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Poskytovanie sluzieb spolo¢nostou Tatry mountain resorts a.s., so sidlom
Deménovska Dolina 72, 031 01 Liptovsky Mikulas, ICO: 31 560 636, zapisana v
Obchodnom registri Okresného stdu Zilina oddiel: Sa, vlozka ¢. 62/L (dalej len
.spoloénost TMR" alebo len ,prevadzkovatel”), v prevadzkarni - celoroénom
Vodnom parku Beserova (dalej len ,VPB"), sa riadi prislusnymi ustanoveniami
zakona ¢.40/1964 Zb. Obéianskeho zdkonnika v zneni neskorsich predpisov (dalej
len ,Obéiansky zakonnik”) v spojeni s prislusnymi ustanoveniami zakona ¢&.
108/2024 Z.z. o ochrane spotrebitela a o zmene a doplneni niektorych zakonov
v platnom zneni a ostatnych v§eobecne zavédznych pravnych predpisov. Uvedené
plati v pripade, Ze je zdkaznikom spotrebitel, ktorym je fyzickd osoba, ktord v
suvislosti so spotrebitel'skou zmluvou, z nej vyplyvajacim zavdazkom alebo pri
obchodnej praktike nekona v ramci svojej podnikatelskej ¢innosti alebo
povolania. Reklamécie klientov - pravnickych osob a fyzickych oséb -
podnikatelov, ktori nie s v postaveni spotrebitela, sa spravuju prislu§nymi
ustanoveniami zakona ¢. 513/1991 Zb. Obchodného z&konnika v zneni neskorsich
predpisov (dalej len ,Obchodny zakonnik”).

Pre Gcely tohto reklamaéného poriadku sa prevadzkovatel vo vztahu
k spotrebitelom povazuje za obchodnika v zmysle § 52 ods. 3 zdkona ¢&. 40/1964
Zb. Ob¢ianskeho zakonnika v zneni neskorsich predpisov

Prevadzkovatel tymto reklamacénym poriadkom v stlade so zakonom ¢. 108/2024
Z.z. 0 ochrane spotrebitela a o zmene a doplneni niektorych zdkonov v platnom
zneni (dalej len ,zakon o ochrane spotrebitela”) riadne informuje zakaznika
o podmienkach a spdsobe uplatnenia prav zo zodpovednosti za vady (dalej len
Jreklamacia”) vratane Gdajov o tom, kde méze reklamaciu uplatnit.

Reklamacény poriadok je vydany v stlade s Obc¢ianskym zakonnikom a zdkonom ¢.
391/2015 Z.z. o alternativnom rieSeni spotrebitelskych sporov a o zmene
a doplneni niektorych zakonov v zneni neskorsich predpisov, ako aj ostatnymi
véeobecne zavaznymi pravnymi predpismi Slovenskej republiky.

Zéakaznik ma pravo na poskytnutie sluZieb v dohodnutom alebo beznom rozsahu,
kvalite, mnoZstve a termine.

PRAVO ZAKAZNiKA NA REKLAMACIU

V pripade, ak zakaznikovi st vo VPB poskytované sluzby nizsej kvality alebo
nizSieho rozsahu ako to bolo vopred dohodnuté alebo ako je to obvyklé, vznika
zakaznikovi pravo na reklaméciu.

Prevadzkovatel' zodpoveda za vady, ktoré ma sluzba pri jej poskytnuti zdkaznikovi.
UPLATNENIE REKLAMACIE

Ak zakaznik zisti dovody a skutocnosti, ktoré mézu byt predmetom reklamacie, je
povinny uplatnit pripadnt reklaméaciu ihned bez zbytoéného odkladu
u prevadzkového riaditela VPB alebo inej zodpovednej osoby v jednotlivych
prevadzkach vo VPB podla typu a druhu reklamovanej sluzby alebo v klientskom
centre. Reklamaciu je tieZ mozné uplatnit elektronicky prostrednictvom e-mailu
na e-mailovi adresu info@besenova.com alebo pisomne na adresu sidla
prevadzkovatela v lehote ustanovenej v tomto reklamaénom poriadku. V pripade
pisomne uplatnenej reklaméacie sa lehota povazuje za zachovand, ak je pisomna
reklaméacia dorucena prevadzkovatelovi prvy pracovny der po vzniku prava
zakaznika na uplatnenie reklamacie.

