via the mini-bar in the hotel room. The Provider is liable for defects
that the Goods have at the time of their taking possession by the Consumer, as well as for
defects that occur in the Goods during the warranty period, in accordance with Sections 619
to 627 of the Civil Code.

The warranty period for the Goods is 24 months, unless the Goods are perishable Goods or
used Goods; in the case of perishable Goods (in particular food and beverages from the
mini-bar), the Consumer is obliged to notify a defect at the latest on the day following the
purchase, failing which the right arising from liability for the defect shall lapse. Durable
Goods, such as, in particular, souvenirs, gift items and fridge magnets, are subject to the
standard 24-month warranty period.

The Consumer is obliged to notify a defect in the Goods to the Provider without undue delay
after having had the opportunity to inspect the Goods, but no later than before the expiry of
the warranty period.

Upon the notification of a defect in the Goods, the Provider or an employee authorised by
it shall issue the Consumer with a written confirmation stating the time limit within which
it will remedy the defect; this time limit may not exceed 30 days from the date of notification
of the defect, unless the Provider and the Consumer agree otherwise.

Instead of having a remediable defect removed, the Consumer may demand the replacement
of the Goods, or, if the defect concerns only a component thereof, the replacement of that
component, provided this does not result in disproportionate costs to the Provider having
regard to the price of the Goods or the seriousness of the defect; instead of remedying the
defect, the Provider may always replace the defective Goods with defect-free Goods,
provided this does not cause the Consumer serious difficulties.

Throughout the entire warranty period, there is a rebuttable presumption that a defect that
becomes apparent in the Goods already existed at the time of their taking possession by the
Consumer, unless this is incompatible with the nature of the Goods or of the defect (for
example, in the case of perishable Goods) or the Provider proves otherwise.

If the Provider sells Goods at a reduced price on account of a defect of which it expressly
informed the Consumer in advance, it shall not be liable for that specific defect; its liability
shall apply in full to any other defects in such Goods.



Pri pouzitom Tovare, ak by ho Poskytovatel’ vynimo¢ne pontikal, mozno so Spotrebitelom
dohodnut’ krat$iu zaru¢nu dobu, nie vSak kratSiu ako 12 mesiacov.

Cl. X111
Vylucenie zodpovednosti za vady

Poskytovatel’ nezodpoveda za vadu Sluzby alebo Tovaru, najmé ak:

a) Spotrebitel’ o vade vedel alebo s prihliadnutim na okolnosti musel vediet’ uz pri
objednani alebo prevzati Sluzby ¢i Tovaru,

b) vadu spdsobil svojim konanim sdm Spotrebitel’, iny Klient alebo tretia osoba, za ktor(i

Poskytovatel’ nezodpoveda,

¢) bolaza danti vadu poskytnuta primerana zl'ava z ceny a Spotrebitel’ bol na vadu vopred
vyslovne a jasne upozorneny,

d) vada vznikla beznym opotrebenim spdsobenym obvyklym pouZzivanim,

e) vada vznikla v désledku Vy$§ej moci alebo inej okolnosti vylu€ujiicej zodpovednost’
podl'a Ob¢ianskeho zakonnika,

f) vada vznikla pouZzivanim zariadeni a priestorov Hotela alebo Tovaru Spotrebitel'om v
rozpore s pokynmi Poskytovatel'a, prevadzkovym poriadkom Hotela alebo obvyklym
spdsobom pouZivania,

g) ide o vadu Tovaru zistiteln( pri prevzati, ktort Spotrebitel’ nevytkol bez zbytocného

odkladu, hoci ju pri prevzati mohol zistit,,

h) reklamovana vlastnost Sluzby alebo Tovaru zodpovedd tomu, ¢o bolo medzi
Poskytovatel'om a Spotrebitel'om o danej Sluzbe alebo Tovare vyslovne dohodnuté,

i) ide o zmenu vlastnosti Sluzby alebo Tovaru, ktora vznikla v désledku plynutia casu
alebo ich prirodzenej povahy a nejde o vadu.

CL XIV
Zodpovednost’ za §kodu na vnesenych a odloZenych veciach

Za Skodu na veciach vnesenych alebo odloZenych v Hoteli, zodpoveda Poskytovatel’ za
podmienok podla § 433 a nasl. Obc¢ianskeho zédkonnika; narok na ndhradu takejto Skody je

8.

