
GENERAL TERMS OF RESERVATION AND PURCHASE OF 
PACKAGE TOURS

1. GENERAL PROVISIONS

"Colours of Dubrovnik", owned by Maria Pendo, Popolica 152, 20207 Mlini, Croatia, OIB: 12355341998 (hereinafter: Agency) is 
a travel agency which provides an online platform that offers various travel services including, but not limited to: holiday 
accommodation rental, organizing or mediating excursions and activities, trips,  package tours, vehicle and boat rentals, 
transfers, cruises to clients seeking to book such Services. 
 These terms and conditions apply to services organized by the Agency and those of other tour operators mediated by the 
Agency. These terms and conditions shall be considered as applicable unless otherwise specified. A package arrangement in 
which the Agency is not the responsible tour operator is subject to the general conditions of the competent tour operator and 
the Agency is not responsible for their implementation.
When booking, the customer confirms that he/she is familiar with these terms and conditions, has read them carefully and 
accepts them in their entirety. This way, all conditions set forth in these General Terms and Conditions become a legal 
obligation to both the client and the Agency.
Terms and conditions of booking and buying package tours (hereinafter: General Conditions) are an integral part of the 
package tours (hereinafter: Package), and thus the Agreement on the organization of tourist travel (hereinafter: Contract), 
which  the Agency concluded with a passenger, or the travel contractor in the case where the travel contract is concluded in 
favour of a third party (hereinafter: the Traveller). All information and terms in the program and in the General terms are 
binding for both the Agency and Traveller, unless the contract provides otherwise. 

If you do not agree to the terms and conditions, please do not continue to use this site.

2. CONTRACT

Travellers interested in signing the Contract shall submit their application for the package to the Agency by telephone, e-mail 
to info@coloursofdubrovnik.com or via the website of the Agency www.coloursofdubrovnik.com   
Upon submitting the application, interested parties shall send to the Agency the necessary data for identification and 
execution of the Contract. The submitted application is considered as a request for an offer of the package program. On basis 
of the received application, the Agency will send an offer of the package program for the conclusion of the Agreement to the 
Traveller, which is considered to be concluded and mutually binding after being signed by both contracting parties or after they
unambiguously expressed their approval for conclusion of the contract. It is believed that Travellers expressed their consent to 
the conclusion of the Contract, if after the  offer of the package tour program is received a deposit payment is sent by the 
Traveller, or if the consent to the conclusion of contract is expressed through the above mentioned means of  communication.

3. PRICES & PAYMENT

The package price includes everything stated in the program under "included". The cost of any other service must be borne by 
the Traveller. In the event that the Traveller requests and pays for any service while travelling directly to service providers, the 
Agency will not be responsible for such services as an organizer, regardless of the assistance the Agency’s representative will 
provide to the Traveller in obtaining those services. 
The Agency reserves the right to increase the package price up to 20 days before the start of the trip, if there were changes in 
the exchange rate of the agreed currency, increase of transportation costs, fuel costs or  increase of fees for certain services (at
airports and other ports, etc.) which affect the cost of the trip. The price increase is calculated in the same percentage as the 
calculation elements mentioned. Unless otherwise stated in the program, an advance payment of 40% shall be paid at the 
conclusion of the Agreement, while the balance of the payment shall be made not later than 45 days before the departure 
date. 
The Agency accepts payments via credit / debit cards and bank transactions via the Raiffeisen Bank platform. Raiffeisen Bank is
a certified bank for accepting cards at online points of sale. Raiffeisen Bank guarantees the security of online shopping thanks 
to the application of so-called 3D security standards prescribed by Visa Europe (Verified by Visa) and Mastercard Worldwide 
(Mastercard Secure Code). 3D Secure is a global security standard that uses SSL encryption with a 2048 bit key. 
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Bank transfer payments are accepted in following currencies: HRK, EUR, GBP and USD. Invoices will be shown in HRK and EUR 
currencies. If the Traveller wishes to make the payments in GBP or USD, they are obliged to contact the Agency prior of making
the payment and the Agency will then adjust the pro-forma invoice to the chosen currency. All bank charges are to be paid by 
the Traveller (amount received will be considered the amount paid). 
While making payments via credit/debit cards, a slight difference from the original price quoted can occur, due to currency 
conversions of credit card associations at the date of conversion. The charged amount on the Travellers credit card account is 
converted into the Traveller's local currency according to the exchange rate of credit card associations.
Whenever it is possible, the Agency will enable the Traveller to make the payment directly to the service provider/or package 
tour organizer in order to minimize the costs. In all other cases the Travellers will be charged through the Raiffeisen Bank 
platform (this will be visible during the reservation and payment process).