Zakaznik je povinny uplatnit naroky z vad sluzby/sluzieb (reklamaciu) bez
zbytoéného odkladu po tom, éo zisti dovody na uplatnenie reklamacie, t. j.
v den, v ktorom nebola sluzba poskytnuta v dohodnutom alebo beznom
rozsahu, kvalite, mnozZstve a termine, najneskor vsak nasledujuici kalendarny
deri po dni, v ktorom sa sluzby neposkytli, inak pravo na reklamaciu zanika. Na
reklamécie uplatnené po stanovenej lehote prevadzkovatel neprihliada.

Z&kaznik je povinny pri uplatneni reklamacie predlozit doklad o zaktpeni sluzby
(objednavka, faktura, pokladniény blok, zmluva, potvrdenie o nakupe a pod.), ak
ma takyto doklad k dispozicii. Zakaznik je povinny poskytnut sti¢innost potrebnu
navybaveniereklaméacie, najmé podat oinformacie o objektivnych skutoénostiach
tykajucich sa reklamécie.

Zodpovedny zamestnanec zaeviduje uplatnent reklamaciu do reklamaéného
protokolu s uvedenim okolnosti reklamécie a vad uvadzanych zakaznikom.
O uplatneni reklamacie vyda prevadzkovatel zakaznikovi potvrdenie.
Prevadzkovatel' po starostlivom preskiimani uplatnenej reklamacie rozhodne
o spbsobe vybavenia reklamécie ihned. Ak povaha uplatnenej reklamécie
neumozZfiuje jej vybavenie ihned, obchodnik ozndmi zakaznikovi lehotu na
vybavenie reklamacie. Lehota na vybavenie reklamacie nepresiahne 30 dni odo
dia jej uplatnenia, ibaZe pre objektivne d6évody nie je mozné tuto dodrzat.
V takomto pripade obchodnik informuje zakaznika o lehote na vybavenie
reklamécie. Pre Ucely vybavenia reklamacie je zakaznik povinny oznamit
kontaktné udaje, prostrednictvom ktorych bude zdkaznik vyrozumeny o spésobe
vybavenia reklamacie v pripade, Ze nie je mozné vybavit reklaméaciu ihned po jej
uplatneni priamo na mieste.

VYBAVENIE REKLAMACIE

V pripade, Ze obchodnik uzna opravnenost reklamacie zakaznika v celom rozsahu
alebo Ciasto¢ne, postupuje savzmysle tohto reklamaéného poriadku a prislusnych
ustanoveni vSeobecne zavaznych pravnych predpisov (bezplatné odstranenie
nedostatku/poskytnutie nahradnej sluzby/poskytnutie primeranej zlavy z ceny).

REKLAMACNY PORIADOK - VODNY PARK BESENOVA

V pripade, Ze opravnenost reklamacie zadkaznika obchodnik neuzna (odmietne
dévody reklamécie), informuje ho o dévodoch neuznania reklamacie pisomne

Vady odstranitelné

1. Stravovacie sluzby

Na Useku stravovacich sluzieb, ak nie je dodrzana spravna akost, hmotnost,
teplota, miera, cena, ma zakaznik pravo poziadat o bezplatné, riadne a véasné
odstranenie chyby. Reklamaciu v tychto pripadoch uplatriuje zakaznik pred
prvym ochutnanim jedal a napojov, alebo po jeho ochutnani (tzn. Ze by nemalo
byt skonzumované viac ako 1/4 z porcie jedla, alebo napoja) v zavislosti od toho
aku chybu zékaznik reklamuje.

2. Vady ostatnych sluzieb

V pripade odstranitelnych vad ma zakaznik pravo na bezplatné odstranenie vady
alebo nedostatkov riadne a véas.

Vady neodstranitelné
1. Stravovacie sluzby

V pripade, ak nie je mozné odstranit chybu jedal alebo napojov, ma zakaznik
pravo na kompletnd vymenu jedla, pripadne néapoja, alebo na vratenie nim
zaplatenej ceny.

2. Vady ostatnych sluzieb

V pripade neodstranitelnych vad ma zakaznik pravo na poskytnutie nahradnej
sluzby alebo zlavu z ceny primerant povahe reklaméacie. OdstUpit od zmluvy ma
zékaznik pravo v pripadoch ustanovenych vSeobecne zavdznymi pravnymi
predpismi.

Spoloénost TMR si vyhradzuje pravo na individuilne posudenie kazdého
pripadu reklamacie sluZieb a postidenie opravnenosti reklamacie a poZiadaviek
zakaznika.

