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GENERAL TRAVEL TERMS AND CONDITIONS
KNOCKOUT TRAVEL d.o.0.

English translation of the Hungarian version of the original Croatian document —with special provisions
applicable to the Snowattack Student programme

1. GENERAL PROVISIONS

These General Travel Terms and Conditions form an integral part of the Contract concluded between
KnockOut Travel d.o.o. (a licensed travel agency) and the traveller ordering a selected trip, excursion,
travel package or other service offered within the scope of the travel agency’s activities. If a programme
or offer (website) contains a special provision that differs from these General Terms and Conditions, the
provision or condition published in the relevant programme or offer shall apply.

These General Travel Terms and Conditions also regulate the booking, payment and use of services
offered at KnockOut Travel offices, in the online store available at www.knockout-travel.hr, and on the
related subdomains and pages of projects organised by KnockOut Travel, as well as the handling of
complaints.

KnockOut Travel is the Seller, and the Customer is any visitor who books at least one service from the
Seller at a KnockOut Travel office, by e-mail or through the online store.

For the Snowattack Student programme, Festival Travel International Kft. (hereinafter: FTl) acts as a
customer-service support provider for KnockOut Travel d.o.o. FTl is not the organiser of the travel
package and does not act as a travel intermediary. The travel contract is concluded between the
Customer/traveller and KnockOut Travel d.o.o.; KnockOut Travel d.o.o. is responsible for performance of
the travel package and for all decisions and obligations falling within the organiser’s responsibility.
Without KnockOut Travel’s prior decision, FTl is not entitled to decide on refunds, compensation,
changes to accommodation, transport, ski passes or any other travel service, or on any material
amendment of the travel contract.

The Customer is responsible for the accuracy and completeness of the information provided during
booking and/or purchase. The Seller shall not be liable for any damage resulting from incomplete or
inaccurate information supplied by the Customer.

Under consumer-protection legislation, minors and persons fully lacking legal capacity may not make
purchases by distance selling; only their legal representative may act on their behalf. A person with
limited legal capacity may conclude a Contract only with the consent of their legal representative.

2. CONTENT OF THE TRAVEL PACKAGE

As organiser, KnockOut Travel warrants that the programme will be performed in accordance with the
package description contained in each published programme. The package shall be provided in full and
as described, except in extraordinary circumstances, including in particular war, civil unrest, strike,
terrorist act, public-health disruption, natural disaster, intervention by an authority, or delay of an aircraft
or other means of transport. For better organisation and in the Customer’s interest, the organiser
reserves the right to make minor programme changes, including changes to the order and timing within
the specified period and to optional services.

3. PRICE OF THE TRAVEL PACKAGE

Package prices are published in the official currency of the Republic of Croatia, the euro (EUR), include
the statutory VAT applicable to the programme, and are valid from the date the programme is published.
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Prices stated in other currencies are converted at the Croatian National Bank middle exchange rate
applicable on the date of publication.

The organiser reserves the right to change published prices if the cost of accommodation, transport or
other services changes. In accordance with applicable law and the Contract, an increase of up to 8% of
the basic price does not require the Customer’s consent; the increase shall be calculated in respect of
all paid portions of the package. If the increase exceeds 8%, the Customer may accept the amendment,
accept a substitute package offered by the organiser, or terminate the Contract without liability for
compensation.

After receiving information affecting the price, KnockOut Travel shall inform the Customer of the price
change without delay, together with the reasons for it, and in any event no later than 20 days before the
start of the trip.

The programme may provide that certain services are to be paid for by the traveller at the destination.
Complaints concerning such services must be submitted directly to the service provider at the
destination.

Indicative prices of optional services abroad, admission tickets, taxes and similar items may also be
stated in other currencies. These prices are for information only and are subject to exchange-rate
fluctuations. If a service can be booked or paid for in advance at a KnockOut Travel office, payment shall
be made in euros at the Croatian National Bank middle exchange rate applicable on the date of payment.

4. APPLICATION AND CONCLUSION OF THE CONTRACT

The Customer voluntarily provides the information required for booking, conclusion of the Contract and
subsequent performance. KnockOut Travel undertakes to process such data responsibly and in
accordance with applicable law.

Application is made by completing the registration form, whereby the Customer confirms that they have
read and accepted the General Terms and Conditions. Online forms are available on the official
KnockOut Travel website and on individual project websites (“l accept the travel terms and conditions”).

Based on the registration form, KnockOut Travel sends an Offer and Travel Contract. The Contract is
issued electronically and is valid without a stamp or the signature of the responsible person. The
Customer confirms acceptance of the Offer and Contract by making the first payment, whether a
booking deposit or the full amount. From that point, these General Travel Terms and Conditions and the
programme are legally binding on both the Customer/traveller and the organiser. The Terms and
Conditions are available in print at the office, digitally on the official website, and as an annex to the
Travel Contract.

