REFUND POLICY EN

Last updated: 09.02.2026
Data controller / Contact: Polako Inc (PIB: 03479218), vadim.panas@bath.edu, +382 68 488 8257.

1. Scope — what this policy covers

This Refund Policy applies to paid lessons and services provided by Polako Inc via
https://polakoenglish.online/ (individual online lessons, packages, single-session purchases). It describes
how the Client receives the service, the cancellation / rescheduling rules, the cases when a refund is
available, and how refunds are processed.

2. Prices (current rates)

e Trial lesson (no homework, includes preparation): €11.00 per 30-40 minutes (applicable once
only)

Conversational practice (English or Russian as a foreign language; no homework, ad-hoc): €16.50
per 60 minutes.

Standard lesson (General English; Grammar; Business English — includes homework &
preparation): €21.00 per 60 minutes.

Exam preparation lesson (includes homework & preparation): €25.00 per 60 minutes.

Group lesson (General English, Grammar; includes homework & preparation): from €10.00 per
60 minutes per person (4-6 people in each group).

3. How the service is delivered / client access

e Lessons are delivered online by invitation link (Google Meet — https://meet.google.com/ or
other platform agreed with the client such as https://meet.jit.si/, Discord, Microsoft Teams).

e By agreement the lesson can be added to the client’s Google Calendar (using the client’s email).
Future lessons may be listed on a Trello board and are confirmed by e-mail.

e Depending on lesson type, homework is emailed within 24 hours after the lesson (not provided
for conversational-only lessons). Written/oral tasks may be checked before or during the lesson
as appropriate.

4. Cancellation / rescheduling rules (Client obligations)

e If the Client cannot attend a scheduled lesson, they must notify the teacher at least 24 hours
before the scheduled start time by email to avoid losing the lesson — then the lesson does not
expire and may be rescheduled.

e If the Client requests rescheduling/cancellation less than 24 hours before the lesson, the teacher
will at his discretion offer another time on the same day. If the Client refuses or it is impossible
to conduct the lesson on the same day, the lesson is considered forfeited (no automatic refund).

e If the Client misses a lesson due to sudden illness (their own or a close relative) and notifies the
teacher less than 24 hours before the lesson, rescheduling/cancellation may be agreed by
mutual arrangement after the teacher receives an explanatory message at the contact email; the
teacher will consider such requests in good faith.

e Teacher-initiated cancellations (teacher cannot provide the lesson) — the lesson will be
rescheduled at a mutually agreed time, or the Client is entitled to a full refund for the affected
lesson.
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5. Right of withdrawal / consumer cancellation (EU/EEA) — legal background

Under EU consumer law, consumers generally have a 14-day right of withdrawal for distance
contracts, starting from the conclusion of the contract for services (Directive 2011/83/EU). The
trader must refund without undue delay and in any event no later than 14 days after being
informed of the consumer's decision to withdraw.

Important exception for services: If the Client expressly requests that performance (i.e. the
lesson) begins during the 14-day withdrawal period and acknowledges that they will lose the
right to withdraw once the service has been fully performed, the right of withdrawal does not
apply after full performance (see EU rules on services and digital content). In practice: once a
lesson has been delivered in full (the scheduled lesson took place), the client cannot later
withdraw and claim a refund for that performed lesson, except where the Provider failed to
supply the service as agreed.

6. When a refund is available (summary)

Refund available (full):
o Ifthe lesson is cancelled by the teacher and the parties cannot agree a new time.

o If the Client cancels in accordance with the 24-hour rule above (i.e., not less than 24
hours prior to the lesson) and requests a refund instead of rescheduling — in that case
the Client is entitled to refund for that lesson.

o Ifthe Client validly exercises the legal right of withdrawal under applicable consumer law
prior to the Provider’s full performance (see §5) where such right applies (EU/EEA
consumers — subject to rules in Directive 2011/83/EU and local implementation).

No refund (lesson forfeited):

o If the Client cancels less than 24 hours before the lesson and refuses/does not accept
the teacher’s same-day alternative (unless illness exception is agreed).

o Ifthe lesson has already been provided and was performed in accordance with the
agreement — the Client may not withdraw and claim a refund for a lesson that already
took place (see §5).

lliness / exceptional circumstances: handled case-by-case; teacher will consider supporting
documentation or reasonable explanation and may permit rescheduling or refund at his
discretion.