Zékaznik ma pravo na Ghradu nevyhnutnych nékladov, ktoré mu vznikli
v stvislosti s uplatnenim reklamacie. Toto pravo musi uplatnit u prevadzkovatela
najneskor do 2 mesiacov od vybavenia opravnenej reklamacie, inak toto pravo
zanikne.

Zakaznik méa pravo podat prevadzkovatelovi Ziadost o napravu v zmysle § 11 ods.
1 zdkona ¢. 391/2015 Z.z. o alternativnom rieSeni spotrebitel'skych sporov
a ozmene a doplneni niektorych zakonov v zneni neskorsich predpisov, ak medzi
zakaznikom ako spotrebitelom a prevadzkovatelom ako obchodnikom vznikne
spor z uplatnenia prav zo zodpovednosti za vady alebo ak sa zakaznik ako
spotrebitel domnieva, Ze prevadzkovatel ako obchodnik porusil jeho iné prava.
Prevadzkovatel Ziadost posudi a informuje zadkaznika o spdsobe jej vybavenia
v lehote 30 dni odo dria podania Ziadosti.

V pripade, ak zadkaznik - spotrebitel nie je spokojny so spésobom, ktorym
prevadzkovatel ako obchodnik vybavil jeho reklaméaciu alebo sa domnieva, Ze
prevadzkovatel ako obchodnik porusil jeho prava, ma zékaznik pravo obrétit sa
na prevadzkovatela ako obchodnika so Ziadostou o napravu. Ak prevadzkovatel
na ziadost zékaznika podla predchadzajlicej vety odpovie zamietavo alebo na
taklto Ziadost neodpovie do 30 dni odo dna jej odoslania zdkaznikom, ma
zékaznik pravo podat navrh na zacatie alternativneho rieSenia sporu subjektu
alternativneho rieSenia sporu podla § 12 zakona ¢. 391/2015 Z.z. o alternativhom
rieSeni spotrebitelskych sporov a o zmene a doplneni niektorych zakonov
v platnom zneni. Prislusnym subjektom na alternativne rie$enie spotrebitelskych
sporov s prevadzkovatelom ako predavajucim je a) Slovenskd obchodna
indpekcia, ktorti je mozné za uvedenym Géelom kontaktovat na adrese Ustredny
inspektorat SOI, Odbor medzinarodnych vztahov a ARS, Bajkalska 21/A, P.0.BOX
29, 827 99 Bratislava, alebo elektronicky na ars@soi.sk alebo adr@soi.sk alebo b)
ind prislusnd opravnend pravnickd osoba zapisand v zozname subjektov
alternativneho riesenia sporov vedenom Ministerstvom hospodéarstva Slovenskej
republiky (zoznam opravnenych subjektov je dostupny na stranke https://www.
mhsr.sk/obchod/ochrana-spotrebitela/alternativne-riesenie-spotrebitelskych-
sporov-1/zoznam-subjektov-alternativneho-riesenia-spotrebitelskych-sporov-1),
pricom zakaznik mé pravo volby, na ktory z uvedenych subjektov alternativnheho
rieSenia sporov sa obrati. Zdkaznik mozZe na podanie navrhu na alternativne
rieSenie svojho spotrebitelského sporu pouzit platformu pre alternativne riesenie
sporov on-line, ktora je dostupna na https://ec.europa.eu/consumers/odr/main/
index.cfm?event=main.home2.show&Ing=SK. Viac informécii o alternativnom
rieSeni spotrebitelskych sporov je dostupnych nainternetovej stranke Slovenske;j
obchodnej indpekcie: http://www.soi.sk/sk/Alternativne-riesenie-
spotrebitelskych-sporov.soi.

V Liptovskom Mikulasi, diia 01.11.2025

Organ dozoru

Ustredny in§pektorat Slovenskej obchodnej indpekcie, Bajkalska 21/A,
82799 Bratislava

Ingpektorat SOI so sidlom v Ziline pre Zilinsky kraj, Predmestska 71,01179 Zilina
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Services are provided by Tatry mountain resorts, a.s., with the registered office
at Demanovska Dolina 72, 031 01 Liptovsky Mikulas, Company number: 31 560
636, registered in the Commercial register of District Court Zilina, Section: Sro,
Insertion No.: 62/L (hereinafter referred to as “TMR company” or “operator”), at
the year-round BeSeriovad water park (hereinafter referred to as "BWP") in
accordance with relevant provisions of Act No. 40/1964 Coll. Civil Code as
subsequently amended (hereinafter referred to as “Civil Code”) in conjunction
with the relevant provisions of Act No. 108/2024 Coll. on Consumer Protection
and on the Amendment and Supplementation of Certain Acts as currently in
force, and other generally binding legal regulations. This applies in cases where
the customer is a consumer, which is defined as a natural person who, in
connection with their consumer contract, the obligations arising from it, or in a
business practice, does not act within the scope of their business activities or
profession. Complaints of clients — legal entities and natural persons -
entrepreneurs who are not in the position of consumers are governed by the
relevant provisions of Act No. 513/1991 Coll. of the Commercial Code, as amended
(hereinafter referred to as the “Commercial Code”).

