
BOOKING CONDITIONS  
Penguin Travel  
Main office: 
Address: 1421 Sofia, 9 Orfej Str., Bulgaria  
Tel: +359 2 4001050  
Fax: +359 2 4001049  
E-mail: info@penguin.bg   
 
The following Booking Conditions, together with all information relating to your chosen 
holiday contained on our website or in our relevant brochure, form the basis of your contract 
with Penguin Travel (operating through its brand names TrekkingBulgaria, 
CyclingBulgaria, BirdwatchingBulgaria, HorseridingBulgaria, BulgariaCarRent, Ski-
BG, SofiaGuest, PlovdivGuest, TransferBulgaria, Solowalks etc.).  
 
 
1. Making your booking  
Once we have received your booking request an invoice will be issued and sent to you, which 
is actually a confirmation for the services required. As soon as we receive the deposit and rest 
payment, mentioned in the invoice, we will send you the vouchers for all services, stated in 
the invoice. Contact us immediately if any information which is presented on any document 
appears to be incorrect or incomplete as it may not be possible to make changes later.  
2. Payment  
In order to confirm your holiday, a deposit of 100,- Euro per person must be paid at the time 
of booking (or within a week after that, but not later). In order to secure particular flight fares, 
we may require a higher deposit than normal to be paid at the time of booking. This may 
include an amount up to the full cost of the flight(s) concerned. We will advise you of this 
before you confirm your booking.  
The balance of the holiday price must be received by us not less than 5 weeks prior to 
departure. If we do not receive all payments due (including any surcharge where applicable) 
in full and on time, we will send you a written reminder. If you do not pay all payments due in 
full within 7 days of receiving this reminder, we reserve the right to treat your booking as 
cancelled by you.  
3. The cost of your holiday  
We reserve the right to make changes to and correct errors in advertised prices at any time 
before your holiday is confirmed. If there are any changes to the published prices, these will 
be confirmed at the time of booking. We will advise you of any error of which we are aware 
and of the then applicable price at the time of booking.  
Once the price of your chosen holiday has been confirmed at the time of booking then, subject 
to the correction of errors, we will only increase or decrease the price, subject to the 
conditions set out in this clause, if our costs increase or decrease as a result of transportation 
costs (e.g. fuel, scheduled airfares and any other airline surcharges which are part of the 
contract between airlines (and their agents) and the tour operator) or dues, taxes or fees 
payable for services such as landing taxes or embarkation or disembarkation fees at ports or 
airports increasing or decreasing. We will not change the confirmed price of your holiday due 
to fluctuations in currency exchange rates. We will absorb increased costs up to a total 
amount equivalent to 5% of the cost of your confirmed holiday. Only if the increased costs 
exceed this 5% will we ask you to pay the difference. If any increase is greater than 5% of the 
cost of your holiday, you will be entitled to cancel your booking and receive a full refund of 
all monies paid to us (except for any amendment charges) or alternatively purchase another 
holiday from us.  
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4. Changes by you  
Should you wish to make any changes to your confirmed holiday, you must notify us in 
writing as soon as possible. Whilst we will endeavour to assist, we cannot guarantee we will 
be able to meet any such requests.  
5. Cancellation by you  
Should you or any member of your party need to cancel your chosen holiday once it has been 
confirmed, the party leader must immediately advise us in writing by recorded delivery post 
or fax. Your notice of cancellation will only be effective when it is received in writing by us 
at our offices. If we receive your notice 8 weeks or more before departure, we will retain your 
deposit (NB this includes all amounts due at the time of booking in respect of any flight(s). 
Such amounts could equal the full cost of the flight(s). If we receive it less than 8 weeks 
before departure, the following charges will be payable per person cancelling except where 
these represent less than the deposit(s) paid at the time of booking per person cancelling - in 
this case the deposit(s) paid will be retained by us by way of cancellation charge and not the 
percentage shown below. The charges set out below are shown as a percentage of the total  
cost payable by the person(s) cancelling excluding insurance premiums and any amendment 
charges, according to the period before departure within which written notification of 
cancellation is received by us.  
> 30 days - 30%; 29 - 15 days - 50%; 14 - 8 days - 70%; 7 days or less - 100%;  
If any member(s) of your party is/are prevented from travelling, the person(s) concerned will 
be able to transfer their place to someone else (introduced by you) providing the following 
requirements are complied with. We must be notified of the transfer(s) in writing (giving full 
details of the original and substitute party member(s)) not less than two weeks before 
departure. A transfer will not be possible if there is a waiting list for places in which case the 
available place must be offered to the next person on that list. For flight inclusive bookings, 
you must pay the charges levied by the airline concerned. As most airlines do not permit name 
changes after tickets have been issued for any reason, these charges are likely to be the full 
cost of the flight.  
