
General business terms and 
conditions – selling and 

organising trips
These General Business Terms and Conditions govern the mutual relations between the travel agency 
COLUMBUS d.o.o., Trg kralja Tomislava 17, 20 340 Ploče, Croatia, ID: HR-AB-21-060281387, OIB: 
44309081833, as the Organizer of trips or authorized seller (further referred to as “COLUMBUS travel”) and 
the client or the order party in the event that the order party orders a trip for a third party as a traveller 
(further referred to as “Traveller”).

The organizer of the trip is the travel agency that is clearly stated on the confirmation of the purchase of the 
trip (travel ticket/receipt) as the responsible organizer (further referred to as “Trip Organizer”). If another 
travel agency or direct service provider is designated as the trip operator, COLUMBUS travel acts as an 
authorized seller/intermediary. The selling point is the place where you pay for the trip.

Purchase of a trip and payment
By paying for the trip, while providing all the necessary data to COLUMBUS travel - orally, by fax, e-mail, 
post or internet, the Traveller concludes a Trip Purchase Agreement with COLUMBUS Travel (further 
referred to as “Agreement”), which is represented by the Trip Purchase Receipt/Voucher (travel ticket/
receipt), the program of the trip and the General Business Terms and Conditions of the trip with the 
simultaneous consent of the conditions contained in the mentioned documents. Unless otherwise stated in 
the program, the Traveller is obliged to pay the price of the trip no later than 24 hours before departure for 
the trip.
Payment for the trip is possible in cash or by payment card - Visa, Maestro, MasterCard etc.

Trip content
The price of the trip includes everything that is stated in the trip program. Some special and additional 
services (transfers, additional meals, tickets, tips, etc.) that are not included in the price of the trip, 
COLUMBUS travel may provide and include them in the Trip Purchase Agreement, the Traveller pays 
separately. If the price of additional services is not stated in the program, COLUMBUS travel is obliged to 
inform the Traveller about it before concluding the Trip Purchase Agreement. For special and additional 
services that COLUMBUS travel cannot provide and include in the Agreement and/or those that the Traveller 
chooses during the trip and pays directly on the spot to the service provider, COLUMBUS travel is not 
responsible for such a trip as an organizer regardless the assistance of COLUMBUS travel representative in 
obtaining these services and price information for these services..
COLUMBUS travel may require the Traveller to pay for the specific services to be provided abroad directly 
on the spot in the currency of the country in which it is located, as well as to pay in advance the fees or 
tickets specified by special regulations that COLUMBUS travel charges in a foreign currency to a foreign 
account and the amount, which cannot influence, but are necessary for the provision of the service or trip. In 
the case of services paid on the spot, the Traveller submits a possible objection/complaint directly to the 
service provider.

Categorization and description of services
Restaurants, means of transport and other services offered are described according to the official 
categorization of the local tourist organization or other competent authority at the time of program 
implementation. Standards for meals, vehicles and other services may vary from country to country and may 
not be comparable.

COLUMBUS travel shall not be liable for any oral or written information that is inconsistent with the 
description of the service in the trip program and the general conditions of the trip and for information that the 



Traveller receives from unauthorized personnel orally, by telephone or in writing at the selling point or 
otherwise.

Promotional material and notices
The organizer of the trip is not responsible for any typographical errors or for any subsequent changes in 
new editions of promotional materials and programs, of which the Traveller is notified before concluding the 
Agreement. In accordance with the regulations, the staff at the selling point is obliged to make available to 
the Traveller all promotional materials and general conditions of the trip in the written form or electronically, 
duly notifying them of the basic formalities related to borders and other formalities related to journey and stay 
at destination as well as time necessary to complete the formalities. The notices provided to the Traveller at 
the registration point of the trip do not bind COLUMBUS travel to a greater extent than the notices and 
information provided in the trip program itself.

Itinerary - trip program
The program of the trip (itinerary) binds both the Traveller and COLUMBUS travel. The departure times 
stated in the trip program must be adhered by the Traveller as well as the instructions and information they 
receive orally in connection with the itinerary from the COLUMBUS travel representative - the trip manager or 
a tourist guide. If the Traveller leaves the group before receiving sufficient information about the time and 
place of the group’s meeting and the continuation of the journey, the costs and any damages incurred in this 
way will in no case be reimbursed by COLUMBUS travel. COLUMBUS travel reserves the right to continue 
the journey without the Traveller who is not at the place of departure or continuation of the journey, and the 
Traveller’s absence will be considered a withdrawal from the Agreement. COLUMBUS travel does not bear 
any responsibility if certain activities that depend on the weather and natural conditions cannot be carried out 
in accordance with the trip program or the Traveller’s expectations.

