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COMPLAINT MANAGEMENT POLICY AND PROCEDURE

Purpose

Simantro Resort prioritizes the continuous improvement and enhancement of the
services provided to its guests. Effective investigation and management of
complaints is an essential process for delivering quality services. To serve this
purpose, the hotel has developed a structured and defined Complaint Management
Procedure that enables and ensures impartial investigation, processing, and
settlement of complaints.

Complaints Management Policy

With this policy, the hotel commits to managing complaints promptly and
impartially, ensuring that:

Every guest complaint submitted will be handled thoroughly and discreetly.

The process will be fair to the guest and to any staff member of the hotel mentioned
in the complaint.

There is no charge for submitting complaints.

The hotel's policy is posted on its website: www.simantroresort.gr.

Personal data protection is maintained in accordance with the EU General Data
Protection Regulation (GDPR).

Complaints are recorded, analyzed, and grouped regularly to evaluate their
resolution and to exclude problematic procedures and practices.

Hotel staff are continuously trained in the proper management of guest complaints
with the aim of satisfying them and the improvement of hotel services.


http://www.simantroresort.gr/

The hotel's management and staff consider the right of guests to express their
complaints as inalienable and are committed to their prompt and fair resolution.

Policy Review

The complaint management policy is reviewed whenever required.

Complaint Submission Procedure
Any guest complaint can be submitted as follows:

At the hotel Reception, either verbally or in writing. The goal is to provide an
immediate solution before the guest's departure

By email to the hotel's email address: dhm@simantro-resort.gr

By letter, which can be sent directly to the hotel, including:

- The booking details (Booking number, Guest name, Room number, Check-in
and Check-out dates) as well as contact information.

- A clear description of the complaint.

- Detailed reference to the reasons of the complaint.

- Expectations regarding the resolution of the issue.

Processing Time for Written Complaints

An acknowledgment of receipt of the complaint will be sent within 3 working days of
receipt.

The complaint will be investigated within 15 working days, and a response will be
sent promptly.

In particular cases in which the processing of the complaint requires more time than
specified above, the guest will be fully informed.

Right to Information

During the investigation period of the complaint, the guest has the right to ask the
hotel for information on the progress of the complaint.


mailto:dhm@simantro-resort.gr
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NOAITIKH AIAXEIPIZHZ KAl AIAAIKAZIA YIOBOAHZ MAPAMONQN

ZKOMOG

To SIMANTRO RESORT £xelL B£€0el wG MPOTEPALOTNTA TOU TN ouvexn PBeAtiwon Kot
ovaBadulon Twv TIOPEXOUEVWV UTINPECLWV TIPOC TOUC TieEAAte Tou. H
amoteAsopatikn) Slepelivnon Kot Slaxeiplon Twv MAPAMOVWY amoteAel ouowwdn
Stadkaoia yla TNV Mopoxn MOLOTIKWY UTtnpectwy. MNpog e€unnpétnon autol Tou
okormoU To £&evoboxelo €xel avamtifel pla oploBstnuévn Kol KoOoplopévn
Stadkaoia Alaxeiplong Mapamovwy mou eNLTPEMEL Kal Staocdalilel TNV apepOAnmTn
£€peuva, dlekmepaiwaon Kat emiAuor) Touc.

NoAwtikn) SLtoxeiplon noparovwv

- Me tnv napovoa moAwtikr to SIMANTRO RESORT &eopevetal OtL n Staxeiplon Twy
apanovwy Ba elval AUECN KAl AVETNPEACTN KOTOXUPWVOVTAG OTL:

- Kabe mapamovo meldatn mou umofdMetal Ba Saxelpiletal oe PBabog kot pe
SLoKpLTIKOTNTA.

- Oa eival dikailn mMpog Tov MEAATN Kal TPOC OMOLOSHTIOTE ATOUO TOU TTPOCWITLKOU
Tou Eevodoyeiou oto omoio mbavov va yivetal avadopd oTo mapanovo.

