
GENERAL TERMS OF RESERVATION AND PURCHASE OF  
TRANSFERS 

 
 

ARTICLE 1.  
 
"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 General Terms and Conditions regulate relations between the Agency and Client, i.e. customers, in case where the 
customer enters into a contract for the benefit of a third party as a traveller  (hereinafter: the Client) regarding the 
organization of a transfer. The transfer organiser is the company that is clearly stated on the Confirmation of the Transfer 
Purchase (ticket/voucher) as the responsible organiser (hereinafter: the Service Provider). If some other travel agency or direct 
service provider other than the Agency is stated as the organiser, the Agency acts in the capacity of the authorised 
intermediary. A transfer arrangement in which the Agency is not the responsible organiser is subject to the general conditions 
of the competent Service Provider and the Agency is not responsible for their implementation. 
When booking, the Client 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. 
 
 

ARTICLE 2. 
 
The service of renting a vehicle with a driver contains: the service of booking a correspondent service, paying for the service, 
picking-up the Client at the arranged place, performing the service booked, helping with the performance of the service by 
way of enabling the use of another or an additional service if the Agency and/or Service Provider can provide such service.  
Clients will be met at a Pickup point by a driver holding a name board with passenger’s name on it. The driver will drive the 
passenger to a desired Drop-off address or to the nearest possible location accessible by car. Transfer prices are per vehicle.  
Reservation must be made at least 24 hours before the start of the transfer. As an exception, transfer can be booked within 24 
hours, but you have to contact the Agency and get an e-mail approval first.  
The offer of services is subject to change, depending on the market conditions and business needs. The Client can ask for and 
get an overview of the complete offer of services at any given time by written inquiry or by viewing the offer provided by the 
Agency’s web site. 
The Agency shall provide the Client with accurate and complete information about the content and price of the service, 
including all taxes and other fees, the payment currency as well as all other costs which can influence the quoted price in any 
possible way, no later than at the moment of contracting the service. 
 
 

ARTICLE 3. 
 
Reservations of all services offered by the Agency can be made through the contact form on this web site, by e-mail or 
telephone. Cancellations or any changes in the reservation must be sent in written form to the Agency’s e-mail address as soon 
as the Clients is aware of such changes: info@coloursofdubrovnik.com   
The Agency will check if changes can be approved and will notify the client accordingly.  
The Client is obliged to provide correct and truthful personal information which is required in the booking form, in order to 
complete the reservation process. The Agency or Service Provider do not bear any responsibility for wrongly entered or untrue 
information. A person who enters the data for a group accepts the terms in the name of the whole group, and is responsible 
for the whole group.  
Client is required to show Voucher to the driver before boarding a vehicle, along with a valid document that proves client’s 
identity (identity card, passport, driving license).  
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ARTICLE 4. 

 
Each passenger is permitted to bring the standard suitcase or travel bag, and one piece of hand luggage the same size that is 
allowed in airline traffic, a total of two pieces of luggage. The Agency and/or Service Provider are not obligated to transport 
any extra luggage that was not declared in a reservation if there is not enough room in the vehicle. 
The Agency and/or Service Provider are not responsible for the content of luggage. Neither the Agency and/or Service Provider 
nor any of its contracted or sub-contracted drivers will accept responsibility for luggage loss or damage. Clients are responsible 
for ensuring that their luggage is loaded/unloaded at all times. The Agency and/or Service Provider and/or its contracted or 
sub-contracted drivers have the right to refuse any client or to make the journey due to the client having excess luggage which 
would result in the vehicle being unsafe whilst in motion.  
 
 

ARTICLE 5. 
 
Children under 12 cannot use our service unless they are accompanied by an adult. Children 12 to 18 years have to have a 
certified written permission of a parent. 
For children up to 5 years, children’s seat is compulsory. Since the children’s seat takes up one seating place in a vehicle, the 
child counts as an adult passenger. 
People who have special needs such as disabled people with wheelchairs are obliged to specify that in a reservation form in 
order to ensure appropriate vehicle. 
 
 

ARTICLE 6. 
 