The Customer must provide all required information and documents specified in the programme and pay
the deposit. The Customer bears the costs and consequences arising from incorrect information.

Any person who books and/or pays on behalf of several travellers declares that they are authorised to
represent all named travellers and undertakes to provide them with all material information and these
General Terms and Conditions.

Under the General Data Protection Regulation (GDPR), KnockOut Travel requests only data necessary for
the booking and performance of the service. For insurance, air or sea transport, cruises and other special
services, additional data may be requested, such as the Croatian personal identification number (OIB),
identity-card or passport number and expiry date; such data may be transferred to contractual partners
where necessary for performance. If the traveller refuses to provide the data, the agency shall not be
liable for the resulting costs, consequences or failure of the service.

Where KnockOut Travel acts as an intermediary, the service provider may use transferred data only
within the scope of its contractual and statutory obligations and only for the purpose authorised by the
Customer, namely conclusion and performance of the contract.
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Snowattack Student is a special programme intended for students. Eligibility for the discounted/student
package is subject to the student-status requirements specified in the relevant programme. KnockOut
Travel and FTI, acting as the customer-service support provider for the Snowattack Student programme,
may verify eligibility both during registration and at the start of the trip. If the traveller fails to present the
required valid student card, certificate of student status or other specified evidence, the traveller must
pay the surcharge specified in the programme; failing payment, KnockOut Travel may refuse
performance and/or apply the cancellation terms applicable to the Contract.

The organiser shall send the contracting party the Final Travel Information Sheet (information letter),
containing departure and destination information and, where applicable, vouchers, within a reasonable
time and no later than one day before departure for one- to two-day trips and three days before departure
for trips longer than two days. KnockOut Travel shall not be liable for an incorrect e-mail address, failure
to check e-mail folders, including promotions and spam, or failure to read the information. Anyone who
has not received the information must notify the agency.

5. AMENDMENT AND TRANSFER OF THE CONTRACT

Unless otherwise stated in the programme, and provided the organiser can accommodate a request to
amend an already confirmed package or service, the amendment fee is EUR 13 per occasion per person.
If the amendment is requested within 10 calendar days before the start of the trip or event, the fee is EUR
20 per occasion per person. An amendment requested on the day the trip or event starts costs EUR 30
per occasion per person, provided KnockOut Travel can make the amendment. The amendment fee does
not include any price difference between the original and amended service or any additional costs
charged by service providers, which must also be paid by the Customer. If an amendment is impossible
for reasons outside KnockOut Travel’s control, the original booking shall remain valid at the traveller’s
choice, or, if the traveller cancels, the terms of Section 12 shall apply.

The Contract may be transferred to another person only at the Customer’s request, with the consent of
all service providers and subject to payment of any fees required by them.

A festival ticket may be transferred only if permitted by the organiser’s conditions and after payment of
the applicable fee. A ticket to a sporting event may be transferred only with the organiser’s consent and
in accordance with specific legislation, including rules on the prevention of disorder at sporting events.
An insurance policy may not be transferred to another person.

6. PAYMENTS

The deposit, instalment or full package price may be paid by online bank transfer/general payment order
to the agency’s account, through an online payment link, or via the online store. Online payments are
processed through the WSPay™ system.

For the Snowattack Student programme, the traveller may also make payments in HUF by cash or bank
card at FTI’s office in Hungary, where FTl acts as customer-service support for the Snowattack Student
programme, based on specific authorisation from KnockOut Travel. The HUF equivalent of an amount
stated in EUR shall be determined using OTP Bank’s cash-selling exchange rate applicable on the date of
payment. Payment by the traveller is deemed completed when received by FTI. FTI shall account to
KnockOut Travel for customer funds received in accordance with the separate agreement between the
parties and the applicable laws from time to time.

Unless otherwise provided, the deposit is 40% of the package price and the remaining 60% must be paid
no later than 45 days before the start of the service or programme. Where payment is made in
instalments, all deadlines must be observed. In the event of late payment, KnockOut Travel is entitled to
charge a late-payment contractual penalty of EUR 20 per booking for each commenced day of delay.
Failure to meet a payment obligation constitutes a breach of contract and the Seller may terminate the
Contract and/or apply the cancellation rules set out in these General Travel Terms and Conditions.
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In the www.knockout-travel.hr online store and on related pages, payments may be made using Maestro,
MasterCard, Visa and Diners cards. The Customer is redirected to a secure page where personal and
card details are entered. Full card details are never accessible to KnockOut Travel. Data entry and
transmission are carried out in real time through the WSPay online authorisation system in compliance
with card-scheme requirements and the PCI DSS standard.

