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	RE
:
	RESERVATION AND CANCELLATION POLICY


1. You understand that by using the reservation services you are agreeing to be bound by this policy. If you do not accept it in its entirety, do not make any reservation. 

2. Due to the processing requirements, on occasion Brown Sugar Lodges is unable to confirm a reservation immediately. Below is the usual response time taken to confirm reservations  for Brown Sugar Backpackers, when immediate confirmation is not available:  1 to 2 days

Disclaimer: Whilst we endeavour to process your booking request within the time guidelines shown above, unfortunately at times we are unable to finalize your requests within the limit. Circumstances that may cause delays in replying to you will include international public holidays, connectivity problems and time zone differences. 

3. You understand and acknowledge that your required booking deposit is unconditionally non-refundable. In the unlikely event of a problem arising, our liability to you, if any, is limited to the deposit you paid less a ZAR250 administration fee. 

4. Please note it is advisable to protect the investment in your trip or vacation by means of a comprehensive trip cancellation and or travel insurance that must be purchased in the country of origin prior to your arrival to South Africa. 

4.1 All cancellations must be done in WRITING via E-mail: liezelroux@mweb.co.za or Facsimile: South Africa  +27 866 066 948

4.2 When you contact us, we require the following, so that we may efficiently process your cancellation request and reply to you:

· E-mail address used in the booking

· First Name and Last  Name (Surname) used in the booking 

· Original booking details 

4.3 Cancellation must be confirmed back to you by one of our consultants. If you have not received a confirmation of the cancellation within 24-hours after submission, it means we have not received or read it and you must resubmit it. 

5. All amendments to your reservation must be notified to and agreed with Brown Sugar Backpackers directly. 

6. In the event of no-show without cancellation, Brown Sugar Backpackers has the right to charge the first nights’ accommodation for full payment.

7. It remains the responsibility of the end user to keep updated with any changes made by Brown Sugar Backpackers within their own specific policies or Terms and Conditions as posted on our web site.

8. Brown Sugar Lodges reserves the right to change these terms and conditions as well as the contents of its website for any reason without notice. Brown Sugar Backpackers also reserves the right to change and increase the rate per person, without notice due to statutory price increases announced by Government from time to time regarding our national water, electricity and petrol suppliers.

9. This right shall not affect the terms and conditions accepted by you upon making a legitimate reservation.

10. A reservation is regarded legitimate if the required booking deposit was paid in full on the due date/expiry date and a confirmation was send to you on or before date of arrival. 

GROUP BOOKINGS

1. A security payment or booking deposit of 25-50% of the total fee is required and must be paid in full on or before the expiry/due date; as indicated on the pro forma invoice. 

2. All allowed discounted rates  will be cancelled or forfeited; if the required booking deposit is not made on or before the expiry date.

3. Please note that we often have other groups that apply for the same accommodation or they overlap your reservation dates during our peak periods. The first group that pays the booking deposit will be confirmed and you could loose your reservation. 

4. We have online bookings that must be honoured at all times and this can reduce the number of available beds until you secure your reservation with us.

5. When a group booking is made and confirmed, the contract is deemed to have been made between Brown Sugar Lodges CC and the contact person who made the booking. 

6. It is requested that this contact person pass on all details to all other members of the party so that all concerned are aware of our conditions and policies and what we are offering. 

7. The balance of the payment is due on or before arrival and groups will not be checked in the establishment until all monies due is paid in full by cash, bank transfer or credit card. 

8. An additional refundable breaking fee deposit  of ZAR500 is due on date of arrival and must be paid in cash.

9. The breaking fee or deposit will be refunded to the group within 24-hours from date of departure after close inspection of all dormitories and rooms for missing or damaged items such as; linen, blankets, fixtures, furniture, broken beds, ripped curtains, running taps, damage to the carpets or tiles, bathrooms and surrounding areas.

10. We have experienced many problems in the past with large groups because the lack of supervision and or discipline. Those groups or schools will not be allowed to stay with us again. We hereby request that the supervisors/teachers/educators ensure that the rooms are tidy and clean before the group depart 

KITCHEN FACILITIES (SELF CATERING for GROUPS)

1. We have a large kitchen, equipped with two stoves and one guest oven where groups can prepare and cook their own meals.
2. Groups must provide their own pots, pans, utensils, cutlery, plates, cups and whatever they will need to cook or
3. A rental fee of R5 per person per day will be charged if the group wants to rent or make use of our crockery, cutlery, cooking utensils, pots, pans and foam cups will be supplied at a cost of R1 per person per usage. Stock will be counted and signed for by the group and checked daily by the kitchen staff after usage. Breakage, lost or missing fee of R15 per item will apply and added to your invoice. 
4. Groups must provide their own food, spices, oil, butter or any other ingredients needed as the lodge will not supply any of these to the groups.
5. We have a guest fridges and freezers in the kitchen and two small microwave ovens. Large Freezer facilities will be available on request, if we have space.
6. A minimum daily kitchen admin fee of R250 per day will be charged towards water, electricity and gas used to prepare and cook your own meals.
7. You are required to clean up your work area and wash up your own dishes, pots, pans and utensils after every meal you prepare and cook. The lodge will not be cleaning up after you.

8. You can request or book one or two of our kitchen staff to assist with the preparation, cooking, serving and cleaning for the group at and additional R50 per cleaner per shift or meal.

9. You will be charged an additional R100 cleaning fee, every time you fail to clean up the kitchen or wash the dishes after you have prepared and served meals as this is not part of my kitchen staff’s daily duties. 

10. Children under 12 will not be allowed in the kitchen without adult supervision at any time. 

DISCOUNTED PACKAGES or RATES

1. When a discount package or rates is offered for extended stays or group bookings, and the booking is confirmed, the tariff is then fixed at the agreed price as soon as the required booking fee deposit is paid in full.

2. There will be no reduction for alterations made after the agreed discount package has been confirmed. 

3. All bookings or reservations will be confirmed once the required booking deposit is aid in full.

4. The owner will be the only authorised person to allow reduced rates and or discount on any reservation and employees, temporary staff or tour guides may not be approached for discount. 

5. All discounted rates and or packages will be applied for and confirmed in writing and signed or verified by the owner. 

CANCELLATION FEE PENALTIES

The following cancellation fee penalties apply on the full value of all confirmed reservations or bookings:

MIDWEEK (MONDAY TO THURSDAY)

· If cancelled within 11-30 days prior to arrival – 25%

· If cancelled within 3-10 days prior to arrival – 50%

· I cancelled within 2 days prior to arrival – 100%

WEEKENDS (FRIDAY TO SUNDAY) and PEAK PERIODS (Including all group bookings)

· 25% cancellation fee, if cancelled less than 60 days prior to arrival 

· 50% cancellation fee, if cancelled less than 42 days prior to arrival

· 75% cancellation fee, if cancelled less than 21 days prior to arrival

· 100% cancellation fee, if cancelled less than 7 days prior to arrival