If a client is arriving by air plane, the driver will wait for 60 minutes free of charge. If the flight is delayed, waiting time starts 
when the air plane lands. After 60 minutes of free waiting time, client may be charged extra. For other pick-up points the 
maximum free-of-charge waiting time is 15 minutes. After that time expires, client may be charged extra. 
If the client can’t find the driver, he/she first must contact the Agency immediately. 
If the client fails to do so within 60 minutes or 15 minutes (see above) free waiting time, the driver is free to leave the pick-up 
point and the transfer will be considered a “no-show”. 
“No-show” is a situation where the client fails to be at the pick-up point on the pick-up date at the pick-up time. “No-show” 
transfer is charged in full, like it was carried out successfully. In such cases, the client is not entitled for a refund. It is client’s 
responsibility to provide a pick-up address accessible by vehicle.  
 
 

ARTICLE 7. 
 
The Agency and/or Service Provider are required to perform all the services responsibly and professionally, in accordance with 
the laws of the Croatian country. 
The Agency and/or Service Provider can have their rights and obligations partially or fully transferred to a third person or 
persons, according to his own choice and without prior notice. 
Verbal agreements between the lientt and the Agency and/or Service Provider must subsequently be confirmed in written 
form (e-mail), otherwise are considered invalid. 
The Agency and/or Service Provider are not responsible for delays in the arrival or departure caused by unforeseeable 
circumstances, such as traffic crowds, extremely poor weather conditions, floods, storms, fires and so on (force major), and are 
not required to indemnify passengers. 
In case that client is not able to establish contact with our driver at the agreed place in the agreed time, client is required to 
contact the Agency. In case that a client is delayed for any reason, client is required to contact the Agency as soon as possible. 
The Agency will then supply further instructions. 
The Agency and/or Service Provider cannot guarantee the exact travel time of the transfer. All data regarding travel times are 
just an estimate. Clients who continue to travel by other means of transport should leave enough time between the end of the 
transfer and the departure time of another means of transport. 
In case that selected type of vehicle is not available for any reason, the Agency and/or Service Provider can perform the 
transfer using another appropriate vehicle. 
 



 
ARTICLE 8. 

 
The Agency will send a detailed offer to the Client’s e-mail address provided in the booking form and if the client accepts the 
offer, a confirmation reply to the Agency’s e-mail address must be sent by the Client. 
Upon confirmation receipt, the Agency will send a pro-forma invoice containing the payment details.  
Full payment will be required immediately via credit/debit cards or bank transfers. 
In case of bank transfer payments, a copy of the submitted payment will be required within 24h to the Agency’s e-mail address 
info@coloursofdubrovnik.com. In case the copy of the bank transfer payment is not received within the given deadline, the 
reservation will automatically be cancelled. In case of credit/card payments, copy of the payment will not be required.  
A reservation is considered confirmed, when the Client’s payment is received by the Agency. 
Upon payment receipt, the Agency will send the voucher containing all information to the Client’s e-mail address. 
Services can only be booked by an adult person (+18 years of age). 
By purchasing services provided on www.coloursofdubrovnik.com site, the client who is a parent of a minor child confirms 
under material and criminal liability that the other parent is informed of this contract and that he/she explicitly agrees to it.  
 
 

ARTICLE 9. 
 
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. 
Bank transfer payments are accepted in following currencies: HRK, EUR, GBP and USD. Invoices will be shown in HRK and EUR 
currencies. If you wish to make the payment in GBP or USD, please contact us prior to making the payment and we will let you 
know the exact amount in the chosen currency. 
All bank charges are to be paid by the client. The amount received will be considered the amount paid by the client (please 
inform your bank about the Code “OUR”). 
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 your credit card account is converted 
into your local currency according to the exchange rate of credit card associations. 
In order to confirm the created booking request, the client has to pay the advance according to the issued proforma invoice. 
 
 

ARTICLE 10. 
 