In addition, COLUMBUS travel shall not be liable if the natural conditions, weather conditions (turbulent sea, 
heavy rainfall, etc.) do not allow the entire content to be provided according to the trip program, or the order 
or duration of the individual content will change.

Trip price
Trip prices are published in the trip program and are valid from the date of issue of the program. 
COLUMBUS travel reserves the right to change prices no later than 7 days before the start of the trip if there 
are significant changes in applicable tax regulations, changes in exchange rates, increased transport costs 
including fuel prices or increased charges for certain services (airport and other surcharges, etc.) which 
affect the price of the trip. In case of a smaller number of registered persons than the required minimum for 
the trip, COLUMBUS travel may propose a change in the price or cancel the trip with a refund of the amount 
already paid for the trip. The price increase is calculated by the same percentage in which the above 
calculated elements were increased. In the event of an increase in the price, the Traveller has the right to 
withdraw from the Agreement and in such a case the Traveller has the right to refund the price paid by them 
without the right to compensation for damages and all insurance costs and similar expenses.

Program change and trip cancellation
COLUMBUS travel will immediately inform the Traveller of any change in the trip program. COLUMBUS 
travel may cancel the trip or make changes to the trip program at any time before the start of the trip or 
during the trip if unexpected circumstances occur, which could not be influenced, prevented or avoided (war, 
riots, strikes, terrorist acts, hygiene disorders, traffic accidents, accidental and unusual traffic jams, armed 
forces interventions, unexpected changes in traffic schedules, delays in aircraft and other means of 
transport, etc.) and those, which occurred during the conclusion of the Agreement. These would be a 
legitimate reason for COLUMBUS travel not to conclude the Agreement. COLUMBUS Travel reserves the 
right to change the day and time of departure mainly due to a change in the traffic schedule or the 
occurrence of the above-mentioned circumstances, as well as the right to change direction due to changed 
circumstances without compensation for the Traveller and according to the applicable traffic regulations.

COLUMBUS travel is not responsible for the aircraft, ship or train delays, nor for changes to the program and 
any additional costs incurred.




COLUMBUS travel reserves the right to cancel the trip in whole or partially if the minimum number of 
Travellers listed in the program do not register for the trip. In such a case, the Traveller is entitled to refund 
the amount already paid without the right to compensation for damages and any insurance costs and similar 
expenses. In case of trip cancellation, COLUMBUS travel may offer the Traveller the same trip on another 
day or a different trip. The Traveller is obliged to state immediately whether they accept or reject these 
changes or a substitute trip. If the Traveller rejects the changes or substitute trip or does not agree with the 
COLUMBUS travel offer, the Agreement will be terminated and the Traveller is entitled to refund the price 
already paid without the right to compensation and all insurance costs and similar fees.

In the event of changes acceptance to the Agreement or a substitute trip, the Traveller will lose all claims 
against the Trip Organizer or the intermediary on any legal basis, except for the right to a refund the price 
difference if the substitute trip has a lower price.

Cancellation fees in case of withdrawal from the 
Agreement
If the Traveller cancels the trip, due to compensation COLUMBUS travel will charge cancellation fees from 
the purchase price of the trip (unless stated otherwise in the trip program):

•   0-12 hours before departure 100 % trip price
• 12-24 hours before departure 50% trip price.

The Traveller who do not arrive at the time stated on the ticket or program is not entitled to be refunded.

COLUMBUS travel may cancel the trip without any reason no later than 12 hours before departure, in this 
case the Traveller has the right to get a refund of 100 % of the paid price of the trip, unless otherwise stated 
in the program. If COLUMBUS travel cancels the trip due to the occurrence of unexpected events that 
cannot be avoided, prevented or excluded (it can be done so at any time), then the Traveller has the right to 
get a refund of 100 % of the paid trip price, unless otherwise stated in the program.

In the event that COLUMBUS travel cancels or changes the trip for any reason, the Traveller will not be 
entitled to get a refund, damages, insurance costs and similar fees, other than those expressly stated in this 
document.

Responsibility for personal documents and safety of 
Travellers
The Traveller is obliged to prove the Trip Purchase Certificate (travel ticket), to keep a valid travel document 
and to ensure that he/she personally, his/her documents, luggage and other items meet the conditions set by 
the carrier as well as those required at the border, customs, health and other regulations of the home state 
as well as the state through which he/she is traveling through or to, while COLUMBUS travel is not 
responsible for the decisions of the persons at service who shorten the journey, refuse the visa issue or deny 
the entry to the country as well as costs incurred.

