Complaints Procedure

Premises: Jana Jonasa 13, Bratislava, 84108

l. General Provisions

1.

The founder, operator, and service provider of Chance to escape with premises located
at “Jana Jonasa 13, Bratislava, 84108” is Anavaro s.r.o0., Longobardska 27A, Bratislava,
85110, Company ID: 55779247, VAT ID: SK2122078992 (hereinafter referred to as the
“Provider”). The Provider issues this Complaints Procedure to inform the Client about
the conditions and method of submitting complaints regarding services offered and
provided by the Provider, including information on where the Client may submit a
Complaint.

This Complaints Procedure governs the complaint process in accordance with Section
18(1) of Act No. 250/2007 Coll. on Consumer Protection and the Civil Code No. 40/1964
Coll., as amended (hereinafter referred to as the “Act”), and applies to Services provided
by the Provider.

This Complaints Procedure is binding for both the Provider and the Client.

This Complaints Procedure is displayed in a visible place at the Provider’s premises and
is published on the Provider’s website.

By paying the price for the ordered Service, the Client declares that they have been
informed of this Complaints Procedure.

Il. Interpretation of Terms

1.

The Provider means the service operator Anavaro s.r.o., registered office: Longobardska
27A, Bratislava, 85110, Company ID: 55779247, VAT ID: SK2122078992.

The Client means a natural person or legal entity who uses the provided services and
who is entitled to exercise claims arising from liability for defects (hereinafter referred to
as the “Client”).

The Service means services offered by the Provider, namely the Service — operation of
interactive games — so-called escape rooms, and other related services according to the
business activities of the Provider registered in the Provider’s trade license.

The Premises mean the space in which the Provider provides the Chance to escape
Service to Clients, Address: Jana Jonasa 13, Bratislava, 84108.

A Complaint means the exercise of the right arising from liability for defects of the
provided Service.

A Defect of the Service means in particular failure to comply with deadlines set by the
Provider and an unannounced interruption of the Service caused by the Provider due to
technical, operational, or safety reasons.



7. Settlement of a Complaint means the completion of the complaint process by removal

of the defect of the provided Service, refund of the price charged for the provided
Service, payment of an appropriate discount from the price charged for the provided
Service, or ajustified rejection of the Complaint.

l1l. Liability for Defects

1.

The Provider is liable for ensuring that the Service offered to the Client meets the quality
requirements appropriate to the nature of the offered Service.

The Provider is liable for defects of the offered Service for the duration of its provision to
the Client.

IV. Submission of a Complaint

1.

The Client is entitled to submit a Complaint:

a) regarding the quality of the provided Service,

b) regarding the correctness of the price charged for the provided Service, if the Client
has justified doubts that the invoice for the Service was not issued in accordance with
the contract and the Provider’s price list.

The Client must submit the Complaint to the Provider immediately at the premises
without undue delay after discovering the defect of the provided Service. In the case of
incorrect billing, the Client must submit the Complaint without undue delay after
discovering it, no later than within 30 days; otherwise, the right arising from liability for
defects of the Service or the right to a refund of the incorrectly charged amount shall
lapse.

The Client may submit the Complaint under point 1 of this Article:

in writing to the registered office address of the Provider,

by e-mail to the customer service center at info@chancetoescape.sk,
in person at the Provider’s premises,

by telephone at +421 947 929 354.

Specific contact details of the Provider are published in this Complaints Procedure in
Article |, point 1.

When submitting a Complaint, the Provider recommends completing the Complaint
Form published on the Provider’s website, in which the Client states their identification
and contact details (first name, last name, permanent address or temporary residence,
telephone number, e-mail), clearly identifies and describes the subject of the
Complaint, i.e. describes the defect of the Service and the time period when, according
to the Client, the defect occurred or when the quality of the provided Service was
limited. The Client shall further state which claim arising from liability for defects they
are asserting and how they request receipt of the settled Complaint (in person, bank
transfer), or other necessary details. In the case of a Complaint regarding the
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10.

