GOUVES WATER PARK

HOLIDAY RESORT

COMPLAINT MANAGEMENT POLICY AND PROCEDURE
Purpose

At Gouves Water Park Holiday Resort, guest satisfaction is our highest priority. We are committed
to continuously improving the quality of our services and enhancing the overall guest experience.

An effective complaint management system is an essential part of our Quality Management
System, enabling us to identify areas for improvement, resolve concerns promptly and fairly, and
strengthen the trust of our guests.

To achieve these objectives, the Hotel has established a structured Complaint Management
Procedure, ensuring that every complaint is handled professionally, impartially, confidentially, and
within defined timeframes.

Complaint Management Policy

Gouves Water Park Holiday Resort 1s committed to managing all guest complaints in a fair,
transparent, and timely manner. We therefore ensure that:

Every complaint is treated with professionalism, confidentiality, and impartiality.
Each complaint is investigated thoroughly, objectively, and without discrimination.
All guests have the right to submit complaints free of charge.

The complaint management process is easily accessible and publicly available through the hotel's
official website: www.gouvespark.gr

Personal information is processed in full compliance with the EU General Data Protection
Regulation (GDPR).

All complaints are recorded, monitored, analyzed, and reviewed to identify trends, improve
operational procedures, and prevent recurring issues.

Hotel employees receive ongoing training in complaint handling, customer care, and service
recovery techniques.

Management actively encourages guest feedback and views complaints as valuable opportunities
for continuous improvement.

Guests are kept informed throughout the complaint handling process and receive a clear and
reasoned response.


http://www.gouvespark.gr/

Policy Review

This Policy is reviewed periodically and updated whenever necessary to ensure its continued
effectiveness, compliance with applicable legislation, and alignment with the Hotel's quality
objectives.

Complaint Submission Procedure
Guests may submit a complaint through any of the following channels:

During their stay

In person at the Reception Desk, either verbally or in writing.
Directly to the Guest Relations Department or the Hotel Management.

Whenever possible, the Hotel aims to resolve complaints immediately during the guest's stay,
ensuring prompt service recovery and guest satisfaction.

After departure

Complaints may also be submitted:

By e-mail: info@gouvespark.gr

By postal mail addressed to the Hotel.
Written complaints should include:

Guest name

Booking reference or reservation number
Room number (if applicable)

Check-in and check-out dates

Contact details (telephone number and/or email address)
A clear description of the complaint
Relevant facts and supporting information

The preferred outcome or proposed resolution

Complaint Handling Process

Upon receipt of a written complaint:

An acknowledgment of receipt will be sent within three (3) working days.

The complaint will be investigated by the appropriate department(s).

A written response will normally be provided within fifteen (15) working days.

If additional investigation is required, the guest will be informed of the reason for the delay and the
expected timeframe for completion.



Guest's Right to Information

Guests have the right to request information regarding the progress of their complaint at any stage
of the investigation process.

The Hotel is committed to maintaining open communication and providing updates until the
complaint has been fully resolved.

Continuous Improvement

All complaints are periodically reviewed by Hotel Management as part of the continuous
Improvement process.

The information collected is used to:
improve service quality;

1dentify operational weaknesses;

implement corrective and preventive actions;
enhance guest satisfaction;

improve staff training and operational procedures.

Commitment

At Gouves Water Park Holiday Resort, every complaint is considered an opportunity to learn,
improve, and further enhance the quality of the hospitality experience we provide to our guests.

We are committed to resolving complaints professionally, respectfully, fairly, and as quickly as
possible, always striving to exceed our guests' expectations.

The Management
Georgios Pelekanakis

e

General Manager



GOUVES WATER PARK

HOLIDAY RESORT

MOAITIKH KAI AIAAIKAZIA AIAXEIPIZHZ NMAPATONQN

SKOToOg

>1o Gouves Water Park Holiday Resort, n LKOVOTToiNoN TwV ETTLOKETTTWY PAG OTTOTEAEL UYLOTN
TTPOTEPALOTNTA. AECUEUOPAOTE YLA TN CUVEXN BEATLWON TNG TTOLOTNTAC TWV UTTNPECLWV KOG KaL
TN SLapKN avapaduLon TN epteLplac GLAoEeviag Tou TTPOCPHEPOULE.