For the purposes of these general terms and conditions, the operator is
considered a trader in relation to consumers within the meaning of §52, Sec. 3 of
Act No. 40/1964 Coll. of the Civil Code as amended.

In accordance with Act No. 108/2024 Coll. on Consumer Protection and on the
Amendment and Supplementation of Certain Acts as currently in force, the Seller
informs customers via this Complaints Policy about the terms and the procedure
of exercising the right related to liability for defects (hereinafter referred to as
“complaint(s)”) including details where to file complaints.

This Complaints Policy is issued in accordance with the Civil Code, the Consumer
Protection Act, Act No. 391/2015 Coll. on Consumer Alternative Dispute
Resolution and on amendments and supplements to other acts, and other
generally binding legal regulations of the Slovak Republic.

Every customer is entitled to be provided services in the agreed or regular scope,
quality, amount and date or at the agreed or regular time.

CUSTOMER'S RIGHT TO COMPLAIN

If any customer is provided services of lower quality or in a lower scope than agreed
before or than offered usually in the BWP, they are entitled to file a complaint.

The provider is liable for any defects related to services at the time they are
provided.

FILING A COMPLAINT

Every customer is obliged to set up their complaint at the BWP operations
director or another responsible person in individual water park facilities
depending on the type of the service concerned or at the water park client centre
immediately after having discovered the defects they want to complain about.
Every complaint can also be filed via email sent to info@besenova.com or in
writing to the registered office of the operator within the period specified in this
Complaints Policy. In the case of written complaints, the period is considered to
be met if the written complaint is delivered to the operator on the first working
day after the customer becomes entitled to set up a complaint.

If any customer discovers a reason for filing a complaint (defect in services),
they are obliged to exercise their right to make a complaint without undue
delay, i.e. on the day when the respective service has not been provided in the
agreed or regular scope, quality, amount and date or at the agreed or regular
time, but no later than on the following calendar day. Otherwise, the right to
complaint shall expire. Complaints made after the warranty period shall not be
accepted by the provider.

When filing their complaint, every customer is obliged to show a document to
prove they have purchased the respective service (order, invoice, receipt,
agreement, purchase confirmation etc.) if such a document is available. Every
customer is obliged to cooperate as much as required when their complaint is
being handled and to offer information regarding the products and/or services
they complain about.

Every complaint of customers shall be recorded by an authorised staff memberin
the form of a complaints report including specifying objective circumstances of
the complaint and related defects. Every customer shall receive a written
confirmation about their filed complaint. The provider is obliged to examine every
complaint properly and deal with the complaint immediately. If immediate
resolution is not possible due to the nature of the complaint, the operator shall
inform the customer of the time frame for handling the complaint. The time frame
for handling the complaint shall not exceed 30 days from the date it is filed unless
itis objectively impossible to meet this deadline. In such a case, the operator shall
inform the customer of the time frame for handling the complaint. For the
purpose of the complaint procedure, every customer is obliged to provide their
contact data that shall be used to inform the respective customer about further
steps in case their complaint cannot be handled on-site immediately once filed.

HANDLING COMPLAINTS

If the trader accepts any customer’s complaint in full or partially, the procedure
shall follow this Complaints Policy and relevant provisions of generally binding

COMPLAINTS POLICY - BESENOVA WATER PARK

legal regulations (free rectification of the defect/provision of a replacement
service/provision of an appropriate discount on the price).

If the trader does not acknowledge (rejects the grounds of) any customer’s
complaint, they shall inform the customer of the reasons for not acknowledging
the complaint in writing.

Rectifiable defects
1. Catering services

In the field of catering services, if the quality, weight, temperature, amount, price
of dishes and/or drinks do not correspond with the required standards, every
customer is entitled to have the problem rectified free of charge, properly and as
soon as possible. Complains of this kind shall be filed before the customer tastes
their dish and/or drink or after having consumed a maximum of % of the dish
portion or drink) depending on the kind of problem.

2. Other services

Customers are entitled to have rectifiable defects rectified free of charge, in time
and properly.

