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1. Purpose of the Complaint Handling Policy:

NOA Panzió*** (Violin-food Trade Kft., registered office: 2220 Vecsés, Üllői út 841, tax ID:

26549158-2-13) has established this policy to ensure a higher level of satisfaction and efficient

handling of guest complaints.

2. The principles of the policy:

The principle of fully investigating and responding to complaints

The principle of guest satisfaction

For NOA Panzió***, the most important thing is that its guests are always satisfied with the

services provided by the Panzió. For this reason, their complaints must be investigated impartially
and thoroughly,

within the framework of an equitable procedure, as such an investigation may provide important
information

for us. Following the investigation of a complaint, our Panzió commits to providing a response

detailing the results of the comprehensive investigation of the complaint, the

proposed resolution of the complaint, measures regarding its resolution, and, in the event of

rejection, the grounds for such rejection. In addition, the complainant will be informed

of which authority they may contact regarding their complaint.

3. Scope of the Policy

3.1. Personal Scope: The scope of this policy extends to all

employees working at NOA Panzió***, who are required to familiarize themselves with the
provisions of this policy and are

personally responsible for complying with them.

3.2. Material scope: The scope of these regulations extends to complaint handling

activities related to the reporting of complaints, as well as tasks related to their record-keeping.

These regulations do not extend to the handling of reports that do not qualify as complaints.

3.3. Detailed provisions
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3.3.1. The Complaint

A complaint is any objection arising from the service or omission of NOA Panzió***

in connection with which the guest requests action from NOA Panzió***. It does not qualify

as a complaint if the customer requests general information, an opinion, or a statement

from the Panzió.

3.3.2. The Complainant:

A complainant may be any person classified as a consumer under Act CLV of 1997 on Consumer
Protection

who has used the services of NOA Panzió***

or who is the recipient of commercial communications or offers related to the Panzió’s services.

3.3.3. Methods and locations for filing a complaint:

verbal complaint:

on-site at the Pension’s reception desk, in person or by phone at+36 29 741 074

written complaint:

o in person by entering it in the Guest Book located at the Pension’s reception desk

o by mail sent to Violin-food Trade Kft., 2220 Vecsés, Üllői út 841

o by email sent to info@noapanzio.hu

3.3.4. Complaint handling deadlines:

The guesthouse manager will immediately investigate the verbal complaint and resolve it as
necessary. If the

complainant does not agree with the handling of the complaint or if an immediate investigation of
the complaint is not

possible, the manager is required to immediately

and provide a copy of it to the consumer on the spot in the case of a verbal complaint made in
person,

or, in the case of a verbal complaint made by phone, send the recorded

report to the guest by mail or email within 30 days at the latest,
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along with a substantive response.

Verbal complaints submitted by telephone or via electronic communication services

are assigned a unique identification number by NOA Panzió***.

When recording the report, NOA Panzió*** shall record at least the following information:

the complainant’s name, address (registered office), mailing address,

the place, time, and method of submitting the complaint,

a detailed description of the complaint, a list of the documents and

other evidence presented by the complainant,

NOA Panzió***’s statement regarding its position on the complaint, provided that

an immediate investigation of the complaint is possible,

the signature of the person taking the record and—except for verbal complaints communicated
by telephone or other electronic communication

services—the consumer’s signature,

the place and time of the record’s creation,

in the case of a verbal complaint communicated by telephone or other electronic communication
service,

the complaint’s unique identification number.

During the complaint handling process, the following data may be requested from the customer for
identification purposes and to ensure efficient case management:

the following data:

the complainant’s name, address (registered office), mailing address, phone number, preferred
method of notification,

and, in the case of an authorized representative, a valid power of attorney

3.3.5. Handling of the Complaint

NOA Panzió*** records every complaint, paying particular attention to

the protection of personal data. The personal data requested is used exclusively for identification
purposes
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and may not be used for any other data collection purposes. The data of the customer submitting the
complaint

must be handled in accordance with the provisions of Act CXII of 2011

on the Right to Self-Determination in Information and Freedom of Information.

Administrative responsibilities related to complaint handling:

Based on the complaint handling system and processes of NOA Panzió***, the following persons

are authorized to substantively handle complaints:

guesthouse manager

managing director

3.3.6. Investigation of the complaint:

The investigation of the complaint takes place with due consideration of all relevant circumstances.

3.3.7 Communication of the decision regarding complaint handling:

Unless otherwise provided by a directly applicable legal act of the European Union,

NOA Panzió*** is obligated to respond to the written complaint in writing

in a manner that can be substantiated on the merits and take steps to communicate it. A shorter

deadline may be established by regulation, and a longer deadline by law. A decision to reject

the complaint must be justified in all cases. 3.3.8. If NOA Panzió***’s complaint handling process did
not satisfy the complainant

or if NOA Panzió*** rejected the complaint, the complainant may request a free proceeding

from the regionally competent Conciliation Board. To initiate the procedure, a customer

who qualifies as a consumer may file a complaint with the Conciliation Board

operating under the competent county chamber of commerce in the consumer’s place of residence
or the location of the service provider’s

business operations.

A list of county organizations is available at https://bekeltetes.hu.

In the information sent to the complainant, NOA Panzió*** indicates the competent authority,

as well as the headquarters,
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telephone and internet contact information, and mailing address of the conciliation board

based in the complainant’s place of residence or stay.

NOA Panzió*** has not made a general declaration of submission.

The complainant also has the option of taking the matter to court.

If, during the complaint handling process, NOA Panzió*** violated the legal rights guaranteed to the
consumer

(such as failing to respond in a timely or substantive manner to a

complaint submitted in writing or verbally, misleading the consumer, or committing any other

violation of consumer protection laws), the consumer may contact the district office

with jurisdiction over their place of residence.

Contact information for district offices: https://kormanyhivatalok.hu

4. Record-keeping of complaints:

NOA Panzió*** maintains a record of received complaints according to uniform principles. The

record-keeping system is designed so that the date of the response can be clearly

determined from it. The record is suitable for uncovering and identifying the facts underlying the
complaint,

as well as for correcting and summarizing the uncovered facts and events.

NOA Panzió*** is required to retain a copy of the complaint (complaint report) and the response

for three years and to present it to the supervisory authorities upon their request.

4.1 The investigation of a complaint that is identical in content to a previously answered complaint,

made by the same consumer, and containing no new information, as well as a consumer complaint

made by an unidentifiable person, may be omitted.

5. Final Provisions:

The handling of guest complaints is governed by these Regulations, Act CLV of 1997 on Consumer
Protection,
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and the provisions of Act V of 2013 on the Civil Code.

6. Effective Date:

These Regulations shall apply from July 17, 2024, until their revocation.

Dated: Vecsés, July 17, 2024.

Violin-food Trade Kft.