7. Refund procedure — how to request a refund

1.

Send a refund request by e-mail to vadim.panas@bath.edu including: order/booking reference
(if any), full name, date & time of the lesson, reason for refund, and bank details for
reimbursement (IBAN, BIC/SWIFT and account holder name) if a bank transfer is requested. If
the original payment was by card/online, the Provider will normally refund to the original
payment method unless otherwise agreed.

The Provider will acknowledge receipt of the request within 3 business days and confirm
whether the refund is accepted under this policy.

Where a refund is due, the Provider will process reimbursement without undue delay and in
any event within 14 days of accepting the refund request or receiving the Client’s notice to
withdraw (whichever is applicable). For EU/EEA consumers this timing reflects the requirements
of EU law.



8. Refund amounts and fees

Refunds will typically cover the full lesson fee paid by the Client for the affected lesson.

Where the original payment provider or the bank charged non-reversible transaction fees that
cannot be reclaimed by Polako Inc, the refunded amount may be reduced by the actual
unrecoverable fees. However, for consumers in the EU/EEA Polako Inc will comply with
applicable consumer protection rules and will not unlawfully reduce statutory refunds; any
deduction will be explained to the Client in writing. (If you are a consumer in the EU/EEA and
unsure about deductions, please contact vadim.panas@bath.edu — we will explain and comply
with applicable law.)

9. Refund method

Reimbursement will be made using the same means of payment as the Client used for the initial
transaction, unless the Client expressly agrees to another method. If the Client requests
payment to an IBAN for which Polako Inc is required to send a bank transfer, the Provider may
ask the Client to bear any additional transfer costs only if permitted by applicable law (and this
will be disclosed in advance).

10. Provider failures and complaints

If the Provider fails to deliver the service as agreed (e.g., technical failure, no-show by teacher),
the Client is entitled to a remedy (reschedule, re-perform or refund) in accordance with
consumer law.

For complaints: contact vadim.panas@bath.edu. If unresolved, EU/EEA consumers may lodge a
complaint with the relevant national supervisory or consumer protection authority. Montenegrin
consumers may contact the Agency for Personal Data Protection and Free Access to Information
or the consumer protection authority as relevant.

11. Final notes and legal compliance

This policy is governed by Montenegrin law and applicable EU consumer protection rules for
Clients in the EU/EEA. Polako Inc observes the Law on Consumer Protection of Montenegro and
EU Directives where applicable.

If you have questions or need assistance with a refund, please email vadim.panas@bath.edu.

NOJINTUKA BO3BPATOB RU

[ata nocnegHero o6HoBneHus: 09.02.2026
KoHTaKT: Polako Inc (PIB: 03479218), vadim.panas@bath.edu, +382 68 488 8257.

1. O6nacTb npumeHeHun

[aHHbI AOKYMEHT ONMCbIBAET NPaBuIa BO3BPaTa CPEACTB M NOPALOK OTMEH/nepeHoca 3aHATUIA,
npeaocTaBafaeT MHPOPMaLMIO O TOM, KaK KAMEHT NoayYaeT yCayry u Kak opopmuTb Bo3BpaT Ann

3aHATMI, KyNAeHHbIX Ha https://polakoenglish.online/.

2. CToumocTb 3aHATUMN

Mpo6HbIN ypoK (6e3 gomaluHero 3afaHuA, BKAoYaeT noarotosky): 11.00 € 3a 30—-40 MUHYT
(MpUMeEHMMO TONbKO OAMH pas).
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e PasroBopHas npakTMKa (aHIMMNCKUI UK PYCCKUIN A3bIK KaK MHOCTPaHHbIN; 6e3 AomallHero
3a4aHusa, 6e3 noarotosku): 16.50 € / 60 MuH.

e CraHaapTHbIN ypoK (O6Wui aHrKnMcKMin, MpammaTturKka, BU3HeC; ¢ NoAroToBKOM M A0MALLHUM
3agaHuem): 21.00 € / 60 MmuH.

e [loaroTtoBKa K 3K3ameHy (C NoAroToBKOM M AoMallHMM 3aaaHnem): 25.00 € / 60 muH.

e [pynnosoe 3aHATME (OBLWMIA aHTIMNCKKIA, TPaMMATUKA; C NOATOTOBKOW M AOMALLHUM
3agaHvem): ot 10.00 € / 60 MMH Ha YenoBeKa (4-6 YeNOBEK B Kaxaou rpynne).