A system notification confirming successful payment is sent to the e-mail address of the booking holder;
the promotions and spam folders should therefore also be checked. Agency staff are available to assist
with payment deadlines and verification of transactions.

Card payments may be made in one amount or, depending on the card scheme and issuing bank, in up to
three or six instalments. Accepted debit cards: Maestro, Visa Electron; accepted credit cards:
MasterCard, Diners, Visa.

WSPay is an advanced and secure online card-payment system. Card details are confidential from the
moment of entry and are transmitted in encrypted form from the browser to the issuing bank. Neither
KnockOut Travel nor WSPay staff have access to the complete data; sensitive data are handled by a
separate secure system core.

WSPay acts as a processor in accordance with Regulation (EU) 2016/679 and PCI DSS Level 1
requirements, using a 256-bit SSL certificate and TLS 1.2 protocol. Data processed for payment and
performance of the Contract are confidential. For cards participating in the 3-D Secure programme, the
bank performs additional authentication by token or password. WSPay treats the data as banking secrets
and only for their intended purpose; the system is protected by strict access controls, continuous
security monitoring and vulnerability testing.

7. OBLIGATIONS OF THE ORGANISER

The organiser must arrange the services and select service providers with the diligence expected of a
prudent organiser and must protect the traveller’s rights and interests in accordance with accepted good
practice in tourism. The organiser must provide all services included in the programme and is
responsible for their total or partial non-performance. Minor programme changes may be made for better
organisation.

8. THE ORGANISER’S RIGHT TO CANCEL OR MODIFY THE PROGRAMME

The organiser may terminate the Contract and refund the full package price paid, without further
compensation, if the required minimum number of participants is not reached. Notice must be given no
later than 20 days before a trip lasting more than six days, 7 days before a trip lasting between two and six
days, and 48 hours before a trip lasting less than two days.

Unless otherwise stated in the programme, the minimum number of participants is: 40 for coach
transport; 20 for scheduled flights within Europe; 15 for intercontinental scheduled flights; 80% of
aircraft capacity for specially chartered flights; and the number specified in the relevant programme for
train or hydrofoil travel.

KnockOut Travel may cancel the Contract in whole or in part if, before or during performance, an
extraordinary, unforeseeable and unavoidable circumstance arises which, had it existed at the time of
contracting, would have justified not entering into the Contract. In the event of cancellation due to
unavoidable and extraordinary circumstances, the traveller shall be informed without undue delay and
all sums paid for services not performed shall be refunded in full, without further compensation.

The date and time of departure may be changed due to timetable changes or force majeure; the itinerary
may also be changed, without separate compensation, due to changed circumstances such as a new
timetable, strike, uncertain security situation, threat of terrorism or war, natural disaster or another
cause outside the agency’s control. The agency shall not be liable for programme changes caused by
force majeure, but shall, where circumstances permit, provide the service in another form.
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If the agency cancels, the full package price shall be refunded, but the costs of visas, insurance,
vaccinations or other services required for the programme shall not be refunded.

KnockOut Travel shall not be liable for delays of coaches, aircraft, ships or trains, or for resulting
programme changes and costs. This does not exclude the carrier’s liability under international
conventions and applicable law. In accordance with good business practice, the agency will provide
assistance, which the traveller may accept or decline taking into account any additional costs.

The agency has no control over weather, traffic congestion, accidents, roadworks, special traffic
arrangements, the situation and inspection practices at border crossings, or the mandatory rest periods
of coach drivers recorded by tachograph; it shall therefore not be liable for longer journey times resulting
from these circumstances.

If the booked accommodation is unavailable at the destination, the agency shall provide substitute
accommodation of the same or a higher category at its own expense. A traveller who rejects substitute
accommodation of equal or greater value may not subsequently claim reimbursement or compensation.

The agency shall notify the traveller without delay of all material changes. These include an exceptional
change to the departure/return date, a change of means of transport, route or accommodation capacity,
or cancellation of a service forming part of the programme. The right to make minor organisational
changes remains reserved.

9. OBLIGATIONS OF THE TRAVELLER

The traveller must ensure that they, their documents and belongings comply with the border, customs,
health and other rules of their home country and the destination country; must comply with the house
rules of hospitality and accommodation establishments; and must cooperate in good faith with the
organiser’s representative and service providers. The traveller is responsible for damage resulting from
breach of these obligations.

The traveller must disclose at the time of booking any special travel or accommodation requirements
and any special care or dietary needs due to health conditions. Such needs may include extra space or a
larger bed due to height or weight, special transport, accessible accommodation, frequent rest stops, or
a special diet. The agency will endeavour to arrange these and will state before contracting whether they
can be accommodated. A person who contracts despite being informed that a requirement cannot be
met waives any complaint or compensation claim in that respect.