Non-rectifiable defects

1. Catering services

If any defects in the field of catering services cannot be rectified, customers are
entitled to have their dishes or drinks replaced with new ones or to be returned
the price they have paid.

2. Other services

If any other services cannot be rectified, every customer is entitled to be provided
a replacement service or to be offered a discount on the price corresponding to
the complaint character. Customers are entitled to withdraw from their
agreements in cases determined by generally binding legal regulations.

The TMR company reserves the right to examine each complaint related to
services individually and decide whether the complaint and requirements of the
customer are justified.

Every customer is entitled to be reimbursed for unavoidable costs related to filing
their complaint. This right must be executed at the trader no later than 2 months
after the resolution of the legitimate complaint; otherwise, this right will expire.

Any customer has the right to submit a remedy request to the operator in
accordance with § 11 Sec. 1 of Act No. 391/2015 Coll. on Alternative Dispute
Resolution for Consumer Disputes and on amendments to certain laws, as
amended, if a dispute arises between the customer as a consumer and the
operator as a trader regarding the enforcement of rights related to defects or if
the customer as a consumer believes that the operator as a trader has violated
other rights of them. The operator shall assess the request and inform the
customer of the resolution method within 30 days from the date the request is
submitted.

If any client —i.e. user is not satisfied with the way how the operator, i.e. the trader
has dealt with their complaint or they think that the trader has violated their
rights, they are entitled to ask the trader to have the respective problem rectified.
If the trader rejects the request or does not respond to it within 30 days from the
day it has been sent by the respective client, when asked by the client as
mentioned above, the client is entitled to ask for an alternative dispute resolution
in accordance with § 12 Act No. 391/2015 Coll. on Consumer Alternative Dispute
Resolution and on amendments and supplements to other acts. The body
authorised to deal with alternative dispute resolutions of the trader shall be a) the
Slovak Trade Inspection, which can be contacted for the above-mentioned
purpose at the following address: Ustredny inSpektorat SOI, Odbor
medzinarodnych vztahov a ARS, Bajkalské 21/A, P.O.BOX 29, 827 99 Bratislava, or
electronically to ars@soi.sk or adr@soi.sk, or b) any other authorised legal entity
registered in the list of bodies for alternative dispute resolution of the Ministry of
Economy of the Slovak Republic (the list of authorised bodies is available on the
website: https://www.mhsr.sk/obchod/ochrana-spotrebitela/alternativne-
riesenie-spotrebitelskych-sporov-1/zoznam-subjektov-alternativneho-riesenia-
spotrebitelskych-sporov-1). Every client has the right to choose which of the
above-mentioned bodies for alternative dispute resolution they choose to have
their problem dealt with. To do so, the client can use an online platform for
alternative dispute resolution which is available at: https://ec.europa.eu/
consumers/odr/main/index.cfm?event=main.home2.show&Ing=SK. For more
information about alternative dispute resolution, please visit the website of the
Slovak Trade Inspection: http://www.soi.sk/sk/Alternativne-riesenie-
spotrebitelskych-sporov.soi.

In Liptovsky Mikulas on 01.11.2025
Supervisory bodies

Central Inspectorate of the Slovak Trade Inspection, Bajkalska 21/A,
827 99 Bratislava

Inspectorate of the Slovak Trade Inspection for the Zilina region with the
registered office in Zilina, Predmestska 71, 01179 Zilina


mailto:info@besenova.com
mailto:ars@soi.sk
mailto:adr@soi.sk
https://www.mhsr.sk/obchod/ochrana-spotrebitela/alternativne-riesenie-spotrebitelskych-sporov-1/zoznam-subjektov-alternativneho-riesenia-spotrebitelskych-sporov-1
https://www.mhsr.sk/obchod/ochrana-spotrebitela/alternativne-riesenie-spotrebitelskych-sporov-1/zoznam-subjektov-alternativneho-riesenia-spotrebitelskych-sporov-1
https://www.mhsr.sk/obchod/ochrana-spotrebitela/alternativne-riesenie-spotrebitelskych-sporov-1/zoznam-subjektov-alternativneho-riesenia-spotrebitelskych-sporov-1
https://ec.europa.eu/consumers/odr/main/index.cfm?event=main.home2.show&lng=SK
https://ec.europa.eu/consumers/odr/main/index.cfm?event=main.home2.show&lng=SK
http://www.soi.sk/sk/Alternativne-riesenie-spotrebitelskych-sporov.soi
http://www.soi.sk/sk/Alternativne-riesenie-spotrebitelskych-sporov.soi