In the case of used Goods, should the Provider exceptionally offer such Goods, a shorter
warranty period may be agreed with the Consumer, but not shorter than 12 months.

CL. X1
Exclusion of Liability for Defects

The Provider shall not be liable for a defect in the Service or Goods, in particular where:

a) the Consumer knew of the defect, or, having regard to the circumstances, must have
known of it, already at the time of ordering or taking possession of the Service or
Goods;

b) the defect was caused by the conduct of the Consumer themselves, another Client, or
a third party for whom the Provider is not liable;

¢) areasonable price reduction was granted for the defect in question and the Consumer
was expressly and clearly informed of the defect in advance;

d) the defect arose from normal wear and tear caused by ordinary use;

e) the defect arose as a result of Force Majeure or another circumstance excluding liability
under the Civil Code;

f) the defect arose from the Consumer's use of the Hotel's facilities and premises or of the
Goods contrary to the Provider's instructions, the Hotel's operating rules, or the
customary manner of use;

g) itis adefect in the Goods detectable upon their taking possession, which the Consumer
did not notify without undue delay although they could have discovered it upon taking
possession;

h) the complained-of characteristic of the Service or Goods corresponds to what was
expressly agreed between the Provider and the Consumer in respect of the given
Service or Goods;

i) it is a change in the characteristics of the Service or Goods that arose as a result of the
passage of time or their natural nature and does not constitute a defect.

CL X1V
Liability for Damage to Property Brought In or Deposited
The Provider is liable for damage to property brought into or deposited at the Hotel, subject

to the conditions set out in Section 433 et seq. of the Civil Code; the Consumer is obliged
to assert a claim for compensation for such damage with the Provider without undue delay,



Spotrebitel’ povinny uplatnit’ u Poskytovatel'a bez zbyto¢ného odkladu, najneskor do 7 dni
odo dnia, ked’ sa o Skode dozvedel.

Za klenoty, peniaze a iné cennosti zodpoveda len do vysky ustanovenej vSeobecne
zaviznym pravnym predpisom, ibaZe ich prevzal do uschovy na ziklade potvrdenia, v
tomto pripade zodpoveda v plnom rozsahu.

Na uloZenie cennych vect je Spotrebitel'ovi bezplatne k dispozicii osobny trezor v hotelovej
izbe alebo v priestoroch recepcie.

Za stratu alebo poSkodenie motorovych vozidiel odstavenych na parkovisku Hotela, vratane
ich obsahu, Poskytovatel’ nezodpoveda.

CL. XV
Reklamacny protokol a evidencia vytknutych vad

O kazdom vytknuti vady vyhotovi Poskytovatel' zdznam (reklamacny protokol), ktory
obsahuje najmé datum vytknutia vady, identifikaciu Spotrebitel'a a dotknutej Sluzby alebo
Tovaru, opis vady, Spotrebitelom pozadovany sposob vybavenia, lehotu na vybavenie a
sposob, akym bola vytknutd vada napokon vybavena.

Poskytovatel’ uchovava reklamacné protokoly najmenej 3 roky od vybavenia vytknutej
vady a na poZiadanie ich spristupni prislusSnému orgdnu dohl'adu podl'a Clanku XVII. tohto
Reklamac¢ného poriadku.

Koépiu reklamaéného protokolu Poskytovatel’ na poZiadanie poskytne aj Spotrebitel'ovi.

CL XVI
Alternativne rieSenie sporov

Spotrebitel ma pravo obratit’ sa na Poskytovatel'a so Ziadostou o napravu, ak nie je
spokojny so spésobom, akym Poskytovatel’ vybavil jeho vytknutl vadu (reklamdciu), alebo
ak sa domnieva, Ze Poskytovatel’ porusil jeho prava.

Ak Poskytovatel na Ziadost’ o ndpravu odpovie zamietavo alebo na iiu neodpovie do 30 dni
odo dna jej odoslania, ma Spotrebitel’ pravo podat’ navrh na zacatie alternativneho riesenia
sporu subjektu alternativneho rieSenia sporov podl'a Zakona o ARS.