4. ACCOMMODATION

The offered accommodation facilities, restaurants, means of transport, etc. are described according to the official 
categorization of the local tourist organization or other competent authority at the time of the program issuance. The 
standards of accommodation, meals, or other tourist services of different places and countries are different and not 
comparable. Unless the Traveller has explicitly contracted a specific accommodation unit (room, apartment, etc.) with special 
features, the Traveller will accept any officially registered accommodation unit for rent at the respective facility. The Agency 
will attempt to satisfy the traveller's pre-announced additional request (pet stay, extra beds, baby cot, room orientation, floor, 
etc.), but cannot guarantee that such request will be fulfilled.
If the place of accommodation is specified in the Contract and/or program, or in some way communicated to the Traveller, the 
same implies a wider area of the place specified as the place of accommodation, or a wider territorial-administrative unit 
according to local regulations and customs. Unless otherwise stated in the Contract or Program, the Agency has the right to 
determine the exact location and facility within the agreed or programmed location, in accordance with the agreed 
categorization according to local standards. If circumstances at the destination prevent the accommodation of the Traveller in 
the booked object, the Agency shall place the Traveller in another object of the same or higher category than the booked one. 
In this case, the difference in the price of the booked and realized accommodation is settled by the Agency. 

5. CHANGE IN CONTRACTUAL RELATIONS

Changes to the daily schedule of the program cannot be the subject of complaints if all the services listed in the program have 
been provided. The Agency will promptly inform the Traveller of any change to the program.
The agency does not sell airline tickets, so we do not cover the compensation for missed flights as well as the costs of late 
start/no start arrangements. Any additional costs arising from such situations must be
settled on the spot by the Traveller.
In case of delay, we recommend that the Travellers call the emergency number listed in the travel documents. 

6. CANCELLATION BY AGENCY

The Agency reserves the right to cancel the package if the minimum number of participants is not met. In this case, an 
alternative program will be offered (subject to availability). If the Traveller does not accept the alternative program, the Agency
will refund the payment received by the Traveller through a bank transaction. The Traveller will be notified of the cancellation 
by email no later than 15 days before the start of the trip. If the Traveller accepts the alternative program, it waives all claims 
against the Agency on any legal basis, except for the right to a refund of part of the price if the cost of the alternative program 
is lower than the originally booked program. If the price of the alternative program is higher than the originally booked 
program, then the Traveler agrees to pay the difference in price. 
During public holidays, certain facilities (museums, restaurants, sightseeing, and shopping) may be limited or inaccessible. An 
alternative will be offered whenever possible.
The Agency may cancel the package or make changes to the program if extraordinary circumstances arise which cannot be 
avoided or eliminated (force majeure by applicable legal standards) and in other situations that make it impossible or 
significantly hinder the fulfilment of the contract, which, if they occurred at the time of the conclusion of the Contract, would 
be a justified reason for the Agency not to conclude the contract (e.g. in case of war, unrest, strike, terrorist action, sanitary 
disturbance, natural disaster, traffic accident, sudden and unusual traffic jam, intervention of competent authorities, sudden 



change of timetables, delays means of transport, weather, etc.). The Agency has the right to cancel the Contract also in the 
other cases provided for by these General Terms, the Agreement and other applicable regulations. 

7. CANCELLATION BY TRAVELLER

All cancellations must be received in writing to the following e-mail address info@coloursofdubrovnik.com  
The date of cancellation is the basis for the calculation of cancellation costs, which the Agency will keep as damages of the 
total package price:
    • more than 60 days before departure fixed compensation in the amount of 150 EUR
    • 60 - 45 days before departure 40% of the price
    • 44 - 30 days before departure 50% of the price
    • 29 - 15 days before departure 75% of the price
    • 14 - 8 days before departure 90% of the price
    • 7 - 0 days before departure and “no show” 100% of the price
Incomplete and/or invalid travel documents 100% of the price.
If the Traveller who cancels the package finds a new Traveller for the same reservation, the Agency will only charge the cost of 
the replacement if applicable and if replacement is possible.