H atmoteAeopaTikn SLaXeLPLON TwV TTAPATTOVWY OTTOTEAEL OVOTTIOOTTOOTO JEPOC TOU ZUCTNUATOG
Alaxeiplong MNoldtntag Tou Eevodoxeiou, KABWCS UAG ETILTPETTEL VA EVTOTTICOUUE EUKALPLEG
BeATiwong, va ETTLAUOUPE £yKALPA KAL SIKALa Ta ZNTAKATA TTOU AVAKUTTTOUV KAL VA EVIOXUOUUE TNV
EUTTLOTOOUVN TWV ETTLOKETTTWV POC.

"La TOV OKOTTO AUTO, TO EeVOOOXELO EPAPPOZEL ULA OPYAVWEVN KAL TEKUNPLWPEVN Aladikacia
Aloxeiplong MNapamovwy, N otrola dLachaiiZel OTL KABE TTAPATIOVO AVTLMETWTTIZETAL UE
ETTAYYEAUATIOMO, APEPOANYLA, EUTTLOTEUTLKOTNTA KAL EVIOC TTPOKAOOPLOUEVWV XPOVLKWV
TTAaLGLwV.

MoAttikn Awaxeipiong Mapamovwv

To Gouves Water Park Holiday Resort deopeuetat va dLaxeLpldetal KAOE TTaPATIOVO ETTLOKETTTN UE
dladAavela, AVTIKELUEVIKOTNTA KAL TAXUTNTA, Slachaiidovtag OTL:

KaBe mapAammovo avTLUETWTTIZETAL JE ETTAYYEAUATLONO, SLAKPLTLKOTNTA KAL ATTOAUTN
EUTTLOTEUTIKOTNTO.

'O\ TO TTOPATIOVA SLEPEUVWVTAL OVTLKELPEVLKA, AUEPOANTTTA KAL XWPLC SLOKPLOELG.
H umoBoAn TapaTovou eivatl dwpedv KaL TTPOCRACLUN O OAOUC TOUG ETTLOKETTTEG.

H MoActikn Ataxeiplong Mapamovwy elvat SLaBeotpn otny eTTioNuN LOTooeAida Tou Egvodoxeiou
(www.gouvespark.gr).

H eme€epyacia OAWV TwV TTPOCWTTIKWY SESOUEVWV TTPAYUATOTTOLELTAL CUNDWVA JE TOV MEVLKO
Kavoviouo Mpootaciag Aedouévwv (GDPR - Kavovioudc (EE) 2016/679).

'O\ Ta TapAaTova KataypddovTal, a&LoOAOYOUVTAL, AVOAUOVTAL KAl TTapakoAouBouvTal
OUCTNUATLKA, WOTE VA EVTOTTLZOVTAL ETAVAAaUBAVOUEVA TTIPOBANUATA KAL Va EHapuoZovTal
SLOPOWTLKEG KAL TIPOANTTTLKEG EVEPYELEG.

TO TTPOOWTTLKO TOU EEVOOOXELOU EKTTALOEUETAL CUVEXWE OTLG APXEG TNC TTOLOTLKNG EEUTTNPETNONG
TTEAATWV KAL OTN OWOTN SLAXELPLON TTAPATIOVWV.


http://www.gouvespark.gr/

H Aloiknon Bewpel Ta TTapATova TTOAUTLUN TTNYN avaTPododOTNONG KAL EUKALPLA YLO CUVEXN
BEATIWON TWV UTTNPECLWV KAL TWV dLABLKACLWV TOU EEVOSOXELOU.

OL ETTLOKETTTEG EVNUEPWVOVTAL YL TNV TTOPELQ EEETAONG TOU TTAPATIOVOU TOUG KAL AAUBAvouv
TEKUNPLWHEVN ATTAVTNON EVIOC TWV TTPORBAETTOPEVWV XPOVLKWY OPLWV.

AvaBewpnon tng MoALTLKAG

H mapouca MoALTkn eTTAVEEETAZETAL OE TAKTA XPOVLKA SLOOTNPATA N OTTOTE AUTO aTaLTelTal,
WOTE va dLaodaAZeTaL N ATTOTEAECUATIKOTNTA TNG, N CUPPOPHWON TNG JE TNV LOXUOUOO
VOPOOECLa KaL N EvapuovLoN TNG UE TOUC OTOXOUG TTOLOTNTAG TOU Eevodoxeiou.

Awadikacia YoBoAng Mapamovwv
OL ETTLOKETTTEC UTTOPOUV VA UTTOBAAOUV TTAPATIOVO JE EVaV ATTO TOUG TTAPAKATW TPOTIOUG:

Katda tn SLapKeLa TNC dLapovng Toug

Mpodopika N ypamtwe otn Reception tou Eevodoxeiou.
AmeuBeiacg oto Tunua Guest Relations n otn AleuBuvon Tou =Zevodoxeiou.