11.

12.

13.

14.

correctness of billing for the provided Service, the Client must also state the period to
which the Complaint relates.

The Provider is not responsible for any incorrect data provided by the Client in the
submitted Complaint or for the inability to deliver a financial refund to the bank account
specified by the Client.

When submitting a Complaint in writing, the Client shall send the complaint letter to the
Provider by post to the registered office address or by e-mail to
info@chancetoescape.sk. The Client may also submit a Complaint orally by telephone
or in person at the Provider’s premises.

Submission of a Complaint regarding the correctness of the charged (invoiced) price for
the provided Service does not have a suspensive effect on payment, i.e. it does not
relieve the Client of the obligation to pay the invoice by the due date.

The Provider reserves the right not to accept a Complaint if the defect of the Service or
the reduction in Service quality was caused by:

a) circumstances excluding liability,

b) unauthorized interference by the Client with the Service, interference by the Client
contrary to the Provider’s operating rules, or damage to the Service caused by the Client,
including negligent conduct,

c) submission of the Complaint after the expiry of 30 days from the date when the defect
or incorrect billing was discovered or could have been discovered.

The day on which the complaint procedure begins is the day when the Client properly
submits the Complaint to the Provider, i.e. the day when the written Complaint is
delivered to the Provider in accordance with point 7 of this Article. If the submitted
Complaint does not contain all required details according to point 5 of this Article, the
complaint procedure begins only on the day when all required details are delivered. If the
Client fails to supplement the missing details even upon the Provider’s request, the
Complaint shall be considered unjustified.

V. Settlement of a Complaint

1.

In the case of personal submission of a Complaint, the Provider or the Provider’s
employee shallissue the Client a confirmed copy of the Complaint Protocol, which
serves as confirmation of receipt (submission) of the Complaint.

In the case of submission of a Complaint by post or e-mail, the Provider shall deliver
confirmation of receipt of the Complaint to the Client at the provided contact address or
e-mail address; if it is not possible to deliver confirmation immediately, it must be
delivered without undue delay, at the latest together with the document confirming
settlement of the Complaint. Confirmation of submission of the Complaint does not
have to be delivered if it is possible to prove submission of the Complaint in another way.

The Provider shall examine the submitted Complaint without undue delay after its
submission and decide on the method of settlement. After determining the method of
settlement, the Complaint shall be settled immediately; in justified cases, the
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Complaint may be settled later, but no later than within 30 days from the date of its
submission.

The Provider shall inform the Client about the settlement of the Complaint by sending
written notification no later than within 30 days from the date of submission of the
Complaint, which serves as confirmation of settlement of the Complaint. By sending
written notification, the Provider also fulfills its obligation arising from the Complaint.

The Provider shall inform the Client about the settlement of the Complaint by sending an
e-mail message to the Client’s e-mail address if the Client requested notification by e-
mail. If the Client requests notification by post, the Provider shall send the notification to
the contact address stated in the Complaint.

The Provider is obliged to keep records of Complaints and present them for inspection to
the supervisory authority upon request. Records of Complaints must contain data on the
date of submission of the Complaint, the date and method of settlement of the
Complaint, and the serial number of the document confirming submission of the
Complaint.

VI. Methods of Settlement of a Complaint

1.

If a defect that can be remedied occurs in the provided Service, the Client has the right to
its free, timely, and proper removal. The Provider is obliged to remove the defect without
undue delay. The method of defect removal is determined by the Provider.

The Client has the right to withdraw from the purchase contract:

a) if the offered Service has a defect that cannot be remedied and prevents proper use of
the Service as a defect-free Service,

b) if the defect is removable but the Client cannot properly use the Service due to
repeated occurrence of the defect; repeated occurrence means the same defect
occurring for the third time after at least two previous removals,

c) if the defects are removable but the Client cannot properly use the Service due to a
greater number of defects; a greater number of defects means at least three different
removable defects occurring simultaneously that prevent proper use of the Service,

d) if the Provider does not settle the Complaint within the 30-day period (in this case, the
defect is deemed non-removable).