If the traveller fails to disclose a requirement at the time of booking and it later cannot be met, this shall
not be grounds for termination of the Contract by mutual agreement or for compensation.

The traveller must inform themselves, read the documents received and act in accordance with them.
The organiser is not liable for lack of information caused by the traveller’s own negligence. The Final
Travel Information Sheet is sent to the provided e-mail address; failure to receive it must be reported by
the traveller. During the trip and at the destination, the organiser’s instructions must be followed.
Information may be provided through brochures, information posters, the tour leader for group travel, the
local representative and the stated emergency telephone number.

10. IMPROPER CONDUCT OF THE TRAVELLER AND LIABILITY FOR DAMAGE

Improper conduct disrupting the trip, damage to accommodation, a means of transport or another
facility, or the creation of conflict may result in the traveller being sent home early at their own expense,
without refund for unused services. The agency is not obliged to protect the traveller against measures
taken by local security authorities.

The traveller must comply with all applicable laws and rules of Hungary, the transit and destination
countries, as well as the event and service venues. In particular, possession, consumption, transfer or
distribution of narcotics or other unlawful psychoactive substances is prohibited. Breach of this rule, or
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obstruction of a lawful inspection relating to it, may result in exclusion from the trip and/or event. Where
exclusion is attributable to the traveller, the traveller is not entitled to a refund for unused services or to
compensation and must bear all resulting additional costs.

Where the offender is a minor, the parent/legal representative must, at their own expense, travel to the
destination, assume supervision of the minor, cooperate with local authorities and arrange the minor’s
return home.

Every traveller must comply with the rules and house rules at the destination and use services in good
faith. The organiser will not pay for damage caused by the traveller.

Accommodation providers may require a card or cash deposit at check-in. Details will be stated in the
Final Travel Information Sheet. In the event of damage, the accommodation provider may retain the
deposit in whole or in part and may charge additional amounts for damage exceeding the deposit. The
matter may be settled directly with the traveller, or a police report may be filed.

If the person responsible for damage cannot be identified, for example where damage to a common or
public area is not evidenced by camera footage or a witness, the travellers and agency representatives
may bear collective responsibility. Common damage payable to service providers or authorities may be
covered in whole or in part from the deposits of all travellers. Every traveller has a moral duty to comply
with local rules and social norms and to respect the property of others.

11. INTERRUPTION OR MODIFICATION OF THE TRIP BY THE TRAVELLER

The traveller may interrupt an ongoing trip at their own discretion by written declaration. After returning
home, the traveller is not entitled to reimbursement, regardless of cancellation insurance. During the
trip, the programme or contracted services may be modified only with the prior written consent of a local
representative authorised by KnockOut Travel. The responsible organiser must be informed of such
modification no later than eight days after the traveller’s return home.

12. CANCELLATION OF THE TRIP BY THE TRAVELLER

The traveller may cancel the travel package in writing before departure. Cancellation may be submitted
to KnockOut Travel or, for the Snowattack Student programme, to FTl in its capacity as customer-service
support provider. Cancellation becomes effective when the written cancellation notice is demonstrably
received by KnockOut Travel or FTI. Failure to appear without a separate cancellation notice also
constitutes cancellation, with the cancellation time deemed to be the scheduled start of the trip.

The final cancellation terms for the Snowattack Student programme, based on the period before the start
date of the trip, are as follows:

e cancellation more than 60 days before departure: EUR 130/person;

e cancellation 60-31 days before departure: 70% of the total participation fee;

e cancellation 30-20 days before departure: 90% of the total participation fee;

e cancellation within 19 days before departure or no-show: 100% of the total participation fee.

The cancellation fee is calculated on the basis of the total participation fee applicable to the relevant
traveller. If an ancillary service related to the travel package is subject, under the service provider’s own
terms, to a stricter cancellation cost that is documented and actually incurred, the applicability of that
cost may be specifically stated in the individual offer or programme conditions.

For the Snowattack Student programme, the per-person administration fee specified for the relevant
programme is excluded from the calculation base of the cancellation fee/contractual penalty. If the
traveller cancels the travel package or fails to appear, the administration fee is non-refundable and shall
remain in full with the organiser, KnockOut Travel d.o.o.

The traveller must make the cancellation declaration in a verifiable manner. The provisions of this
Section 12 apply to the effectiveness of cancellation and to no-shows.
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A Contract concluded off-premises or at a distance may be unilaterally terminated by the traveller
without giving reasons within 14 days of conclusion. KnockOut Travel shall refund the amounts received
without undue delay and no later than within the period required by applicable law.