> TOX0C Tou Eevodoxeiou elval, OTToU auTo elval SuvaToy, N APeon eTTLAUCN TOU NTAPATOC TTPLY
aTrO TNV AVOXWPNON TOU ETTLOKETTTN.

MEeTa Tnv avaxwpnon

O ETTLOKETTTNG PTTOPEL va UTTOBAAEL TO TTAPATIOVO TOU:

MEow NAEKTPOVLKOU Taxudpopeiou otn dteubuvon: info@gouvespark.gr
TaxudpouLka, oTn dLeuBuvon Tou EevOdoXelou.

TO ypOTITO TTOPATIOVO Ba TTPETTEL VA TTEPLAAUBAVEL:

OVOPOTETTWVUNO ETTLOKETTTN.

ApLOPO KpATNONG.

ApLBUO6 dwuatiou (EDOCOV UTTAPXEL).

Huepopnvieg AdLENC kaL avaxwpnong.

>towxela emkowvwviag (tnAédwvo n/kat e-mail).

>aodn mepypadn Tou ZNTAPUATOC.

‘OAa Ta OXETLKA YEYOVOTA N OTTOSELKTLKA OTOLXELD TTOU UTTOOTNPLZOUV TO TTAPATTOVO.

Tnv emMOUPNTA N TTPOTEWVOUEVN AUON.



Awaxeiplon Mapamovwy

MeTa TNV TTapoAaPn evog ypaTTou TTapaTTovou:

ATrooTtéMeTAL ETILRERALWON TTAPANARNG EVTOC TPLWV (3) EPYACLUWY NUEPV.
To mapdaTtovo e€eTaZeTal aTTO Ta APPOSLA TUNPOTA TOU EEVOSOXELOU.

O ETMLOKETTTNG AAURAVEL TEKPNPLWUEVN YPATTTA ATTAVTNON EVTOC SEKATIEVTE (15) EPYACLUWY
NUEPWV.

> € TTEPUTTWOELG TTOU ATTALTELTAL TTEPLOCOTEPOG XPOVOG YLa TN SLEPEUVNON, O ETTLOKETTTNG
EVNUEPWVETAL OXETLKA, KOBWGE KAL YLO TOV EKTLUWPEVO XPOVO OANOKANPWONG TNG dLadLKaciag.

Awkaiwpa Evnuépwong

Ka®' OAn tn SLapkeLa TG dLepeuvNong TOU TTAPATIOVOU, O ETTLOKETTTNG EXEL TO OLKALWPA VO
NTNOEL EVNPIEPWON OXETLKA UE TNV TTOPELD EEETAONG TOU.

To Eevodoxelo SGeCUEUETAL VO BLOTNPEL AVOLKTA ETTLKOLVVLA UE TOV ETTLOKETTTN PEXPL TNV OPLOTLKN
dLleuBeTNON TOU ZNTNPATOC.

Suvexnc BeAtiwon

H Atoiknon tou Eevodoxeiou a&loloyel oe TaKTIKN BAcn OAa Ta TTApATTIovVa TToU UTTOBAANOVTAL, E
OKOTTO:

TN BEATLWON TNE TTOLOTNTAC TWV TTAPEXOPEVWV UTTNPECLWY,

TOV EVTOTTLOMO AELTOUPYLKWY OOUVAULWY,

TNV EHAPPOYN SLOPOWTLKWY KAL TIPOANTTTLKWY EVEPYELWY,

TNV EVIOXUON TNG LKAVOTTOLNONG TWV ETTLOKETTTWY,

TN OUVEXN EKTTALOEUON TOU TTPOCWTTLKOU KAL TN BEATIWON TWV ECWTEPLKWY SLABLKACLWV.
Aéopeuon tng Aloiknong

>T1o Gouves Water Park Holiday Resort, ©ewpoupue kKABe TapAmovo wg PLa TTOAUTLUN eukalpla va
ylvoupe KaAUTEpPOL.

H Atolknon KAt To TTPOCWTTLKO TOU EEVOSOXELOU SECUEUOVTAL VA AVTLUETWTTIZOUV KABE ZNTNUA UE
ETTAYYEAUOTLOMO, OEBACHO, SLadaveLa KaL AUEPOANYLA, ETTLOLWKOVTAC TTAVTOTE TNV APECN KAL
dikaun eTAUON TOU KaAL TN ouvexn avaBabuLon Tng epmeLplac GLhoeviag mou TPoohEPOUPE
OTOUG ETTLOKETTTEC POC.

H ALevBuvon
Georgios Pelekanakis

General Manager