If other non-removable defects occur in the offered Service, the Client has the right to an
appropriate discount from the Service price.

When settling a Complaint by providing a discount from the charged (invoiced) price,
consideration shall be given to the nature of the defect, its duration, and the possibility
of further use of the Service. The amount of the discount is determined by the Provider.

The Provider shall settle the Complaint and terminate the complaint procedure in one of
the following ways:

a) removal of the defect of the provided Service,

b) refund of the price paid for the provided Service (in case of withdrawal from the
purchase contract),



c) payment of an appropriate discount from the price of the provided Service,
d) justified rejection of the Complaint.

In the event of acceptance of a Complaint concerning the correctness of the charged
amount for the provided Service, the amount corresponding to the justified complained
price shall be refunded to the purchasing Client.

VII. Alternative Dispute Resolution

1.

In connection with Act No. 391/2015 Coll. on alternative dispute resolution for consumer
disputes, we draw your attention to the following obligations:

“If the consumer is not satisfied with the manner in which the seller handled their
complaint or believes that the seller has violated their rights, the consumer has the right
to contact the seller with a request for remedy. If the seller responds negatively to the
request or does not respond within 30 days from the date of sending the request, the
consumer has the right to submit a proposal to initiate alternative dispute resolution
pursuant to Section 12 of Act No. 391/2015 Coll. on alternative dispute resolution for
consumer disputes and on amendments to certain laws.”

The competent authority for alternative dispute resolution of consumer disputes with the
Provider is:

a) the Slovak Trade Inspection Authority, which can be contacted for this purpose at the
address: Central Inspectorate of the Slovak Trade Inspection Authority, Department of
International Relations and ADR, Prievozska 32, P.O. Box 29, 827 99 Bratislava, or
electronically at ars@soi.sk or adr@soi.sk, or

b) another relevant authorized legal entity registered in the list of alternative dispute
resolution entities maintained by the Ministry of Economy of the Slovak Republic (the list
of authorized entities is available at

http://www.mhsr.sk/zoznam-subjektov-
alternativnehorieseniaspotrebitelskychsporov/146987), whereby the Client has the right
to choose which of the listed ADR entities to contact.

The consumer may use the online platform for alternative dispute resolution available at:
http://ec.europa.eu/consumers/odr/index_en.html.

Alternative dispute resolution may be used only by a consumer — a natural person who,
when concluding and performing a consumer contract, does not act within the scope of
their business activity, employment, or profession. Alternative dispute resolution applies
only to disputes between a consumer and a seller arising from or related to a consumer
contract. Alternative dispute resolution does not apply to disputes where the value of the
dispute does not exceed EUR 20. The ADR entity may request a fee from the consumer
for initiating alternative dispute resolution proceedings up to a maximum of EUR 5
including VAT.

More information on alternative dispute resolution of consumer disputes can be found
on the website of the Slovak Trade Inspection Authority:
http://www.soi.sk/sk/Alternativne-rieseniespotrebitelskych-sporov.soi
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VIIIL. Final Provisions
1. This Complaints Procedure enters into force and effect on 1 April 2024.

2. The Provider reserves the right to amend or supplement this Complaints Procedure
without prior notice. Amendments become effective on the date of their publication on
the Provider’s website and at the Provider’s physical premises.

3. Supervision over compliance with consumer protection obligations by the Service
Provider in accordance with applicable legislation is carried out by the Slovak Trade
Inspection Authority — Central Inspectorate of the Slovak Trade Inspection Authority,
address: P.O. Box 29, Prievozska 32, 827 99 Bratislava 27, and its subordinate locally
competent Inspectorates.

Prepared by:
Anavaro s.r.o.