If, for the above reasons, the trip is cancelled before or during the trip, COLUMBUS travel reserves the right 
to compensation in accordance with these General Business Terms and Conditions. In addition to the travel 
program, the Traveller is obliged to follow the etiquette in hospitality establishments, means of transport and 
to cooperate with the COLUMBUS travel representative and service providers. In the event of non-
compliance with these obligations, COLUMBUS travel shall not be liable for any damages incurred and the 
Traveller shall be obliged to pay for them on the spot.

The Traveller is obliged to follow the rules of personal safety during the trip. COLUMBUS travel is not 
responsible for the Traveller’s actions related to his/her personal responsibility. The costs of loss or theft of 
documents during the trip shall be borne by the Traveller. Provided that this does not affect the 
implementation of the excursion program and does not incur additional costs for COLUMBUS travel, the 
COLUMBUS travel representative (guide or manager) will provide the Traveller with personal assistance – 
help with formalities concerning contact with local authorities, Croatian diplomatic and consular posts, 
medical facilities etc.

In all other cases, the Traveller is responsible for these formalities at his/her own expense. If the Traveller is 
not able to continue the excursion according to the program due to the solution of such formalities, 
COLUMBUS travel will consider this as a cancellation of the excursion. The costs and any damages that the 
Traveller may suffer on this basis cannot be transferred to COLUMBUS travel. The Traveller is obliged to 
inform COLUMBUS travel immediately about all facts concerning his/her health, habits, etc. that could affect 
the excursion (health problems that require special nutrition, chronic diseases, allergies, etc.).



Replacement of the Traveller
If the Traveller is unable to embark on the excursion/trip, he/she may entrust a third party, as a substitute 
Traveller, to use contractually agreed services and at the same time notify COLUMBUS travel in a written 
form without delay. COLUMBUS travel accepts this person, who is appointed as a replaced Traveller, if 
notified in advanced, if the third party meets all the conditions for the trip, and there are no legal or other 
obstacles to the replacement of the travellers and if it is possible to change the reservation. Prior to the start 
of the journey, the replaced Traveller is obliged to reimburse COLUMBUS travel for all additional costs 
caused by the replacement of the travellers.

Luggage
COLUMBUS travel is not responsible for the transport of luggage, nor for its damage or loss, for theft of 
luggage or valuables in the means of transport. The Traveller submits the loss of luggage report to the 
landlord or carrier. Special luggage (bicycle, surfboard, golf equipment, musical instruments and similar 
items) must be announced by the Traveller before the conclusion of the Agreement and this may be at an 
additional cost. If possible, COLUMBUS travel will endeavour to meet the Traveller’s pre-announced special 
request for special luggage, but cannot guarantee that such request will be met. Due to limited capacity, the 
carrier is entitled not to accept additional and special luggage. COLUMBUS travel shall not be liable for any 
costs or damages incurred by the Traveller. The Traveller is obliged to take care of his/her belongings in the 
traveller compartment of the means of transport (bus, boat, van, car, etc.) and must take them with him/her 
when leaving the means of transport. Otherwise, the Traveller is responsible for the theft, loss or damage of 
items left unattended in the vehicle. Pets are not allowed, except in exceptional cases on request and at an 
additional cost. COLUMBUS travel cannot guarantee compliance with such a requirement.

Claim
If the Traveller cancels the trip during the trip due to non-fulfilment or incomplete fulfilment of the agreed 
services, he/she is obliged to follow the instructions of the Trip Organizer/Service Provider and cooperate 
with the Trip Organizer/Service Provider representative to eliminate the cause of service complaint. In the 
event of non-fulfilment or incomplete fulfilment of the agreed services when the Organizer is COLUMBUS 
travel, in order to eliminate these discrepancies, the Traveller may proceed in accordance with the complaint 
procedure set out in these GBTC. Immediately after finding out the discrepancies at the place of providing 
the service, the Traveller is obliged to file a complaint/claim for insufficient service to the person who 
provided the service in the presence of a COLUMBUS travel representative. The Traveller is obliged to 
cooperate with a representative of COLUMBUS travel and a service provider in good faith in order to 
eliminate the causes of the complaint/claim.

If the Traveller does not accept the complaint solution offered on the spot, which is in accordance with the 
agreed services, COLUMBUS travel may not accept the Traveller’s subsequent objection. No later than 8 
days after the excursion/trip, the Traveller shall submit a written complaint at the selling point where he/she 
paid for the excursion/trip, or may deliver it by post or e-mail to: COLUMBUS d.o.o., Trg kralja Tomislava 17, 
20 340 Ploče, Croatia, e-mail: agencija@columbus.hr.