ALL CUSTOMERS ARE ADVISED TO TAKE OUT INSURANCE COVERING THE RISK OF CANCELLATION BY
THE TRAVELLER. For the Snowattack Student programme, at the traveller’s express request, the
insurance is arranged with Eurépai Utazasi Biztosité Zrt. (EUB) by Festival Travel International Kft., acting
as EUB’s tied insurance intermediary. The content, terms, benefits and claims procedure of the
insurance are governed by EUB’s terms and conditions in force from time to time. In the event of an
insured event, the insured person may claim benefits in accordance with EUB’s terms; FTI provides
customer-service assistance in connection with the insurance and the documents required for a claim
notification.

13. CLASSIFICATION AND DESCRIPTION OF SERVICES

Descriptions of hotels, apartments and other accommodation units are based on the official
classification valid when the programme is issued. Classification, catering, comfort and services are
supervised by local tourism organisations. Standards in different locations are not necessarily
comparable. The organiser shall not be liable for oral or written information that conflicts with the service
description in the programme.

14. ACCOMMODATION IN ROOMS, APARTMENTS AND OTHER
ACCOMMODATION UNITS

Unless the Customer has expressly booked an accommodation unit with specific characteristics, the
Customer must accept any unit officially registered for letting and described in the catalogue or price list.
The organiser will, where possible, attempt to meet requests relating to comfort, orientation, floor or
other characteristics, but does not guarantee them.

KnockOut Travel is required to guarantee only those special accommodation requests that were ordered
in advance by the traveller, for which any applicable surcharge was paid, and which KnockOut Travel
confirmed in writing. Once the traveller has accepted suitable substitute or modified accommodation at
the destination, no further change of accommodation may be demanded on the same grounds.

For trips under educational supervision, the organiser allocates accommodation in consultation with the
supervisors. If a parent/legal representative insists on an allocation contrary to the supervisors’ request
or recommendation, they must accept all consequences in writing. The organiser may refuse a request
that materially affects the safety of a minor.

If fewer travellers register for a room or apartment than its capacity, the travellers will be informed in due
time that they may be placed with other travellers in a larger unit; grouping will be carried out by gender
and approximate age group.

15. EMPTY BEDS IN APARTMENTS, HOTEL ROOMS AND OTHER UNITS

For packages priced per person, if fewer persons book than the capacity of the accommodation unit —for
example one person in a double room, three persons in a four-person apartment, or four persons in a six-
person apartment —the agency may charge for the empty beds or fill the unit with other travellers. If the
Customer does not wish to share with others, or the agency does not find additional travellers, the cost
of the empty beds shall be added to the base price and divided equally among the persons booking.
Unless otherwise stated in the price list, the single-occupancy surcharge is 50% of the base price.
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16. HEALTH REQUIREMENTS AND PROTECTION

Under World Health Organization requirements, travel to certain countries is permitted only with
vaccination and appropriate certification. Any requirement introduced after conclusion of the Contract
must also be complied with and does not constitute grounds for termination of the Contract, unless
vaccination is medically contraindicated for the traveller, which must be evidenced by a medical
certificate.

17. SAFETY REQUIREMENTS

Local security authorities at the destination issue recommendations and implement measures. In an
emergency, the traveller must comply with official instructions.

The Ministry of Foreign and European Affairs of the Republic of Croatia issues foreign travel
recommendations, warnings and prohibitions. KnockOut Travel follows the recommendations of official
risk and security authorities. A traveller’s personal risk assessment is not grounds for termination, refund
or compensation. If local authorities and/or the ministry prohibit travel, the trip will be cancelled or
postponed. In the event of such an official prohibition, the package price paid will be refunded, without
further compensation.

18. TRAVEL INSURANCE

Unless otherwise stated, KnockOut Travel programmes do not include health insurance for unexpected
illness or accident abroad or any other travel insurance. At the time of booking, the seller will offer,
among other things, accident and sickness insurance, baggage damage and baggage loss insurance,
overseas health insurance, trip-cancellation insurance, assistance insurance and repatriation
insurance.

Certain policies, such as trip-cancellation insurance, may be taken out only when the Contract is
concluded.

IT 1S PARTICULARLY RECOMMENDED TO CHOOSE COVER THAT INCLUDES OVERSEAS HEALTH
INSURANCE AND TRIP-CANCELLATION INSURANCE.

For skiing, snowboarding and other higher-risk winter sports, the traveller must arrange insurance cover
that extends to the relevant sport and, where necessary, mountain rescue and repatriation. The traveller
bears all costs resulting from inadequate insurance or the absence of insurance.

19. TRAVELLER’S BAGGAGE

Unless otherwise stated in the programme or offer, 15 kg of baggage may be carried free of charge on
charter flights and 20 kg on scheduled flights and coaches. The carrier may charge for every kilogram of
excess baggage. Children under two years of age have no free baggage allowance.

