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Before Payment (Pre-Booking Phase)
1. Scope of Services
As the Destination Management Company (DMC), we provide end-to-end travel solutions, including but
not limited to:
* Creation of tailor-made travel packages
¢ Accommodation bookings
* Activity and experience coordination
¢ Restaurant reservations and additional services
During this phase, we support the B2B partner in preparing and finalizing the travel package:
* Preparation and sharing of a customized itinerary based on the initial request
* Ongoing communication to answer questions and refine the program
¢ Revisions and modifications until initial approval is received
* Provision of marketing materials (images, descriptions, etc.) if required
Modifications:
The B2B Partner may request changes to the initial proposal. Final written confirmation is required
before proceeding to the billing and booking stage.

2. Proposal Validity & Availability
All proposals are:

* Subject to availability at the time of confirmation

 Valid for a limited period (e.g., Normally 3 days unless otherwise stated)

* Subject to change in pricing due to supplier adjustments, currency fluctuations, or availability
The DMC does not guarantee availability of any services until payment is received and bookings are
confirmed.

3. Payment & Cancellation Policy
Deposit:
To confirm a pre-arranged or tailor-made holiday package, a non-refundable 50% deposit is required at
the time of reservation.
Balance:
The remaining balance must be paid no later than 60 days prior to arrival.
Failure to pay within the deadline may result in automatic cancellation of the booking.
Cancellations:
Bookings may be canceled at any time; however:
¢ All payments made are strictly non-refundable
¢ Cancellation policies of third-party suppliers are fully applicable
We strongly recommend purchasing comprehensive travel insurance to protect against unforeseen
changes or cancellations.

4. Payment Terms
 All prices are quoted in EUR (unless otherwise stated)
* Bank transfer fees and exchange rate differences are the responsibility of the payer
* Bookings will only be processed once funds are received in full or as per agreed schedule

5. Late Payment
* Bookings are not guaranteed until payment is received
* The DMC reserves the right to release any unconfirmed services
* Prices and availability may change without prior notice

6. Responsibility for Client Approval
The B2B Partner is responsible for:
¢ Obtaining final approval from the end client
« Verifying all details (names, dates, services) before confirmation
¢ Communicating all relevant terms and conditions to the end client
The DMC is not responsible for errors resulting from incorrect or incomplete information provided by
the B2B Partner.

7. Travel Documentation Responsibility
The client and/or B2B Partner are responsible for:
¢ Valid passports
¢ Visas and entry requirements
¢ Health and travel documentation
Failure to comply with travel requirements does not qualify for refunds.

After Confirmation (Between Booking & Arrival)

1. Cancellation & Change Policy

Any change or cancellation of a booking and/or product by the Vendor must be communicated to the Tour
Operator in writing (via email) and must be formally acknowledged by the Tour Operator.

No changes or cancellations shall be considered valid unless written confirmation has been received.

2. Booking Confirmation & Service Execution

Once the booking is confirmed and payments are received:
* Allservices (accommodation, activities, transfers, etc.) are reserved
* Availability is secured with suppliers

3. Modifications & Changes
* Any changes requested after confirmation are subject to availability
* Additional costs may apply, particularly for third-party services
* Certain modifications may not be accepted by suppliers

4. Third-Party Disclaimer
The DMC acts solely as an intermediary between the B2B partner and third-party suppliers.
* The DMC is not liable for decisions, refusals, delays, or operational issues caused by suppliers
* In case of supplier rejection or non-response, alternative options may be offered, subject to
availability

5. Vouchers & Travel Documents
* Final vouchers and travel documents will be issued once all services are fully confirmed
* Documents are typically sent a few weeks prior to arrival

6. Special Requests
All special requests (including but not limited to dietary requirements, room preferences, and celebration
arrangements):