6. Changes and cancellation by us  
We start planning the holidays we offer many months in advance. Occasionally, we have to 
make changes to and correct errors in brochure, website and other details both before and 
after bookings have been confirmed and cancel confirmed bookings. Whilst we always 
endeavour to avoid changes and cancellations, we must reserve the right to do so. Most 
changes are minor. Occasionally, we have to make a "significant change" before departure, 
such as: a change of accommodation to that of a lower official classification or standard for 
the whole or a major part of the time you are away, a change of accommodation area for the 
whole or a major part of the time you are away, a change of outward departure time or overall 
length of time you are away of twelve or more hours, alterations to your confirmed place of 
departure that add more than 100 miles to any single leg of your journey. If we have to make 
a significant change or cancel, we will tell you as soon as possible. If there is time to do so 
before departure, we will offer you the choice of the following options: (a) accepting the 
changed arrangements or (b) purchasing an alternative holiday from us, of a similar standard 
to that originally booked if available. We will offer you at least one alternative holiday of 
equivalent or higher standard for which you will not be asked to pay any more than the price 
of the original holiday. If this holiday is in fact cheaper than the original one, we will refund 
the price difference. If you do not wish to accept the holiday we specifically offer you, you 
may choose any of our other then available holidays. You must pay the applicable price of 
any such holiday. This will mean your paying more if it is more expensive or receiving a 
refund if it is cheaper or (c) cancelling or accepting the cancellation in which case you will 
receive a full and quick refund of all monies you have paid to us.  
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7. Force majeure  
Except where otherwise expressly stated in these booking conditions, we regret we cannot 
accept liability or pay any compensation where the performance or prompt performance of 
our contractual obligations is prevented or affected by, or you otherwise suffer any damage or 
loss as a result of, "force majeure". In these Booking Conditions, "force majeure" means any 
event which we or the supplier of the service(s) in question could not, even with all due care, 
foresee or avoid. Such events may include war or threat of war, riot, civil strife, terrorist 
activity, industrial dispute, natural or nuclear disaster, adverse weather conditions, fire and all 
similar events outside our control.  
8. Our liability to you  
(1) We promise to make sure that the holiday arrangements we have agreed to make, perform 
or provide as applicable as part of our contract with you are made, performed or provided 
with reasonable skill and care. This means that, subject to these booking conditions, we will 
accept responsibility if, for example, you suffer death or personal injury or your contracted 
holiday arrangements are not provided as promised or prove deficient as a result of the failure 
of ourselves, our employees, agents or suppliers to use reasonable skill and care in making, 
performing or providing, as applicable, your contracted holiday arrangements. Please note it is 
your responsibility to show that reasonable skill and care has not been used if you wish to 
make a claim against us. In addition, we will only be responsible for what our employees, 
agents and suppliers do or do not do if they were at the time acting within the course of their 
employment (for employees) or carrying out work we had asked them to do (for agents and 
suppliers). We will not be responsible for any injury, illness, death, loss (for example loss of 
enjoyment), damage, expense, cost or other sum or claim of any description whatsoever 
which results from any of the following:  
(a) the act(s) and/or omission(s) of the person(s) affected or any member(s) of their party or 
(b) the act(s) and/or omission(s) of a third party not connected with the provision of your 
holiday and which were unforeseeable or unavoidable or (c) 'force majeure'. We cannot accept 
responsibility for any services which do not form part of our contract. This includes, for 
example, any additional services or facilities which your hotel or any other supplier agrees to 
provide for you where the services or facilities are not advertised in our brochure or website 
and we have not agreed to arrange them. Please note, we cannot accept any liability for any 
damage, loss, expense or other sum(s) of any description (1) which on the basis of the 
information given to us by you concerning your booking prior to our accepting it, we could 
not have foreseen you would suffer or incur if we breached our contract with you or (2) which 
did not result from any breach of contract or other fault by ourselves or our employees or, 
where we are responsible for them, our suppliers. Additionally we cannot accept liability for 
any business losses.  
(2) The promises we make to you about the services we have agreed to provide or arrange as 
part of our contract - and the laws and regulations of the country in which your claim or 
complaint occurred - will be used as the basis for deciding whether the services in question 
had been properly provided. If the particular services which gave rise to the claim or 
complaint complied with local laws and regulations applicable to those services at the time, 
the services will be treated as having been properly provided. The exception to this is where 
the claim or complaint concerns the absence of a safety feature which might lead a reasonable 
holiday maker to refuse to take the holiday in question.  