For a winter Snowattack Student coach trip, in addition to the standard baggage specified in the relevant
programme, each traveller may carry no more than one set of ski or snowboard equipment in the manner
specified in the programme. A ski/snowboard bag may be used only for the sports equipment and items
directly associated with it. KnockOut Travel accepts no liability for damage to or loss of other items
placed in such a bag. The advertised limit on the number of baggage and equipment items may be
exceeded only with KnockOut Travel’s prior written approval and subject to payment of any applicable
surcharge.

KnockOut Travel shall not be liable if baggage cannot be transported because the permitted number of
items, weight or dimensions have been exceeded. Travellers are responsible for their own baggage and
personal belongings; the organiser shall not be liable for their loss, damage or theft at accommodation.
Baggage insurance and the use of a safe are recommended.
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20. INSURANCE IN THE EVENT OF THE ORGANISER’S INSOLVENCY

In the event of KnockOut Travel’s insolvency, travellers already on a trip and those who have paid a
deposit must contact as soon as possible the insurer named in the Contract or other appropriate
document. TRAVEL PACKAGE INSOLVENCY GUARANTEE POLICY: 2G8140400074 — Croatia osiguranje
d.d., Rijeka Branch, Rijeka, Croatia; 051/207-102; info@crosig.hr.

Under the Croatian Tourism Services Act, KnockOut Travel holds liability insurance covering damage
arising from non-performance, partial performance or defective performance of its obligations relating to
travel packages. LIABILITY INSURANCE POLICY: 5541410007G7, Croatia osiguranje d.d., Rijeka Branch;
051/207-102; info@crosig.hr.

21. COMPLAINT HANDLING

If a service is incomplete or of inadequate quality, the traveller may request proportionate compensation
by written complaint. Every contracting traveller is entitled to complain about a service that was not
performed. The organiser does not process a joint or group complaint submitted collectively by several
contracting parties.

A complaint may be submitted within the applicable deadline in person at the destination or, failing that,
at a KnockOut Travel office, by post to KnockOut Travel d.o.o., Slavka Cindri¢a 5b, 51000 Rijeka, Croatia,
or by e-mail to info@knockout-travel.hr. For the Snowattack Student programme, FTI, as customer-
service support provider, may also receive the complaint and forward it to the organiser. Receipt of the
complaint by FTl is deemed, from the traveller’s perspective, to constitute notification at the time of
receipt; KnockOut Travel is entitled and obliged to decide on the substance of any travel complaint.

KnockOut Travel does not accept complaints relating to packages of another responsible organiser or
service provider that KnockOut Travel sold only as an intermediary. In such cases, the complaint must be
addressed directly to the responsible organiser.

Complaint procedure:

1. The traveller must immediately report the defect at the destination to the organiser’s representative or,
if there is no representative, to the service provider, and must cooperate in good faith in remedying the
defect. If the traveller refuses an on-site solution corresponding to the paid service, any later complaint
will not be accepted or answered.

2. If the defect is not remedied, the traveller and the representative or service provider shall prepare a
joint written record.

3. Within eight days after returning home, the traveller must submit a written complaint, the signed
record and invoices for any additional costs. Only complaints submitted on time, correctly and with
complete documentation will be processed.

4. The organiser shall issue a written decision on a complaint received at the point of sale within 15 days.
This period may be extended where information must be gathered or checked with the service provider;
the complainant shall be informed of the extension and of any further documents required. Only
complaints whose cause could not have been remedied when it arose will be examined.

Until a decision is issued, the traveller waives the involvement of another person or a court and agrees
not to inform the public. The maximum compensation may not exceed the value of the disputed part of
the service and may not include services already used or the entire package price. The right to
compensation for ideal/non-pecuniary damage is excluded.

Public expression of dissatisfaction: in accordance with good business practice, the Customer should
first inform the organiser and, in the interest of an amicable solution, refrain from publishing the matterin
the media or on social networks until a decision is issued. A Customer who makes public statements
acknowledges that such statements may form the basis of proceedings under Chapter XV of the Croatian
Criminal Code concerning offences against honour and reputation.
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22. COMPETENT AUTHORITIES

A Customer of a KnockOut Travel programme may lodge a complaint with the organiser of the
programme. The parties shall first seek to resolve disputes amicably. If the Customer is dissatisfied with
the decision, the Customer may apply to a court. The court at the registered seat of the responsible
organiser shall have jurisdiction; for KnockOut Travel trips, the court in Rijeka shall have jurisdiction and
Croatian law shall apply.

The supervisory authority for the travel agency’s tourism-service activities is the State Inspectorate,
Rijeka Regional Office, Osjecka 50, 51000 Rijeka.