- Ml TtV uTtoBoAN TwWV MapPATOVWY SEV UTIAPXEL XPEWOT).

- H moAwttiky tou £&evobdoxelou eival avaptnuévn otnv LotooeAida Ttou:
www.simantroresort.gr

- H npootacia npoocwnikwv dedouévwy tnpeital cuudwva pe tov MNevikd Kavoviouo
yla tnv Mpootacia Npoowriikwv Asdopévwy (GDPR) tn¢ EE.



- Ta mapamova Kataypddovrtol, avaAuovtal Kot opadomolouvtol O TaKTA
Slaotiuatra, wote va aflohoyeital n emiluor TOUG KAl vo  amokAsiovtot
TPOPBANUATIKEG SLASIKACIEC KL TIPOKTLKEC.

- To Mpoowmnikd tou Eevodoxeiou ekmatdevetal SLOPKWG OTN CWOTH SLaXelplon Twv
TIOPATOVWY TWV TEAATWV HE OTOXO TNV LKOVOTIOLNGN TOUC KOL TOUTOXPOvVA OTNh
BeAtiwon Twv unnpectwyv Tou Eevodoxeiou.

- H Awevbuvon kol to TPooWwrkd Tou Eevodoxeiou Bewpouv avadaipeto TO

Sikalwpa twv mehatwy va ekdpalouv To MOPATIOVO TOUG Kal Seopevovtal yla thv
apeon kot dikatn emiluon Touc.

AvaBswpnon MoAwtkig

H moAttikn Staxeiplong mapanovwy avabewpeltal Omote Tuxov amattnOel.

Awadikaoia YroBoArg Napamndvou

Omnoloénmote mapamnovo rneAdtn prnopet va urtofAnOei wg €nc:

- Xtn Reception tou £gvodoxelou eite mpodoplkwE elte ypamtwc. ITOX0C lval
va 600el apeoca AUon mpLv TNV avoxwpenon Tou meAAT.

- Me nAeKTpovikO HAVUHA oTnV nAektpovikr) StevBuvon tou Eevodoxeiou
dhm@simantro-resort.gr

- Me enotoAn n omnoia pnopet va amootalel aneuBeiag oto Eevodoyxeio , otnv
omota

- Na avaypadovtal ta otolxela TG Kpatnong (AplBuog kpatnong, Ovoua
neAatn, AplBudg Sdwpadtiou, nuépa adlEng Kal avaxwpnong) Kabwg kat
otolxela emkowvwviag

- Na neplypadetal pe oadprvela To mapanovo

- Na Avadépovtal ouyKeKpLUEVA oL AGyoL yla Toug omoioug urmoBAAAeTal To
TIAPATIOVO

- Kot va avadépovtalL oL TPooSOKiEG OXETIKA HME TNV €miluon Tou
npoBARUaATOC

Xpovoc dieknepaiwonc ypamntol napanovou

- H BePaiwon mapaAaBnig mapamnovou Ba amooTEAANETAL VIO 3 EPYACLUWY
NUEPWV Ao TNV NUEPOoUNnVia mapalaBnic.

- To napadamnovo Oa Olepeuvdtal evtog 15 epydolpwv nuepwv kKot Ba
amooTEANETOL AUEDTA N ATIAVTINON).



- e €elOIKEC TEPUTTWOEL KOTA TIC Omoleg ylo TNV Olekmepaiwon Tou
TLAPATIOVOU Ba XPELACTEL IEPLOCOTEPOC OO TOV TTAPATIAVW OPL{OUEVO XPOVO,
Ba uTtdpEeL OXETIKN Kal TTANPNG EVNUEPWON TOU TTEAQTH.

Awaiwpa eviuépwong

Kata tn Siapkela Slepelivnong TOU MAPATIOVOU O TIEAATNG £XEL KABe Sikailwpa va
{ntnoeL ano to £evodoxeio, evnuépwon yLa TNV mopeia e€EALENG TOU TapATTOVOU.