(3) Where any claim or part of a claim concerns or is based on any travel arrangements 
(including the process of getting on and off the transport concerned) provided by any air, sea, 
rail or road carrier or any stay in a hotel, the maximum amount of compensation we will have 
to pay you will be limited. The most we will have to pay you for that claim or that part of a 
claim if we are found liable to you on any basis is the most the carrier or hotel keeper 
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concerned would have to pay under the international convention or regulation which applies 
to the travel arrangements or hotel stay in question (including, for example, the Warsaw 
Convention as amended or unamended and the Montreal Convention 1999 for international 
travel by air and/or for airlines with an operating licence granted by an EU country, the EU 
Regulation on Air Carrier Liability No 889/2002 for national and international travel by air  
and the Athens convention for international travel by sea). Please note: Where a carrier or 
hotel would not be obliged to make any payment to you under the applicable International 
Convention or Regulation in respect of a claim or part of a claim, we similarly are not obliged 
to make a payment to you for that claim or part of the claim. When making any payment, we 
are entitled to deduct any money which you have received or are entitled to receive from the 
transport provider or hotelier for the complaint or claim in question.  
(4) You must provide ourselves and our insurers with all assistance we may reasonably 
require. You must also tell us and the supplier concerned about your claim or complaint as set 
out in below. If asked to do so, you must transfer to us or our insurers any rights you have 
against the supplier or whoever else is responsible for your claim or complaint (if the person 
concerned is under 18, their parent or guardian must do so). You must also agree to cooperate 
fully with us and our insurers if we or our insurers want to enforce any rights which are 
transferred.  
9. Complaints and problems  
In the unlikely event that you have any reason to complain or experience any problems with 
your holiday whilst away, you must immediately inform the hotelier, carrier or other supplier 
in question. Any verbal notification must be put in writing and given to them as soon as 
possible. If the complaint or problem is not resolved to your satisfaction straight away, you 
must contact us with full details by telephone or fax within 48 hours. Until we know about a 
problem or complaint, we cannot assist. Most problems can be dealt with quickly. If you 
remain dissatisfied, however, you must write to us within 28 days of your return back to your 
home giving your booking reference and full details of your complaint.  
10. Your responsibilities  
Bookings are accepted on the understanding that all persons travelling are normally in good 
health and able to fulfil the physical demands of the chosen holiday. Please do not take risks 
while on an activity holiday. We regret we cannot accept any liability if you are refused entry 
onto any transport or into any country due to failure on your part to carry correct 
documentation.  
When you book with us, you accept responsibility for any damage or loss caused by you or 
any member of your party. Full payment for any such damage or loss (including lost keys) 
must be paid direct at the time to the accommodation owner or manager or other supplier. If 
you fail to do so, you will be responsible for meeting any claims subsequently made against 
us (together with our own and the other party's full legal costs) as a result of your actions.  
We expect all clients to have consideration for other people. If in our reasonable opinion or in 
the reasonable opinion of any other person in authority, you or any member of your party 
behaves in such a way as to cause or be likely to cause danger, upset or distress to any third 
party or damage to property, we are entitled, without prior notice, to terminate the holiday of 
the person(s) concerned. In this situation, the person(s) concerned will be required to leave the 
accommodation or other service. We will have no further responsibility toward such person(s) 
including any return travel arrangements. No refunds will be made and we will not pay any 
expenses or costs incurred as a result of the termination.  
11. Special requests and medical problems  
If you have any special request, you must advise us at the time of booking. Although we will 
endeavour to pass any reasonable requests on to the relevant supplier, we regret we cannot 
promise that any request will be met unless we have specifically confirmed this in writing. 
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Confirmation that a special request has been noted or passed onto the supplier or the inclusion 
of the request on your Booking Confirmation and Invoice or any other documentation is not 
confirmation that the request will be met. Unless and until specifically confirmed, all special 
requests are subject to availability. We regret we cannot accept any conditional bookings, i.e. 
any booking which is specified to be conditional on the fulfilment of a particular request. All 
such bookings will be treated as "standard" bookings subject to the above provisions on 
special requests.  
12. Brochure & website accuracy  
Please note, the information and prices shown on this site and in our brochures may have 
changed by the time you come to book your holiday. Whilst every effort is made to ensure the  
accuracy of the website, brochures and prices at the time of printing, regrettably errors do 
occasionally occur. You must therefore ensure you check all details of your chosen holiday 
(including the price) with us at the time of booking. This website and our brochures are our 
sole responsibility. They are not produced on behalf of and do not commit any independent 
organisation/carriers whose services are featured in it. 


