ROSET

Hotel & Residence

REKLAMACNY PORIADOK
COMPLAINT HANDLING POLICY

1. Zakladné ustanovenia

1. K zabezpeceniu spravneho postupu pri vybavovani reklamacii nedostatkov na tovaroch a sluzbach
predavanych a poskytovanych v Roset Hotel & Residence sa na zdklade zakona €. 250/2007 Z.z. o ochrane
spotrebitela v zneni neskorSich predpisov a zdkona €. 40/1964 Zb., Obéianskeho zdkonnika v zneni
neskorsich predpisov, vydava tento reklamacny poriadok.

2. Predavajuci je povinny zakaznika riadne informovat o podmienkach a spdsobe reklamdcie vratane udajov
o tom, kde moZno reklamaciu uplatnit, a o vykonavani zaruénych oprav.

3. Tento reklamacny poriadok je v stlade s § 18 ods. 1 Zakona o ochrane spotrebitela umiestneny na
viditelnom mieste dostupnom zakaznikovi (na recepcii hotela a web stranke www.rosethotel.sk)

4. Osobnym prevzatim tovaru alebo poskytnutej sluzby spotrebitel’ suhlasi s reklamaénym poriadkom a

potvrdzuje, Ze bol s jeho obsahom oboznameny.

5. Na ucely tohto reklamacného poriadku sa reklamaciou rozumie uplatnenie zodpovednosti za vady tovaru
alebo sluzby a vybavenim reklamacie ukoncenie reklamacného konania odovzdanim opraveného tovaru,
vymenou tovaru, vratenim kupnej ceny tovaru alebo sluzby, vyplatenim primeranej zlavy z ceny tovaru
alebo sluzby, pisomna vyzva na prevzatie plnenia alebo jej odévodnené zamietnutie.

6. Prava a povinnosti spotrebitela a poskytovatela sa spravuji prislusnymi pravnymi predpismi SR

1. Basic provisions

1. This Complaint Handling Policy has been created in accordance with Act No. 250/2007 Coll. on Consumer
Protection as subsequently amended and Act No. 40/1964 Coll., Civil Code as subsequently amended to
ensure that every complaint related to problems and defects of products and services sold and provided at
Roset Hotel & Residence is resolved properly.

2. The Seller is obliged to inform every Customer properly about the terms and methods of the complaint
procedure, the warranty repair terms and where complaints can be filed.

3. Inaccordance with § 18 Art. 1 Consumer Protection Act, this Complaint Handling Policy is at disposal where
Customers can clearly see it (at the Hotel reception and the Hotel website: www.rosethotel.sk).

4. By accepting a product or a service, every User agrees to this Complaints Policy and declares to have
acquainted themselves with its contents.

5. For the purpose of this Complaint Handling Policy, the term “complaint” refers to the procedure of
exercising responsibility for defects of a product or a service and resolving a complaint, completing a
complaints procedure by delivering a repaired product, exchanging a product, returning the paid product or
service price, offering an adequate discount on the product or service price, a written invitation to accept a
product or a service, or a reasoned refusal.

6. 6. The rights and duties of every User and the Provider are governed by applicable laws of the Slovak
Republic.

2. Pravo zo zodpovednosti za vady
V pripade, ak su zdkaznikovi Roset Hotel & Residence poskytované tovary alebo sluzby nizSej kvality alebo nizsieho

rozsahu ako to bolo vopred dohodnuté alebo ako je to obvyklé, vznika zakaznikovi pravo na reklamdciu pripadnych
nedostatkov poskytnutych sluzieb a vad zakupenych tovarov, vratane prava na ich odstranenie, vymenu,
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doplnenie, pripadne na nahradné poskytnutie novej sluzby alebo primeranu zlavu z dohodnutej ceny zaplatenych
sluZieb alebo tovarov.

2. Liability for defects

If any Roset Hotel & Residence customer is offered products or services of a lower quality or a lower scope than
arranged before or than usual, the Customer is entitled to complain about the defects of the offered services or
purchased products and to have the defects rectified, have them exchanged, completed or to be offered a new
substitute service or an adequate discount on the agreed price of paid services or products.

3. Uplatnenie prav zo zodpovednosti za vady (reklamacie)

1. Ak zédkaznik zisti dévody a skutoénosti, ktoré méiu byt predmetom reklamacie, je povinny uplatnit
pripadnt reklamaciu ihned’ bez zbytocného odkladu u poskytovatela v prevadzkarni u veduceho
strediska, prevadzkara alebo inej zodpovednej osoby, recepcnej, prevadzkara hotela alebo inej
zodpovednej osoby (dalej len ,,zodpovedna osoba“).