8. THE OBLIGATIONS OF TRAVELLERS

When concluding a contract, the Traveller is obliged (for himself and for others if he concludes the Contract in their favour) to 
provide personal information and to submit in due time all the documentation necessary for organizing the trip. The Traveller 
is obliged to ensure that his documents and belongings meet the conditions laid down by the organizer, as well as those 
provided by the border, customs, health and other regulations of his country as well as the country of destination or countries 
through which he travels. The Agency is not responsible for the decisions of officials denying the Traveller transportation, 
refusing to issue a visa or not allowing entry into a particular country, or for the costs or other consequences thereof. 
The Agency is not responsible for the loss, theft or damage of travel documents.
A valid passport is required for all Travellers. All Travellers, regardless of their passport, should check with the appropriate 
consulates to determine if visas are required. It is the Travellers responsibility to receive a visa if required.
The traveller is obliged to comply with the applicable regulations and instructions of the Agency and officials regarding the 
prohibition of possession of dangerous goods (in particular the possession and non-registration of dangerous luggage) and the 
instructions on conduct during the journey.
Travellers should consult with consulates and healthcare institutions about the latest health requirements. The Agency will not 
cover healthcare expenses for illnesses that occur before arrival or while travelling.
Any disability requiring special attention must be reported at the time of booking and the Agency will make reasonable efforts 
to meet the special needs of persons with disabilities, however the Agency is not responsible for the refusal of such services by
the service provider. Travellers in need of assistance must be accompanied by a qualified and physically fit companion.
The traveller is obliged to abide by the regulations of the country of residence or passage, the rules of conduct at the place of 
stay or place of transit, as well as the instructions and advice of the Agency or its authorized person. Local regulations and 
rules of conduct of another country shall be deemed to be known to the Traveller if he/she has already resided in that country 
within last five years, if they have been communicated to him/her by the Agency or another person, or if they have been 
communicated to the public by the Ministry of Foreign Affairs and European Integration of the Republic of Croatia. If, for the 
reasons stated above, the package is cancelled before or during the trip, the Agency reserves the right to compensation for 
damages as defined in these General Terms and Conditions.
The Traveller is obliged to follow the tour program and the house rules in catering and accommodation facilities and means of 
transport, and to cooperate with representatives of the organizers and service providers in good faith. In the event of non-
compliance with these obligations, the Agency eliminates all liability for the damage caused, while the Traveller shall pay the 
damage costs at the spot. It is the responsibility of the traveller to observe the personal safety rules that would be used by 
every average person. The Agency is not responsible for the actions of the Traveller regarding his personal responsibility.
If the act or omission of the Traveller occurred before the commencement of the package program and causes the 
impossibility for the Agency to fulfil the Contract, the Traveller shall be deemed to have terminated the Contract. If the act or 
omission of the Traveller occurs after the commencement of the voyage, or if it occurs before the commencement of the 
voyage and does not significantly impede the fulfilment of the Contract, the Agency shall have the right to terminate the 
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Contract with the consequences as if the Traveller had cancelled the Contract and the Traveller is not entitled to 
compensation. 
The Traveller must comply with the departure time indicated in the itinerary, as well as instructions and information regarding 
the implementation of the program, which was orally received from a representative of the Agency. If the Traveller disconnects
from the group before receiving the appropriate information on the time and place of the reunion and the continuation of the 
trip, the Traveller may not claim compensation from the Agency for any expenses and damage suffered. The Agency reserves 
the right to continue the journey without the Traveller who did not show up at the meeting point at the agreed time. The 
Agency will not be liable in any way if certain activities and facilities, that depend on the weather and natural phenomena, 
cannot be used in accordance with the package program or Traveller's expectations. Furthermore, the Agency will not be held 
responsible in any way if bad weather conditions (rough sea, heavy rainfall, etc.) impede the realization of certain services 
included in the program or require changes in the order or duration. 