PrisluSnym subjektom alternativneho rieSenia sporov je najmid Slovenskd obchodna
inSpekcia, Bajkalska 21/A, 827 99 Bratislava (www.soi.sk, ars@soi.sk), pripadne iny
subjekt zapisany v zozname subjektov alternativneho rieSenia sporov vedenom

at the latest within 7 days from the day on which the Consumer became aware of the
damage.

For jewellery, money and other valuables, the Provider is liable only up to the amount laid
down by a generally binding legal regulation, unless it took them into safekeeping on the
basis of a confirmation, in which case it shall be liable in full.

For the storage of valuables, a personal safe in the hotel room or at the reception area is
available to the Consumer free of charge.

The Provider shall not be liable for the loss of or damage to motor vehicles parked in the
Hotel car park, including their contents.

CL. XV
Complaint Record and Records of Notified Defects

The Provider shall prepare a record (Complaint Record) of every notification of a defect,
which shall contain, in particular, the date of notification of the defect, the identification of
the Consumer and of the Service or Goods concerned, a description of the defect, the
manner of handling requested by the Consumer, the time limit for handling, and the manner
in which the notified defect was ultimately handled.

The Provider shall retain the Complaint Records for at least 3 years from the handling of
the notified defect and, upon request, shall make them available to the competent
supervisory authority pursuant to Article XVII of this Complaints Procedure.

Upon request, the Provider shall also provide a copy of the Complaint Record to the
Consumer.

CL XVI
Alternative Dispute Resolution

The Consumer has the right to contact the Provider with a request for redress if they are not
satisfied with the manner in which the Provider handled their notified defect (complaint),
or if they believe that the Provider has violated their rights.

If the Provider responds negatively to the request for redress, or fails to respond to it within
30 days from the date of its dispatch, the Consumer shall have the right to submit a proposal
to commence alternative dispute resolution to an alternative dispute resolution entity
pursuant to the ADR Act.

The competent alternative dispute resolution entity is, in particular, the Slovak Trade
Inspection (Slovenska obchodna inSpekcia), Bajkalska 21/A, 827 99 Bratislava
(www.soi.sk, ars@soi.sk), or another entity listed in the list of alternative dispute resolution



Ministerstvom hospodarstva Slovenskej republiky, ktory je dostupny na webovom sidle
ministerstva.

Subjekt alternativneho rieSenia sporov moze navrh Spotrebitel'a odmietnut’ najma vtedy, ak
vy¢islitelna hodnota sporu nepresahuje 20 eur, ak sa Spotrebitel' pred podanim navrhu
preukézatelne nepokusil vyriesit' spor priamo s Poskytovatelom, ak navrh smeruje k
opitovnému prejednaniu veci, ktorou sa dany subjekt uz zaoberal a spotrebitel’ bol o jej
vybaveni informovany, bez uvedenia novych skuto¢nosti, ak by vedenie alternativneho
rieSenia sporu vyzadovalo neprimerané usilie, alebo ak bol navrh podany po uplynuti
jedného roka odo dna dorucenia zamietavej odpovede Poskytovatela, resp. odo dna
marneho uplynutia 30-dfiovej lehoty na odpoved..

Spotrebitel’ s bydliskom v inom ¢lenskom State Eurdpskej Gnie sa moze pri rieSeni
cezhrani¢ného sporu obratit’ aj na Eurdpske spotrebitel'ské centrum v Slovenskej republike,
pripadne vyuzit zoznam subjektov alternativneho rieSenia sporov vedeny Eurdpskou
komisiou, dostupny na https://consumer-redress.ec.europa.cu.

Podanim navrhu na zacatie alternativneho riesenia sporu nie je dotknuté pravo Spotrebitel’a
obratit’ sa so svojim narokom na sud.

CL XVII
Organy dohladu

Vseobecny dohl'ad nad dodrziavanim povinnosti Poskytovatela podl'a Zakona o ochrane
spotrebitel'a vykonava Slovenska obchodnd inSpekcia (www.soi.sk).

Dohl'ad nad dodrziavanim poziadaviek na ochranu verejného zdravia pri poskytovani
stravovacich Sluzieb (zariadenia spolo¢ného stravovania) a fitness & wellness SluZieb
(zariadenia starostlivosti o 'udské telo) vykonava podl'a zékona ¢. 355/2007 Z. z. o ochrane,
podpore a rozvoji verejného zdravia prisluSny Regionalny trad verejného zdravotnictva.