3. Kak npoBoauTca 3aHATUE

e [locTyn K YPOKY NpeaocTaBAseTca NocpeacTBOM CCbIIKM Ha OHMAH-NAaTGopMy 418 BUAEOCBA3U
(Hanpumep, Google Meet — https://meet.google.com/), nnbo ¢ ncnonb3oBaHMEM UHOTO
cnocoba cBA3n, NpeaBapuTeNbHO corlacoBaHHOro ¢ Kanentom (meet.jit.si, Discord, Microsoft
Teams).

e [lo *KenaHuto ypoK MOXKeT bbiTb gobaBneH B Google Calendar kKnneHTa (Npy HaAnuMm
3/1EKTPOHHOW NOYTbI); pacnucaHue/byaylime 3aHATUA LOCTYMNHbI TakKe Ha Trello u
NOATBEPKAAOTCA MO 3/IEKTPOHHOW noyTe.

e [lomalliHee 3agaHue (ecnn npeaycMOTPEHO TUMOM YPOKa) oTnpasaseTcs no e-mail B TedeHve 24
4acoB Moc/ie 3aHATUA.

4. Npasuna otmeHbl / nepeHoca (0643aHHOCTU KAMEHTa)

e KnueHT 06s3aH yBeJOMUTL NpenoasaTens He MeHee Yyem 3a 24 yaca A0 Havasia 3aHATUA No e-
mail, yTo6bl 3aHATUE He Cropeno — B 3TOM C/lyyae 3aHATUE NepPeHOCUTCA.

e [pu 3anpoce nepeHoca/oTMeHbl MeHee Yem 3a 24 yaca npenoaasaTte/b Mo CBoemy
YCMOTPEHMIO Npea/iaraeT Apyroe Bpems B TOT e AeHb. [locne oTKa3a/HeBO3MOMXKHOCTH
NPOBECTU YPOK B TOT 3Ke [eHb 3aHATMUE CropaeT (BO3BPaT He OCYLLECTBAETCA), 38 UCK/TIOYEHNEM
NyHKTa 0 60/1e3HU (CM. HUXKeE).

e [lpu 6one3Hu (cBOEM K BAN3KOrO) 1 yBEAOMAEHUN NpenoaBaTena MeHee yem 3a 24 vaca
nepeHoc/oTmeHa BO3MOXHbI MO AOrOBOPEHHOCTM Nocne noyyeHus coobuieHna no e-mail.

5. MNpaBo Ha o13biB (EU/EEA) — lopuanueckas cnpaBKa

e [1na notpebutenei ns EC/E33 aeicteyeT 06Wan Hopma 0 14-a4HEBHOM NpaBe Ha OT3bIB Mpu
ANCTaHUMOHHbIX AOrOBOpPaX; NpoAaBeL, A0MKEH BEPHYTb NaaTeX 6e3 HeonpaBaaHHOM
3a[ePKKM 1 He no3gHee Yem yepes 14 aHelt C MOMEHTa YBEAOM/IEHUA O elaHUM 0TO3BaTb
A0roBop.

. UcKnoveHue: ecnm KAneHT Bblpa3nna ABHOE XesaHue, yTO6bI BbINO/HEHME YCNyrm Ha4anocb B
TeyeHue 3Toro 14-gHeBHOro nepmnoaa, n NOATBEPANA, YTO OH TepAeT NPaBoO Ha OT3bIB NO
3aBeplweHnn ycayrm, npaBo Ha OT3biB NOC/1E€ MNOZTHOIO NCNOJTHEHUNA O0roBOPa MOXKET 6bITb
YyTpa4yeHoO. JTO O3HAYaEeT: Nocne TOro Kak 3aHATMe yXe npoBegeHo No 4orosopy U npu cornacnm
K/IMeHTa Ha ero nposeaeHme, BO3BPaTUTb AEHbIN 3a yXKe I'IpOBeLI,éHHbIﬁ YPOK 06bI4HO Henb3A.