9. LUGGAGE

For land transport, the Traveller is entitled to carry one hand luggage and one regular size luggage (23kg). In case the land 
transport provider determines different restrictions in the transportation of luggage from the above, the Agency shall inform 
the Traveller thereof when concluding the Contract.
The agency is not responsible for the transportation of luggage and is not responsible for destroyed or lost luggage, or for theft
of luggage or valuables in a means of transport or in an accommodation facility. The traveller is directed to report lost luggage 
to the transport service provider or accommodation provider. Special luggage (bicycle, surfboard, musical instruments and 
similar items) must be announced by the Traveller prior to the conclusion of the Agreement. If possible, the Agency will 
attempt to meet the Travellers's pre-announced additional request for special luggage, but cannot guarantee the fulfilment of 
such a request. The transport service provider has the right not to receive additional and special luggage due to capacity 
limitations. The Agency is therefore not responsible for any costs or damages suffered by the Traveller as a result. The Traveller 
is obliged to take care of his own belongings brought into the means of transport, and is obliged to bring them with him/her 
every time he/she leaves the means of transport. Otherwise, the Traveller bears sole responsibility for the theft, loss or 
damage to the valuables left behind in the vehicle. 

10. RESPONSIBILITY OF THE ORGANIZER & INSURANCE

In accordance with the regulations, the employees of the Contracting Agency are obliged to make available to the Traveller 
promotional material and these General Terms in written or electronic form, to give adequate notice of basic border 
formalities, visa formalities and health formalities regarding travel and destination of stay.
Agency services do not include travel insurance against accidents and illnesses that may occur while travelling or voluntary 
health insurance.
In accordance with the Law on Provision of Services in Tourism, the Agency has a contract with the insurance company 
Euroherc osiguranje d.d. (policy number: 804227607) on liability insurance for damage caused by the Agency to the Traveller 
for not fulfilling, partially fulfilling or failing to fulfil obligations related to the package arrangement. The Agency has a security 
contract with the same insurance company for package arrangements and related travel arrangements in the event of 
insolvency or bankruptcy of the Agency (policy number: 804227606).
By concluding the Agreement, the Traveller confirms that he/she is familiar with the content and the possibility of insurance.

11. COMPLAINTS AND COMPENSATION

Pursuant to the Consumer Protection Act, Travellers may file a complaint expressing their dissatisfaction with the service 
provided in writing, at the latest 7 days after the service has ceased. Immediately upon a perceived failure of service provision, 
the Traveller shall inform the Agency representative and/or the service provider about the dissatisfaction with the service. The 
traveller is obliged to cooperate with the Agency’s representative and the service provider in good faith, in order to eliminate 
the causes of complaint. If the Traveller does not accept the offered complaint solution on the spot, which corresponds to the 
contracted service, the Agency does not have to accept the subsequent complaint of the Traveller.
The receipt of the complaint will be confirmed in writing without delay. The complaint shall be emailed to: 
info@coloursofdubrovnik.com   
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The Traveller is obliged to justify the allegations of the complaint and to present appropriate evidence. The Agency will only 
deal with fully documented complaints that it receives within the specified deadline and make a written decision on the 
Traveller's complaint within 15 days of receipt of the complaint. The Agency may postpone the deadline for resolving the 
complaint by another 15 days to collect information and verify the complaint's allegations with the service provider. Until the 
Agency renders a decision, not exceeding 30 days from the written complaint, the Traveller waives the mediation of any other 
institution, initiation of court or any other proceedings, and waives to submit information to the media, as otherwise the 
Traveller bears the costs of such proceedings and cost of possible damage the Agency has suffered.
The maximum reimbursement can be the total cost of the service which is the subject of the complaint. The reimbursement 
cannot be the total amount paid to the Agency and cannot include the cost of the services already provided. Each Traveller 
submits complaints separately. The Agency reserves the right to reject group complaints, which are received after the expiry of
the specified deadline and those found not to have been resolved on the spot due to Traveller's lack of cooperation with the 
Agency’s representative or the service provider.
The Agency cannot be held responsible for the weather conditions, traffic conditions, cleanliness and sea temperature of the 
destination the Traveller visits, as well as any other similar situations and events that are not directly related to the quality of 
the booked service, which may result in customer dissatisfaction. 