Tym nie st dotknuté kompetencie d’alSich orgénov verejnej moci podla osobitnych
predpisov, najmé v oblasti poziarnej ochrany a bezpecnosti a ochrany zdravia pri praci.

CL XVIII
Zaverecné ustanovenia
Tento Reklamacény poriadok sa vztahuje na vztahy Poskytovatel'a so Spotrebitel'mi; vo

vztahu ku Klientom, ktori nie si Spotrebite'mi, sa primerane pouziju ustanovenia VOP a
Obcianskeho zdkonnika, pripadne Obchodného zékonnika.

entities maintained by the Ministry of Economy of the Slovak Republic, which is available
on the ministry's website.

The alternative dispute resolution entity may reject the Consumer's proposal, in particular,
if the quantifiable value of the dispute does not exceed EUR 20, if the Consumer has not
demonstrably attempted to resolve the dispute directly with the Provider before submitting
the proposal, if the proposal seeks the repeated review of a matter that the entity has already
dealt with and of the handling of which the consumer was informed, without stating new
facts, if conducting the alternative dispute resolution would require disproportionate effort,
or if the proposal was submitted after the expiry of one year from the date of delivery of the
Provider's negative response, or from the date of the fruitless expiry of the 30-day period
for a response.

A Consumer residing in another Member State of the European Union may, when resolving
a cross-border dispute, also contact the European Consumer Centre in the Slovak Republic,
or use the list of alternative dispute resolution entities maintained by the European
Commission, available at https://consumer-redress.ec.europa.eu.

The submission of a proposal to commence alternative dispute resolution shall be without
prejudice to the Consumer's right to bring their claim before a court.

CL XVII
Supervisory Authorities

General supervision over the Provider's compliance with its obligations under the Consumer
Protection Act is exercised by the Slovak Trade Inspection (Www.soi.sk).

Supervision over compliance with the public health protection requirements in the provision
of catering Services (communal catering facilities) and fitness & wellness Services
(personal care facilities) is exercised, pursuant to Act No. 355/2007 Coll. on the Protection,
Support and Development of Public Health, by the competent Regional Public Health
Authority.

This is without prejudice to the competences of other public authorities under special
regulations, in particular in the field of fire protection and occupational health and safety.

Cl. XvII
Final Provisions
This Complaints Procedure applies to relations between the Provider and Consumers; in

relation to Clients who are not Consumers, the provisions of the GTC and the Civil Code,
or the Commercial Code, shall apply mutatis mutandis.



Vo veciach neupravenych tymto Reklamac¢nym poriadkom sa pouZijli prislusné ustanovenia
VOP, Obcianskeho zakonnika a Zakona o ochrane spotrebitel’a. V pripade ak je zakonna
uprava pre Spotrebitel’a priaznivejsia, tak plati zdkonnd Gprava.

Ak sa niektoré ustanovenie tohto Reklamacného poriadku stane neplatnym alebo
neucinnym, nema to vplyv na platnost’ a i€innost’ jeho ostatnych ustanoveni.

Ak je tento Reklamacny poriadok spristupneny Spotrebitelovi aj v inom jazyku ako
slovenskom, v pripade rozporu medzi jednotlivymi jazykovymi verziami je rozhodujice

znenie v slovenskom jazyku.

Tento Reklamacny poriadok je zverejneny na recepcii Hotela a na webovom sidle
https://doubletree-bratislava.sk.

Tento Reklamaény poriadok nadobuda platnost’ a G¢innost’ dfia ..........ccceceeeeenee. .

In matters not governed by this Complaints Procedure, the relevant provisions of the GTC,
the Civil Code and the Consumer Protection Act shall apply. Where the statutory regulation
is more favourable to the Consumer, the statutory regulation shall apply.

If any provision of this Complaints Procedure becomes invalid or ineffective, this shall not

If this Complaints Procedure is made available to the Consumer also in a language other
than Slovak, in the event of a discrepancy between the individual language versions, the

This Complaints Procedure is published at the Hotel reception and on the website

2.
3.
affect the validity and effectiveness of its other provisions.
4.
Slovak-language version shall prevail.
5.
https://doubletree-bratislava.sk.
6.

This Complaints Procedure shall become valid and effective on ................
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