6. Korga Bo3Bpalyalotca geHbru (obuias cxema)

e MonHbii BO3BPAT: €C/1M YPOK OTMEHEH NpenogasaTtesiem M He y4aéTcs CornacoBaTb HOBbIM
YAOOHbIN ANA KNNEHTA CPOK; €CIN KNNEHT OTMEHW/ 3aHATUE COMACcHO 24-4acoBomy NpaBuay u
Nnonpocua Bo3BPaT; €C/IN KAWMEHT NPaBOMEPHO BOCMNO/b30BA/ICA NPABOM Ha OT3bIB B
COOTBETCTBUM C MPUMEHMMbIM 3aKoHoaaTenbecTeom (1A EU/EEA — ocobeHHOCTU CM. Bbillie).
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e Hert Bo3BpaTa (ypoK cropen): npu oTMeHe meHee Yem 3a 24 yaca 6e3 yBaXKkUTeIbHbIX MPUYUH U
Npu OTKa3e K/AMEeHTa OT Npea/IoKEHHOro NpenoaasaTtenem aibTepHaTUBHOMO BPEMEHU Ha TOT e
[EHb; a TaK¥Ke 3a YPOKMK, YrKe NONHOCTbIO NPoBeAEHHbIE.

e BonesHb / UCKNIOYEHMUA: PeLIaoTCA MHAMBMAYANbHO MO COMNAacoBaHMIo.
7. Kak 3anpocutb Bo3spart

1. HanpasbTe 3anpoc Ha vadim.panas@bath.edu: ykaxkute uma, gaHHble 6poHu (aata/sBpems),
NPUYMHY U peKBu3nTbI A5 Bosspata (IBAN, BIC/SWIFT, uma Bnagensbua cyeta) ecam Heobxoamm
6aHKOBCKUI NepeBoa.

2. TloaTteepxAaeHue NoaydyeHus 3anpoca — B TedeHne 3 pabounx gHeil.

3. Tpu NoNoXUTENBHOM peLleHMn Bo3BpaT byaeT obpaboTtaH 6e3 HeonpaBaaHHOM 3a€PKKU U He
nosaHee yem B TeueHue 14 aHeil C MOMEHTA NPUHATMA 3aNpoca UK yBeJOMIEHUSA O
pacTop}KeHMM, B COOTBETCTBUU ¢ TpeboBaHMAMM ana noTpebuTeneir EU/EEA.

8. Cymma Bo3BpaTa U1 KOMUCCUU
e Bo3BpallaeTca onnayeHHaa cymma 3a ypoK.

e Ecnv nnaTéxHblii NpoBaiaep uam 6aHk yaep:kan HeBo3MelLLaemble KOMUCCUK, CyMMa BO3BpaTa
MOXKeT 6bITb YMeHblUeHa Ha GaKTUYECKN yaepiKaHHble TPETbUMM CTOPOHaMK (He3aBMCUMbIe)
Komuceum. [ins notpebuteneit EU/EEA mbl cobatogaem npumMmeHMMble HOPMbI 3aLUTbI NPaB
notpebutenel u NnpeaBapuTeNbHO YBELOMUM O JII0ObIX TAKUX YAEPKAHUAX, ECAN OHU
AOMYCTUMbI 3aKOHOM.

9. MeTop Bo3Bpara

e Bo03BpaT OCYLLECTBNSAETCA TEM e Cnocobom, KOTOpbIM Bblsla NpousBeaeHa onaaTa, eCau He
cornacoBaHo MHoe (nepesog Ha IBAN v 1.n.). /llobble 4ONONHUTENbHbIE PAcXoA4bl Ha NEPEBOs,
obceyKaatoTcA U NPMMEHSAIOTCA TONIbKO B Npeaenax, AonyCTUMbIX 3aKOHOM.