23. SECTION HEADINGS

The headings of sections of these General Travel Terms and Conditions are provided solely for ease of
reference and do not affect their interpretation.

24. SEVERABILITY CLAUSE

If any provision of these General Terms and Conditions, any special travel annex or the Contract is
subsequently found to be invalid, this shall not affect the remaining provisions; the Contract, these
General Travel Terms and Conditions and their annexes shall otherwise remain in force. The parties shall
replace the invalid provision with a valid provision that, as closely as possible, achieves its original
purpose.

SPECIAL TERMS AND GUIDANCE FOR TRAVEL PACKAGES

1. HOTEL, APARTMENT AND OTHER ACCOMMODATION CHECK-IN AND CHECK-OUT TIMES: these vary
by programme. Hotel check-in is generally after 14:00, apartment check-in after 16:00, and check-out by
10:00. The accommodation representative may inspect identity documents, copy data for tourism
registers and request a security deposit.

2. SKI AND WINTER PROGRAMMES: cancellation of ski and winter packages is governed by Section 12
regardless of the reason; for the Snowattack Student programme, the special Snowattack Student
cancellation fees set out in Section 12 apply. Unfavourable snow conditions alone do not constitute
force majeure.

3. TRIPS ORGANISED BY ANOTHER RESPONSIBLE ORGANISER/TOUR OPERATOR: for intercontinental
trips, the special terms of the responsible organiser named in the individual programme apply. If
KnockOut Travel acts only as an intermediary, itis not responsible for performance of a trip for which it is
not the responsible organiser. Such packages are expressly identified in the programme and
confirmation; the traveller concludes the contract with the named organiser through KnockOut Travel.

ANNEX | — STANDARD INFORMATION FORM FOR A TRAVEL PACKAGE
CONTRACT

This annex has been prepared pursuant to the Croatian Tourism Services Act (Official Gazette 130/17).

The combination of travel services offered to you constitutes a travel package within the meaning of the
law. You are therefore entitled to all rights applicable to package travel. KnockOut Travel d.o.o. is fully
responsible for proper performance of the package as a whole and has the statutory security required for
refunding payments and, where the package includes transport, for repatriation in the event of
insolvency.

Key rights:
1. The traveller receives all essential information before concluding the Contract.
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2. There is always at least one trader responsible for proper performance of all services included in the
Contract.

3. The traveller is provided with an emergency telephone number or contact details.

4. The package may be transferred to another person on reasonable notice and subject to any additional
costs.

5. The price may be increased only because of increases in specified costs, such as fuel, where expressly
provided for in the Contract and no later than 20 days before departure. If the increase exceeds 8%, the
traveller may terminate the Contract. If the organiser reserves the right to increase the price, the traveller
is entitled to a price reduction if the relevant costs decrease.

6. If a material package element other than the price is significantly changed, the traveller may terminate
free of charge and receive a full refund. If the organiser cancels before departure, the traveller is entitled
to arefund and, where appropriate, compensation.

7. In the event of unavoidable and extraordinary circumstances, such as a serious security problem at
the destination, the traveller may terminate free of charge before departure.

8. The traveller may terminate at any time before departure against an appropriate and justifiable
cancellation fee.

9. If significant elements cannot be provided as agreed after departure, suitable alternatives must be
offered at no extra cost. If a significant breach of contract is not remedied, the traveller may terminate
free of charge.

10. In the event of non-performance or defective performance, a price reduction and/or compensation
shall be due.

11. The organiser must provide assistance to a traveller in difficulty.

12. If the organiser — or, in some Member States, the retailer — becomes insolvent, refunds of payments
are secured.

13. If insolvency occurs after departure and the package includes transport, repatriation is secured.
KnockOut Travel d.o.o.’s insolvency protection is provided by Croatia osiguranje d.d., Rijeka Branch;
051/207-102; info@crosig.hr; policy no. 298140400074. If services are denied due to insolvency, the
traveller may contact the insurer or the competent authority: Ministry of Tourism and Sport —
Independent Sector for Tourism Inspection, Trg Republike Hrvatske 8/1, 10000 Zagreb;
turisticka.inspekcija@mint.hr; +385 1 4627 445.

Directive (EU) 2015/2302: http://eur-lex.europa.eu/legal-content/HR/TXT/?uri=CELEX:32015L2302.
Croatian Tourism Services Act: https://narodne-novine.nn.hr/clanci/sluzbeni/2017_12_130_2982.htmL.

ANNEX Il — PROTECTION OF CUSTOMERS’ PERSONAL DATA

This policy has been prepared pursuant to the General Data Protection Regulation, Regulation (EU)
2016/679.

