
GENERAL TERMS AND CONDITIONS 

LEGAL NOTICE 

The services are provided by S.H.L. d.o.o., registered in Croatia. 

• Address: Zadbone 16, 51551 Veli Lošinj 

• OIB: 57462325309 

 

INTRODUCTION 

VAL agency ensures services according to the information published and valid at the time of 

reservation confirmation, and according to the description and travel period in the confirmed 

reservations, except in circumstances beyond our control, including: illness of the service provider or 

immediate family; unforeseeable events such as natural catastrophes (earthquakes, floods, fires, 

droughts); wars, strikes, terrorist actions; or government-imposed limitations (mobilisation, country 

exit bans). 

 

BOOKING AND PAYMENT 

• Inquiries and bookings of accommodation can be made electronically, by mail, or in person 

at the VAL agency office. 

• By booking, the customer confirms they are familiar with these General Terms and 

Conditions and accept them in their entirety, making them legally binding. 

• The customer must provide all required information during booking and pay an advance, 

depending on the payment method. The remaining balance must be paid at arrival at the 

agency office or accommodation, according to the agreed payment method. 

• Currency: All payments are in EUR. Credit card payments may be subject to minor 

fluctuations between the bank exchange rate and the card issuer’s rate. All banking fees are 

the responsibility of the customer. 

 

SOJOURN TAX 

• Customers are required to pay the Sojourn Tax as per Croatian law. 

• Adults: €2 per person per day. 

• Children 12–18: 50% discount; under 12: exempt. 

• The final amount depends on the destination and travel period, and is charged upon balance 

payment. 

 

PRICE OF ACCOMMODATION 

• The price includes basic services as described in the booked accommodation unit. Additional 

services are paid separately and must be requested at booking. 



• Confirmed prices are in EUR. Changes due to host adjustments or exchange rate fluctuations 

may apply. Advance payments guarantee the price at the time of payment. 

 

CATEGORIZATION AND SERVICE DESCRIPTION 

• Accommodation units are described according to official categorization and actual state at 

publication. Standards vary by destination and are not directly comparable. 

 

VAL AGENCY RIGHT TO CHANGE OR CANCEL 

• VAL agency may modify or cancel reservations due to unforeseen circumstances beyond 

control. 

• Substitutions will be of equal or higher category at the same price, or the customer will be 

notified. 

• If no adequate substitution is available, VAL agency will cancel the reservation with at least 7 

days prior notice and refund the full paid amount. 

 

CUSTOMER'S RIGHT TO CHANGE OR CANCEL 

Free Cancellation Option 

• Every customer is entitled to at least one form of free cancellation: 

o Within 24 hours of booking or 

o Up to 42 days before arrival or another period suitable to business operations. 

• Refund will be returned to the original payment method within 10 days. 

Standard Cancellation Policy for Private Accommodation 

• Up to 45 days before arrival: 80% of total price 

• 44–30 days: 90% of total price 

• 29 days or less: 100% of total price 

Hotel Accommodation 

• Up to 30 days: 15% 

• 29–22 days: 30% 

• 21–15 days: 60% 

• 14–8 days: 80% 

• 7 days or less: 100% 

• No-show without prior notice: full cancellation fee applies. 

 



VAL AGENCY OBLIGATIONS 

• VAL agency will ensure services, hosts, and customers’ rights according to accepted tourism 

practices, except in cases beyond control. 

 

CUSTOMER OBLIGATIONS 

• Valid travel documents, adherence to customs and local regulations, respect for house rules, 

and voucher presentation upon arrival. 

• Responsibility for any damages caused to the host. 

 

LUGGAGE 

• VAL agency is not responsible for damaged, lost, or stolen luggage. Report issues to the host 

and local authorities. 

 

COMPLAINT POLICY 

• Guests may submit a written complaint via email (val@val-losinj.hr) or post (S.H.L. d.o.o., 

Zadbone 16, 51551 Veli Lošinj, Croatia). 

• VAL agency will respond within 15 days. 

• Maximum compensation per complaint is limited to the cost of the affected service(s) only. 

 

PERSONAL INFORMATION SECURITY 

• Personal data is collected voluntarily for service provision and communication. 

• Data may only be shared with service partners (insurance, carriers, accommodation) to fulfill 

the service. 

• Marketing data use is optional and can be opted out via email. 

 

SECURITY OF ONLINE PAYMENTS 

• Payments processed via CorvusPay, using SSL encryption and PCI DSS Level 1 compliance. 

• Sensitive cardholder data is never stored by VAL agency. 

 

DISCOUNTS 

• Discounts cannot be combined and do not apply to last-minute offers. 

 

COURT JURISDICTION 



• Disputes will be subject to Rijeka Court, under Croatian law. 

 

Veli Lošinj, 25.11.2025 

 