2. Pri uplatfiovani reklamécie zdkaznik predloZi vietky relevantné doklady o poskytnuti sluzby a/alebo
nadobudnuti tovaru (képia objednavky, faktura, ucet z registracnej pokladne a pod.), u ktorého vadu
alebo nedostatok vytyka. Bez predloZienia dokladu o kupe poskytovatel nemusi reklaméciu uznat.
Nedostatky akosti stravy a napojov uréenych k okamiitej spotrebe klient reklamuje v restauracii alebo v
bare ihned pri zisteni nedostatku, predovsetkym priamo u obsluhujiceho pracovnika.

3. Ak nedostatky stravy a napojov urcenych k okamzitej spotrebe sa tykaju mnoZstva a hmotnosti, musia byt
reklamované este pred zacatim konzumadcie.

4. Reklamaciu nedostatkov ostatného tovaru alebo sluzZieb klient uplatni v restauracii alebo v bare, kde
tovar alebo sluzbu zakupil ihned, alebo bez zbytoéného odkladu, na zaklade dokladu o zakupeni. Bez
predloZenia dokladu o kiipe nemusi byt reklamécia uznana.

5. Reklamdciu nedostatkov v ubytovani je moZné uplatnit predovietkym u pracovnika recepcie bez
zbytocného odkladu. Pravo na reklamaciu nedostatkov v ubytovani zanikne, pokial nebolo uplatnené do
odchodu klienta.

6. Klient pri uplatiovani reklamacie predlozi vSetky relevantné doklady o poskytovani sluzby alebo
nadobudnuti tovaru, u ktorého vytyka vadu alebo nedostatok.

Postup pri vybavovani Reklamacie
Stravovacie sluzby

a) Vady potravin sa povaZuju za neodstranitelné. Ak sa vyskytne vada potravin, jedal alebo napojov, ma
klient pravo pozadovat ich vymenu alebo vratenie zaplatenej ¢iastky, pripadne poskytnutie zlavy.

b) V pripade ak nie je dodrzana spravna akost, hmotnost, miera alebo teplota jedal alebo napojov, ma klient
pravo pozadovat bezplatné, riadne a okamzité odstranenie vady.

Ubytovacie sluzby
Klient je opravneny poZadovat bezplatné, riadne a véasné odstranenie nedostatkov a to:

a) Vymena vadného alebo doplnenie drobného vybavenia izby.

b) Pokial nie je moiné odstranit vady technického charakteru v izbe pridelenej klientovi (porucha
vykurovacieho systému, slaby tlak vody, nedostatok teplej vody, porucha v prikone elektrickej energie a
pod.), a hotel neméze klientovi pontknut iné, ndhradné ubytovanie, a ak bude izba napriek tymto jej
vadam poskytnuta klientovi, ma klient pravo na zlavu zo zakladnej ceny ubytovania po obojstrannej
dohode alebo na odstupenie od zmluvy pred prenocovanim a na vratenie zaplatenej ceny za ubytovanie.
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Reklamaciu vybavuje riaditel’ alebo veduci recepcie, alebo nim povereny pracovnik, ktory je povinny
reklaméciu preskimat a rozhodnit o spdésobe jej vybavenia. Ak nie je mozné reklamaciu vybavit
dohodou, je kompetentna osoba za hotel povinna spisat s klientom zdznam o reklamdcii. V zdzname
klient uvedie presné oznacenia poskytnutej sluzby alebo zakupeného tovaru, ¢as kedy bola sluzba
poskytnuta alebo tovar zaktpeny a popis ich nedostatku.

3. Exercising the rights regarding liability for defects (Complaints)

1. If any customer discovers reasons and circumstances that might be the subject of a complaint, they are
obliged to file their complaint to the provider, i.e. the manager, receptionist or any other responsible staff
member (hereinafter referred to as “responsible staff member”) at the respective facility without undue
delay.

2. To file a complaint, every customer is obliged to present all relevant documents related to the provided
service and/or product (order copy, invoice, receipt, etc.) that the complaint is related to. without
presenting a proof of purchase, the provider is not obliged to accept the respective complaint. defects
related to the quality of food and drinks that are meant for immediate consumption shall be complained
about to a waiter in the respective restaurant or bar once the defects are discovered.