¢ Are subject to availability

e Cannot be guaranteed

* May involve additional charges

7. Guest Changes & Requests
7.1 Change in Number of Guests
* Adding guests: subject to availability and price adjustment
* Removing guests: subject to cancellation policy (may be non-refundable)
7.2 Travel Date Changes
* Subject to availability
* Repricing may apply depending on seasonality
¢ Third-party services may incur full cancellation fees
7.3 Major Itinerary Changes
(Significant changes such as destination, hotel, or trip structure)
* Will be treated as a new booking
* Original booking will be subject to the applicable cancellation policy
7.4 Flight Changes
¢ Transfers and services will be adjusted where possible
* Additional costs may apply
* Missed services due to flight changes are non-refundable
7.5 Visa & Travel Documentation Issues
* Responsibility lies entirely with the client and/or B2B partner
» Standard cancellation policy applies in all cases
7.6 Additional Special Requests
* Subject to availability
* Not guaranteed
* May incur additional costs

8. Force Majeure
The DMC shall not be held liable for any changes, cancellations, or service disruptions caused by events
beyond its control, including but not limited to:

¢ Extreme weather conditions

¢ Flight delays or cancellations

e Strikes

* Pandemics

Governmental restrictions or regulations

9. Close to Arrival (Last-Minute Phase)
9.1 Last-Minute Modifications
» Strictly subject to availability
* Higher charges are likely
9.2 Emergency Cancellations
* Standard cancellation policy applies
* Travel insurance is strongly recommended

During Travel (After Arrival)
1. On-Ground Support
Support continues throughout the guest’s stay.
* The DMC provides on-ground assistance and an emergency contact for urgent matters
* Assistance is limited to coordination and support; execution remains subject to supplier policies

2. Room Changes & Service Modifications

2.1 Third-Party Services

For accommodations or services operated by third-party suppliers:
¢ All payments are non-refundable
* Guests may request changes directly with the supplier
* Any additional costs must be paid by the guest

2.2 Own Property (Aito Resort)

For services operated directly by the DMC (e.g., Aito Resort):
* Guests may request changes through the hotel management
* All changes are subject to availability
* Any price difference must be paid by the guest

3. No-Show & Late Arrival
* No-show: 100% of the service cost will be charged
* Late arrival: May result in partial or full loss of services without refund

4. Early Check-in / Late Check-out
* Subject to availability
* May require additional payment

5. Guest Experience & Operations
5.1 Service Complaints
* Must be reported immediately during the trip
* The DMC will attempt on-site resolution
* Complaints raised after travel may not be accepted
5.2 Missed Services (Guest No-Show)
* No refund will be provided
* Rebooking is subject to availability and additional cost
5.3 Weather Impact
* Activities may be rescheduled where possible
* Alternative services may be offered
* Refunds apply only if no alternative is available
5.4 Medical Emergencies
* Emergency assistance and coordination will be provided
* Guests are responsible for insurance coverage and all medical costs
5.5 Upgrade Requests (On Spot)
* Subject to availability
* Must be paid directly by the guest
5.6 Early Departure
* Unused services are strictly non-refundable
5.7 Behavior & Misconduct
* The DMC and/or suppliers reserve the right to refuse service in cases of inappropriate behavior
* Guests are responsible for any damages or additional costs incurred

6. Damage & Responsibility

Guests are responsible for any damage caused to:
* Hotel rooms
* Vehicles
* Activity equipment

All related costs will be charged accordingly.

7. Liability Disclaimer
The DMC acts as an intermediary between the B2B partner and service providers.
* The DMC is not responsible for the acts, errors, omissions, or service failures of third-party
suppliers
« Liability is limited to the coordination of services as agreed

Claims & Feedback - Complaints After Travel

Any complaints related to services provided during the
trip:

* Must be reported immediately during the guest’s stay
to allow on-site resolution

* Must be submitted in writing within 7 days after the
end of the trip

Complaints may be communicated through:

* Email to the assigned DMC contact

¢ The designated emergency/support contact during
travel

¢ The official communication channel agreed upon with
the B2B partner
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