10. }Kanobbl n HapyweHus

e B cnyuyae HeHag/exKallero okasaHusa ycayru (TexHuyeckme cbou, HesiBKa npenogasartens)
KAMeHT Bnpase TpeboBaTb NOBTOPHOrO OKa3aHMA yCayrk, 3ameHbl UaK BO3BpaTa.

e [1na »anob nuwute Ha vadim.panas@bath.edu. Mpu HepelwéHHbix cnopax EU/EEA KaneHTbl
MMmetoT NpaBo 06paTUTLCA B HAA30PHbIN OpraH no 3awmTe NpaB noTpebuTteneit; B YepHoropuu
AeincTeyeT 3aKoH O 3almMTe Npas noTpebuTeneit U COOTBETCTBYIOLLME OPraHbl.

11. NpumeyaHue

e HacTtoauwasn MonnTnka perynmpyeTca 3aKkoHo4aTeIbCTBOM YepHoropuun. B oTHoweHnn KnneHTos,
Haxogawmxca 8 EC/ED3, Takske NpuUMeHAIOTCA COOTBETCTBYIOLME HopMbl npasa EC o 3auute
npas notpebuteneir. Polako Inc cobntogaet 3akoH YepHoropuu o 3awuTe npas notpebuteneit, a
TaK¥Xe NPUMeHUMble aMpeKTnBbl EBponelickoro cotosa.

e Ecnvy Bac BO3HMKAM BOMPOCHI UM BamM TpebyeTca NOMOLLb, CBA3aHHAsA C BO3BPATOM CPEACTB,
NnoKanyicra, HanpasbTe 3anpPoc Mo 3/1eKTPOHHOM noyTe: vadim.panas@bath.edu.

POLITIKA POVRATA SREDSTAVA MNE

Datum posljednjeg aZuriranja: 09.02.2026
Kontakt: Polako Inc (PIB: 03479218), vadim.panas@bath.edu, +382 68 488 8257.



1. Podrucje primjene

Ova Politika povrata primjenjuje se na pladene ¢asove i usluge koje pruza Polako Inc putem
https://polakoenglish.online/ (pojedinacni online ¢asovi, paketi, jednokratne kupovine). Sadrzi nacin

isporuke usluge, pravila otkazivanja/terminiranja, kada je mogu¢ povrat i proceduru povrata.

2. Cijene

Probni ¢as (bez domaceg zadatka, uklju€uje pripremu): 11,00 € za 30-40 minuta (primjenjivo
samo jednom)

Konverzacijska praksa (engleski ili ruski kao strani jezik; bez domaceg zadatka, ad-hoc): 16,50 € /
60 min.

Standardni ¢as (General English, Grammar, Business; sa domacéim zadatkom i pripremom): 21,00
€/ 60 min.

Priprema za ispit (sa domacim zadatkom i pripremom): 25,00 € / 60 min.

Grupni ¢as (General English, Grammar; sa domacim zadatkom i pripremom): od 10,00 € / 60 min
po osobi (4-6 osoba u svakoj grupi).

3. Nacin pruzanja usluge

Casovi se odrzavaju online preko linka (Google Meet https://meet.google.com/ ili drugi
dogovoreni nacin: meet.jit.si, Discord, Microsoft Teams).

Po Zelji, ¢as moze biti dodat u Google Calendar klijenta; buduci termini mogu se pratiti na Trello
tabli i potvrduju se putem e-maila.

Domacdi zadatak (ako pripada tipu ¢asa) se Salje e-mailom u roku od 24 sata nakon casa.

4, Pravila otkazivanja / premjestanja termina (duznosti klijenta)

Klijent je duZan obavijestiti nastavnika najmanje 24 sata prije pocetka ¢asa da ¢as ne propadne
— u tom slucaju cas se ne gubi i moze se premjestiti.

Ako se otkaz traZzi manje od 24 sata prije termina, nastavnik ¢e po sopstvenom nahodenju
ponuditi drugo vrijeme isti dan. Ako klijent odbije ili nije moguce odrzati cas isti dan, Cas se
smatra iskoris¢enim (bez povrata), osim u slucaju bolesti (vidi nize).