3. If any defects related to the quality of food and drinks that are meant for immediate consumption apply to
the amount or weight, the complaint must be filed before eating or drinking.

4.  Complaints about defects related to other products and services shall be filed by customers based on a
proof of purchase in the restaurant or bar where the products or services were purchased immediately or
without undue delay. without presenting a proof of purchase, complaints do not have to be accepted.

5. Complaints about defects related to accommodation can be filed at the hotel reception without undue
delay. every right to complain about accommodation defects expires if it is not exercised until the
respective customer checks out.

6.  When filing a complaint, every customer is obliged to present all relevant documents related to the
provision of the service or the purchase of the product that the complaint or defect applies to.

Complaints procedure
Catering services

a) Defects related to food are considered to be non-rectifiable. If any customer discovers a defect of a dish or a
drink, they are entitled to ask to have it exchanged or to be returned a part of the paid price or to be
offered a discount.

b) If not the proper quality, weight, amount or temperature of food or drinks is offered, every customer is
entitled to ask to have the defect rectified free of charge, properly and immediately.

Accommodation services
Every customer is entitled to ask to have the following defects rectified free of charge, properly and as soon as
possible.

a) Exchange of defective small room amenities or to have some added.

b) If any technical defect in a customer’s hotel room cannot be repaired (central heating defect, low water
pressure, lack of hot water, electric power failure etc.) and the hotel cannot offer another room to the
customer and if the defective room is offered to the customer despite the defects, the customer is entitled
to be offered a discount on the basic accommodation price agreed mutually or to withdraw from their
contract before spending a night at the hotel and to be returned the paid accommodation price back.
Complaints shall be resolved by the general manager or the chief receptionist or any other authorized staff
member who is obliged to examine every complaint and decide how it shall be resolved. if any complaint

T&H Management, s.r.o. 1€0: 53570219 Bankové spojenie: Slovenska sporitelna, a.s..
so sidlom Sttrova 10, 811 02 Bratislava DIC: 2121414295 IBAN: SK86 0900 0000 0051 7427 8670
zapisana v Obchodnom registri Okresného sudu Bratislava I, IC DPH: SK2121414295 SWIFT: GIBASKBX

oddiel Sro, vlozka ¢. 150463/B

www.rosethotel.sk


http://www.rosethotel.sk/

ROSET

Hotel & Residence

cannot be resolved by an agreement, an authorized hotel representative is obliged to record the complaint
together with the customer. the record shall include all specifications of the offered service or purchased
product, the time when the service was provided or the product was purchased and details of the related
defect — all written by the customer.

4. Lehoty na uplatnenie prav zo zodpovednosti za vady

1. Zéakaznik je povinny uplatnit reklamaciu ihned, bez zbytoéného odkladu, inak pravo na reklamaciu zanika.
Zarucné doby su stanovené v ustanoveni § 620 a nasl. Obcianskeho zakonnika.

4. Time limit for filing complaints

1. Every customer is obliged to file their complaint immediately without undue delay. otherwise, their right to
complain expires. warranty periods are specified in § 620 and other provisions of civil code

5. Suéinnost zakaznika pri reklamacii

1. Zéakaznik je povinny osobne sa zGéastnit reklamaéného konania, je povinny poskytnit objektivne
informéacie tykajice sa poskytnutej sluzby. Ak to vyZaduje povaha veci, musi zdkaznik umoZnit
pracovnikom pristup do priestoru, ktory mu bol prenajaty na prechodné ubytovanie, aby bolo mozné
presveddit sa o odévodnenost reklamécie.

5. Cooperation of customers when filing complaints

1. Every customer is obliged to be personally present when filing their complaint and to provide objective
information related to the offered service or product. if necessary, they are obliged to let staff members
enter the room that has been offered to them to stay at temporarily so that the justification of the
complaint can be verified.

6. Zaverecné ustanovenie
1. Tento reklamaény poriadok nadobuda Géinnost diiom 1.8.2022
2. Poskytovatel si vyhradzuje pravo jednostrannej zmeny alebo upravy reklamacného poriadku bez
predchadzajiceho upozornenia klienta.
6. Final provisions
1. This Complaints Policy becomes effective on 1.8.2022

2. The provider reserves the right to unilaterally amend the complaints policy without notifying individual
customers before.
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