The Traveller is obliged to state and explain the reasons for the complaint. COLUMBUS travel will only deal 
with fully documented complaints/claims received within the specified 8-day period and will decide in a 
written form about the Traveller’s complaint within 15 days of receiving the complaint. COLUMBUS travel 
may extend the time limit for resolving a complaint by a further 15 days in order to gather information and 
verify the complaint with the service provider.

The Traveller waives the assistance of any other institution or court as well as waives the disclosure of 
information to the public and media until COLUMBUS travel decides within a maximum of 30 days from the 
submission of the written complaint/claim. Likewise, within the prescribed period of 30 days, the Traveller 
waives the charges. A reasonable price reduction based on a complaint can reach the maximum amount of 
the unused part of the service and compensation for damage caused by non-fulfilment, partial fulfilment or 
incorrect fulfilment of the obligation is limited to the amount of the excursion/trip price. This excludes the 
Traveller’s right to compensation for actual damage.

Each Traveller submits a complaint/claim separately. The Organizer reserves the right to reject group 
complaints/claims, complaints/claims that are not submitted within the specified period, and complaints/
claims in which it is confirmed that the discrepancies could have been eliminated at the place of service and 
the Traveller did not cooperate with the Organizer’s representative.

mailto:agencija@columbus.hr


Trip organized by other organizers / tour operators
These GBTC apply to all excursions/trips for which COLUMBUS travel is the main Organizer, except in 
cases where COLUMBUS travel is not the main Organizer of the excursion/trip. Such excursions/trips will be 
specially labelled, and are subject to the GBTC of the responsible organizer and COLUMBUS travel is not 
responsible for the excursion/trip of these organizers.

General Data Protection Regulation
The Traveller provides personal data voluntarily. The Traveller’s personal data is necessary for the 
implementation of the required service. These will also be used for further mutual communication. 
COLUMBUS travel is entitled not to take personal data out of the country or provide it to a third party, except 
for the purpose of providing the required service. Exceptions to the provision of personal data to third parties 
are for the purpose of insurance against the risk of cancellation, accident and illness, insurance against the 
risk of damage and loss of luggage and voluntary health insurance during travel and stay abroad. If the 
Traveller concludes an insurance contract, personal data will be transferred to the insurer. Traveller’s 
personal data will be stored in a database. The Traveller agrees that their personal data may be used for the 
purposes of COLUMBUS travel marketing activities.

Final provisions
This edition of the GBTC cancels all previous editions. Any/foreseeable deviations from these GBTC must be 
stated in the text of the excursion/trip.

By purchasing an excursion/trip, the Traveller, who is the parent of a travelling child, confirms that the other 
parent is acquainted and expressly agrees with the Excursion/Trip Agreement, for which he/she is materially 
and criminally liable.

By purchasing an excursion/trip, the Traveller voluntarily provides the Organizer of the excursion/trip with the 
personal data and allows their use for the purposes of the excursion/trip and protection of the interests of the 
Traveller in all matters related to the excursion/trip. This also means providing personal data to third parties 
in the country and abroad, which are necessary for the excursion/trip. Personal data may also be used for 
further communication and delivery of COLUMBUS travel marketing materials. COLUMBUS travel is obliged 
to protect and store personal data in the database in accordance with the COLUMBUS travel decision on the 
method of collection, processing and storage of personal data. By purchasing an excursion/trip, the Traveller 
confirms that:

• prior to concluding the contract, the Organizer/Intermediary of the excursion/ trip made available to 
him/her the relevant information on the basic border, visa and medical formalities relating to the 
journey and stay at the place of destination, as well as the time needed to complete these formalities

• he/she was offered and recommended insurance against the consequences of an accident and 
illness while traveling, damage and loss of luggage, voluntary health insurance during the trip and 
stay abroad, travel cancellation insurance and insurance to cover the cost of assistance and return 
of the Traveller to the starting point in case of accident and diseases and is familiar with the contents 
of the insurance. In the event that the Traveller requires the above-mentioned insurance, he/she may 
conclude it directly with one of the Insurers or with COLUMBUS travel as an insurance intermediary.

The purchase of an excursion/trip means that the above-mentioned travel insurance is offered and 
recommended to the Traveller.

The Parties are obliged to settle any disputes in a moderate manner. If this is not possible, in case of a 
dispute, the competent court is in Zagreb and Croatian law applies.

In Ploče, 11. 05. 2024.
COLUMBUS d.o.o. — putnička agencija, Trg kralja Tomislava 17, 20 340 Ploče
ID: HR-AB-21-060281387
OIB: 44309081833