12. PRIVACY PROTECTION

The Agency uses your information to provide and improve its services in accordance with best business practices. By reserving 
any service through www.coloursofdubrovnik.com you consent to the collection and use of information in accordance with this
policy. The Agency respects the personal information of all its Travellers and will not release it to third parties unless required 
to process the confirmed services.
Your agreement to this policy, as well as submitting your personal information, constitutes your permission to transmit this 
information. A third party may not use personal information except for the purpose of providing the requested services. In 
addition, some information will need to be shared to comply with the law. We do not store personal information on a 
computer or any server, except personal information of Travellers who have purchased services from the Agency, in order to 
realize such services. Traveller's e-mails are deleted every 5 years, while invoices are kept for a period of 10 years as per 
requirement by law.
We may also collect information for trend analysis, web site processing, customer flow monitoring, and other diagnostic 
information to analyse and improve our services. Google Analytics is a web analytic service provided by Google that tracks 
website traffic. Google uses the information collected to track the use of our service. The demographic information collected is
not linked to any personally identifiable information. More information about Google's privacy policy can be found here.
We would like to point out that no method of transmitting information via the Internet or a method of electronic storage is 
100% secure. We do our best to protect the privacy of our users. You send all the data at your own risk and there is a chance 
that others will read it. Once we receive your personal information, we use procedures to protect the security of your personal
information.
If you are unable to change the personal information you submitted through this web site, please contact us via email to make 
the necessary changes.
Payment information is under special protection and will only be available to banks or credit card companies to authorize 
payment. The Agency does not collect your credit/debit card information or bank account information.
This site contains links to other websites. The Agency cannot be held responsible for the privacy policies of these sites. Please 
read the privacy policies of each site that collects personal information. This privacy policy applies solely to information 
collected by www.coloursofdubrovnik.com   
Should there be any case where the Traveller's Information is in any way compromised, it is our policy to alert the Traveller by 
email no later than 48 hours after the event is known. We will also report such an incident to all necessary data protection 
authorities.
Services can only be reserved by an adult (+18 years). 
If Travellers have any questions about these policies or would like to know what information we have about them, please email
us at info@coloursofdubrovnik.com   
 

13. PACKAGE TOURS ORGANIZED BY OTHER ORGANIZER / Tour Operators

For all travel package tours where the Agency Colours of Dubrovnik owned by Maria Pendo is the principal organizer these 
General Conditions apply, except in the event where the Agency is a mediator i.e. is not the principal package organizer. Such 
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arrangements will be specifically indicated in the travel program as “Colours of Dubrovnik Partner Services” and will be subject 
to the general conditions of the responsible organizer, while the Agency is not responsible for the supply of tourist 
arrangements of other organizers. The Agency shall not be held accountable for the implementation of tourist travel 
arrangements of other organizers. By making the deposit payment for the package tour, the Traveller fully accepts the travel 
program and conditions. The Agency, as an intermediary, is not responsible for the implementation of the package program 
but only mediates in sale, unless otherwise expressly stated in contract- confirmation of payment.

14. RESTRICTION ON PERSONAL, NON-COMMERCIAL USE

This website is intended for personal use. The client accepts that he/she will not use the information obtained here for 
forbidden or unlawful activities or purposes. Clients are not allowed to transfer or sell any information, service or product 
displayed on these pages without a written consent of the Agency.

15. LIMITATION OF LIABILITY

“Colours of Dubrovnik”, vl. Maria Pendo, Popolica 152, 20207 Mlini, reserves the right, at its sole discretion, to modify this web
site, its services or these Terms & Conditions at any time and without prior notices.

16. FINAL PROVISIONS

Possible deviations from these General Conditions must be explicitly stated in the package program text or in the Agreement 
itself. In the event of any dispute over the Treaty, the jurisdiction of the court in Dubrovnik shall apply, in accordance with the 
law of the Republic of Croatia. Amendments to these General Terms and Conditions should be made publicly available to 
interested parties, in which case they oblige all parties to the proceedings and form a single legal unit with these General 
Terms and Conditions. These General Conditions of Travel are an integral part of the Agreement concluded by the Traveller and
the Agency. Possible deviations from these General Conditions must be stated in the text of the travel program or in the 
Agreement. 

In Mlini, 01.01.2020