The Client agrees that the cost of the service contains the cost of the service, administrative and other costs the Agency is 
required to cover pursuant to compulsory provisions of their country of operation. 
The Client agrees that the service contract shall be concluded when the Client has sent the confirmation e-mail to the Agency 
or advised the confirmation via telephone. 
The Agency agrees that a booking can be cancelled under the following conditions: 
 
    • upon notifying the Agency at least 48 hours prior to service provision with a complete refund of payments made, 
    • upon notifying the Agency at least 24 hours prior to service provision with a 50%-refund of payments made, 
    • upon notifying the Agency within less than 24 hours prior to service provision without any refund of payments made. 
 
All cancellations by the Client must be sent in written form to the Agency’s e-mail address: info@coloursofdubrovnik.com  
Refunds will be processed via bank transfer, while any bank charges are to be borne by the Client. 
 
 

ARTICLE 11. 
 
A passenger under the influence of alcohol, drugs or other controlled substances won’t be allowed to enter a vehicle and will 
not be entitled to a refund of the amount paid. 
A passenger whose behaviour endangers the safety of driver, other passengers or other participants in traffic will be removed 
from the vehicle, and reported to local police department. 
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Smoking, consuming food and beverages, alcohol or drugs in the vehicle is strictly prohibited. Exceptions to this policy are 
water and soft drinks in bottles. Everything else has to be approved by the driver or Transfer provider’s representative.  
 
 

ARTICLE 12. 
 
In accordance with the Consumer Protection Act we inform our clients that they may file a complaint expressing their 
dissatisfaction with the service provided in writing no later than 48h after the end of the services provided. If the client does 
not make a complaint on the spot, he/she does not have a right to be refunded.  
The client is obliged to cooperate with the Service provider/driver, and to act in good faith in order to resolve any complaints. 
Should the client decline on the spot the proposed solution which corresponds to the rendered service, the Agency is not 
obliged to take later complaints into consideration.  
The receipt of the complaint will be confirmed in writing without delay. The complaint can be submitted by e-mail to: 
info@coloursofdubrovnik.com . The Agency will respond to the client's written complaint in writing no later than 15 days from 
the date of receipt of the complaint, so please include your contact e-mail address to enable us to send you our reply. 
The Agency will only take into consideration fully documented complaints which are received within the  deadline. The Agency 
may prolong the complaint resolution deadline by additional 15 days in order to collect necessary information and check 
allegations stated in the complaint with the Service Provider. Until a decision has been made by the Agency and for the 
duration of the 30 days after the complaint has been filed, the client waives the right to arbitration before any other 
institutions or court, and shall not publicly disclose any information concerning the subject matter.  
The maximum compensation can amount to the cost of the part of the service(s) in the complaint. It can not amount to the 
total amount paid to the Agency and can not include services already provided. This excludes the client’s right to be 
compensated for non-material damage. Each client files complaints separately. The Agency reserves the right to dismiss group 
complaints, complaints that arrive after the expiration of the set time limit, and those for which it is established that they 
could have been resolved on the spot if the client had cooperated with the Agency’s representative.  
The agency can not be responsible for the weather conditions, traffic conditions, the cleanliness and temperature of the sea of 
destinations visited as well as all other similar situations and events not directly related to the quality of the service that can 
result in the dissatisfaction of the client. 
        
 

ARTICLE 13. - 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 the Client consents to the collection and use of information in accordance 
with this policy. The Agency respects the personal information of all its Clients and will not release it to third parties unless 
required to process the confirmed services. 
Client's agreement to this policy, as well as submitting personal information, constitutes the 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 Clients who have purchased services from the Agency, in order to 
realize such services. Client's e-mails are deleted every 5 years, while invoices kept for a period of 10 years as per requirement 
by law. The Agency 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 the Client is unable to change the personal information 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. 
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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 Client's Information is in any way compromised, it is our policy to alert the Client 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.  
The Agency reserves the right to update these Terms and Conditions, including privacy policies, so please review this site 
periodically for any changes. The changes take effect at the time of publication on this site. 
If Clients have any questions about these policies or would like to know what information we have about them, please email us 
at info@coloursofdubrovnik.com     
 
 

ARTICLE 14. - FINAL PROVISIONS 
 
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 are an integral part of the Agreement concluded by the Client and the Agency.  
 
 
 
In Mlini, 01.01.2020 
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