Ako klijent mora propustiti ¢as zbog bolesti (svoje ili bliskog), a obavijest posalje manje od 24
sata prije, premjestanje/otkaz dogovara se naknadno sa nastavnikom nakon pristiglog
objasnjenja preko e-maila.

5. Pravo na povlacenje (EU/EEA) — zakonska napomena

Potrosaci iz EU/EEA obi¢no imaju 14-dnevno pravo na povlacenje za ugovore zaklju¢ene na
daljinu; trgovac treba vratiti uplate bez nepotrebnog odgadanja i najkasnije u roku od 14 dana od
obavjestenja o povlacenju.

lzuzetak: ako klijent izricito traZi pocetak izvrSenja usluge u toku tih 14 dana i prihvata gubitak
prava na povlacenje nakon potpuno obavljene usluge, pravo na povlacenje gubi se nakon sto je
usluga u potpunosti izvrSena. Dakle, poslije odrzanog ¢asa klijent ve¢inom ne moZe traZiti povrat
novca za €as koji je odrzan, osim u slucaju nepravilnosti u pruzanju usluge.

6. Kada se vrsi povrat
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Pun povrat: ako nastavnik otkaZe ¢as i ne moze se dogovoriti novi termin; ako klijent otkaZze u
skladu sa pravilom od 24 sata i zahtijeva povrat; ako klijent zakonito iskoristi pravo na povlacenje
prema primjenljivom pravu prije potpunog izvrSenja usluge (EU/EEA).

Nema povrata: otkaz manje od 24 sata bez valjanog razloga i bez prihvatanja istodnevne
alternative; odrzani cas koji je pravilno izvrsen.

Bolest i iznimke: rjeSavaju se sporazumno.

7. Kako podnijeti zahtjev za povrat

1.

Posaljite zahtjev e-mailom na vadim.panas@bath.edu: navedite ime, referencu rezervacije,
datum i vrijeme Casa, razlog i podatke za povrat (IBAN, BIC/SWIFT, ime vlasnika racuna) ako Zelite
bankovni transfer.

Potvrda o prijemu zahtjeva stize u roku od 3 radna dana.

Ako je povrat odobren, isplata ée biti izvrSena bez nepotrebnog odlaganja i najkasnije u roku od
14 dana od dana prihvatanja zahtjeva ili obavjestavanja o povlacenju (primjenjivo za EU/EEA).

8. Iznos povrata i naknade

Povraca se placeni iznos za pogodeni Cas.

Ako je pruzatelj plac¢anja ili banka zadrzala nenadoknadive naknade, iznos povrata moZze biti
umanjen za stvarne nenadoknadive naknade. Za korisnike iz EU/EEA Polako Inc poStovace
primjenjive propise i prethodno obavijestiti o bilo kakvim takvim odbicima.

9. Metod isplate

Povrat se vrsi istim putem kojim je izvrSena pocetna uplata, osim ako je drugacije dogovoreno.
Bankovni transfer na IBAN se moZe dogovoriti; dodatni troSkovi prijenosa bit ¢e razmotreni uz
postovanje prava potrosaca.

10. Nepravilnosti i Zalbe

Ako usluga nije pruzena po dogovoru (tehnicki problemi, nepojavljivanje nastavnika), klijent ima
pravo na ponovnu izvedbu usluge, zamjenu termina ili povrat.

Za Zalbe pisite na vadim.panas@bath.edu. Ako se spor ne rijesi, klijent iz EU/EEA moZe podnijeti
prituzbu nadleznom potrosackom ili regulatornom tijelu; u Crnoj Gori nadzor obavlja Agencija
nadleZna za zasStitu potrosaca i srodne institucije.

11. ZavrSna napomena

Ova Politika se ureduje zakonima Crne Gore. Za Klijente koji se nalaze u EU/EEZ primjenjuju se i
odgovarajuca pravila Evropske unije o zastiti potroSaca. Polako Inc postupa u skladu sa Zakonom
o zastiti potrosaca Crne Gore i vazeéim direktivama Evropske unije, gdje je to primjenjivo.
Ukoliko imate pitanja ili vam je potrebna pomo¢ u vezi sa povrac¢ajem sredstava, molimo vas da
nas kontaktirate putem e-poste: vadim.panas@bath.edu.