KnockOut Travel d.o.o. collects, processes and stores, in accordance with applicable law, all customer
data necessary for concluding and performing the travel contract. In relation to processing connected
with the Snowattack Student event, Festival Travel International Kft. (1055 Budapest, Szent Istvan krt. 29.
ground floor; e-mail: info@festivaltravel.hu) acts as an independent controller, in particular for
participation in the event, admission, wristband management, event communications and operation of
the event. The relevant privacy notices specify the exact controller roles, legal bases, retention periods
and data-subject rights for each processing purpose. The Customer voluntarily provides the data
necessary for the booking, Contract and performance. A person booking on behalf of several travellers
declares that they are authorised to represent them and transfer their data. Only necessary data may be
processed.

Where an intermediary role exists, data necessary for performance may be transferred, for example, to
an insurer, airline, shipping company, accommodation provider via a rooming list, or a local tourism
organisation collecting guest data. The partner may use the data only within the scope of its contractual
and legal obligations and for the purpose authorised by the Customer.
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Competent supervisory, police and judicial authorities may, where permitted by law, access customer
data and official documents, make copies of them, copy system content and collect other relevant
information. The legal basis is compliance with a legal obligation. Typical booking data include name,
address, date of birth, telephone number, e-mail address, handwritten signature for in-person
administration, and payment data such as bank-account number or card details on a remote
authorisation form.

Additional voluntary information may be requested for better organisation. For school/student travel, this
may include the educational institution for room and coach allocation. For special services, an OIB,
identity-card or passport number and expiry date may be required. By providing special-category data,
such as health data, the customer consents to its processing where necessary for performance of the
Contract and the special service.

For customer relations, new offers, requested information and compliance with legal/contractual
obligations, the agency processes data provided through the contact forms, pre-registration and
newsletter forms on www.knockout-travel.hr and its project websites, and through official e-mail
correspondence.

The websites use cookies (http://www.allaboutcookies.org) to improve the browsing experience based
on location, language, settings and preferences. Cookies may be disabled or deleted, but some
functions or content may then become unavailable.

Main data-processing and communication systems: Zagrebacka banka (zaba.hr); WSPay
(wspay.info/Repository/Documents/opci_uvjeti_koristenja_WSPay.pdf); Gmail/Google
(https://cloud.google.com/security/gdpr); MailChimp (https://mailchimp.com/legal); Facebook
(https://www.facebook.com/business/gdpr); Zopim/Zendesk Chat
(https://www.zendesk.com/company/customers-partners/eu-data-protection).

At Snowattack Student events, Festival Travel International Kft., as well as its authorised contractual
partners, contributors, official photographers, videographers and media representatives, may make
audio and visual recordings. Detailed terms governing the processing and use of such recordings are
contained in Festival Travel International Kft.’s event privacy notice and participation terms.

Using the contact details provided, customers may be informed about payment deadlines and
outstanding balances for current bookings, material information or changes concerning offers and
contracts, final travel information, discounts, and relevant new offers based on previous interest.
Customers may unsubscribe from the newsletter at any time and may subscribe again later.

Customers may request information about personal data processed and stored, correction of such data,
or deletion of data retained without a legal basis. The agency shall respond no later than one month after
receipt of the request; depending on the complexity and number of requests, this period may be
extended by a further two months with reasons. Data and documents necessary for contractual
performance or required by law to be retained, such as offers, contracts or invoices, may not be deleted.

Data-subject rights requests: KnockOut Travel d.o.o., Ante Kovaci¢a 24, 51000 Rijeka, Croatia;
info@knockout-travel.hr. Reasonable requests are handled free of charge and without undue delay.
Under Article 12(5) GDPR, a reasonable administrative fee may be charged for requests that are
manifestly unfounded or excessive, in particular because of their repetitive character, or the request may
be refused. Under Article 14, information need not be provided where the customer already has it, where
recording is required by law, or where providing the information is impossible or would involve
disproportionate effort.

Croatian supervisory authority: Croatian Personal Data Protection Agency, Marti¢eva ulica 14, 10000
Zagreb; azop@azop.hr; +385 1 4609 080.

Regulation (EU) 2016/679: http://azop.hr/images/dokumenti/626/opca-uredba.pdf. Croatian
implementing act: https://narodne-novine.nn.hr/clanci/sluzbeni/2018_05_42_805.html.
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RESPONSIBLE TRAVEL ORGANISER

KnockOut Travel d.o.o.

Registered office: Slavka Cindri¢a 5b, 51000 Rijeka, Croatia

OIB: 39168820667

EUID: HRSR.040420567

MBS: 040420567 (company register of the Ministry of Justice of the Republic of Croatia)
Director: Ivor Brunjak

Office Manager: Ivor Brunjak
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