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1. Please provide a brief history of your company including date founded. 

*The company was founded in 2010, originally with two offices, both of them in Trogir. Later on, in 2013, we opened 
one more office in Split so that we could meet the needs of our customers.  

2. Where do your tours originate?  
   *Our tours originate in the wide area of Central Dalmatia, from Makarska in the south to Šibenik in the north. On 
group   request we can organize tours to the whole territory of Croatia. 

3. Do you have local ticket offices and/or redemption points?  
*We have both local ticket offices and redemption points. We have two ticket offices in Trogir and one ticket office in 
Split and a wide net of redemption points in Trogir and Split thanks to our partners. 

4. How long is your lease on the locations in #2 above?  
*Five years.  

5. When these locations were last renovated?  
*Everything inside of our offices is new, from furniture to equipment. All of our offices are fully equipped to meet the 
needs of our customers.  

6. Describe the guest experience when they arrive at your ticket booth or the start location of tour. 
*When our guests come to our offices, they are warmly welcomed by our professional staff, which is at their disposal 
all the time. Our staff members help our guests to choose the tours that they want to do by informing them 
momentally. Once our guests arrive on our meeting point they are welcomed by our guide or tour escort. They get 
basic information about the tour and our guide or tour escort checks the number of people through vouchers. 

7. What are your customer service hours of operation?  
*Our offices are opened all year long, with longer working hours during the season than in the off-season period. 

8. What happens to calls/emails received after hours? 
*They are answered right away regardless of the time we receive them. 

9. Describe your process for handling and tracking guest complaints.   
*We immediately put all our forces into finding out what exactly happened and where/why the problem occurred so 
that we can find the best solution for it. We respond to the problem within 24 hours offering our guests a satisfactory 
solution. 

10. What is your minimum service level for responding to guest complaints/compliments? 
*We respond to them immediately personally in the travel agency if possible, if not then we answer all the complaints 
and compliments via e-mail, social networks or trip advisor. 

11. Explain your cancellation and/or refund policy.  
*Our cancelation policy states that the tour has to be canceled at least 24h before it starts. If this policy is not respected 
by our guests and if they simply don’t come to our meeting point, we do not refund the money. However, we always 
tend to listen to our guest and let them explain their reasons or circumstances so that we can offer them another 
solution that will be convenient for both parties. 

12. Please comment on the most recent Trip Advisor postings on your company and tours. 
*The last comment left on trip advisor was a compliment about the tour organization; people involved in it (driver, 
guide) and our sales and customer contact teams. It is always nice to hear that all our effort end in satisfaction of our 
customers, but even when the comments are not as flattering as this one, we try to make the best of it. 

13. How many tours and activities are in the portfolio of products offered to your customers? How many of these do you 
operate vs. those operated by third party suppliers? 
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*The total number of tour and activities that we offer is 25, we operate 7 of these while the rest is operated by third 
party suppliers. 

14. If you use third party suppliers, please provide detail on your contractual relationship with them, including liability 
insurance coverage, indemnification provisions, etc.  
*All insurances are covered by organizers (our third party suppliers). We, as their subagents, take approximately 20% 
to 25% provision.  

15. Please explain any extra services or unique aspects provided on your tour and activity offerings?  Narration in foreign 
language, free box lunch, etc.  
*Most of our tours have entrance fees (to churches, national parks, etc), transportation via highway included in price 
and all of them include english speaking guide. 

16. Do you utilize driver/guide, driver + guide, or electronic narration for your tours? If it differs by language, tour or 
vehicle, please explain.  
*For our tours we utilize both of these options depending on the number of people on our tour. For larger groups we 
utilize driver + guide option while for smaller groups we utilize driver/guide option. Currently we do not use electronic 
narration for our tours, partially because we think that a foreign language speaking guide along with its interpersonal 
skills and the ability to establish healthy conversational contact with our guests brings quality to our tours. 

17. If you use electronic narration, is it driver or GPS triggered? If GPS, is it include bi-directional triggers?  
*Currently we do not use electronic narration. 

18. Do you currently operate HopOn HopOff services? If yes, please describe to include number, type and age of vehicles, 
number of stops, frequency, etc.  
*No, currently we do not operate HopOn HopOff services. 

19. What was your passenger count in in 2013, broken down by quarter?  
*Our passenger count in 2013, in the period from April to October, was 10.000.  

20. Were you profitable in 2013?  
*Yes, we were profitable in 2013. 

21. Please describe your safety and maintenance programs.  
*All of our vehicles are regularly maintained. All of our vehicles are inspected and serviced by authorized service 
personnel two times a year, every year. All of the required insurances are regularly paid.  

22. Please explain the value proposition your company uses to differentiate itself in the market.  
*We use more than one value proposition to differentiate ourselves from other companies on the market. For example 
we have guaranteed departures for all of our trips. We do not require a minimum number of passengers. We have a 
wide range of services offered in each of our tours, we have different routes that are proven to be interesting to our 
customers and, above all, our tour programs are essentially different than the ones that other companies on the market 
offer. Our services can cover everything a traveler might need in terms of planning a perfect vacation. 

23. Please describe the team, including their roles, for each key contact operating the Gray Line business.  
*Our team consists of several departments. Each person in our staff is highly qualified for the job position that they 
fill. In our ticket offices we have personnel in charge of selling tours, giving brochures and leaflets, informing guests 
and contacting them. Apart from them, another group that has a direct contact with our guests are drivers, tourist 
guides and tour escorts, who are in charge of the realization of our tours. In our back office we have an accountant 
who deals with bookkeeping. We also have a graphics department with an expert in charge of web design. We 
encourage all our staff members to be innovative and to come to us with new ideas on how to improve our offer or 
how to bring more profit to our company. 
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24. How many brochures do you print each year? When are they printed? How are they distributed?   
*We print approximately 150.000 brochures every year in March. We leave one part in our offices and the other part is 
distributed to our business partners and to different owners of private accommodation who, later on, help by 
distributing the material to their guests. Apart from that, we give out leaflets and brochures to potential customers in 
our offices and we also organize leafleting.  

25. Who do you consider to be your biggest competitors and why?  
*There is only one more company on the market in this area that has a similar extent of work as ours. That company 
and this company are the only qualitative organizers of tours in this area and we consider them to be our competitors 
primarily because of their volume of work. However, our agency has a lot bigger network of partners that participate 
in the booking of our tours since we work not only with other agencies, but also with hotels and private 
accommodation owners. That competitor is Portal Travel Agency Trogir. 

26. How do you differentiate your products and service from your competitors? 
* The differentiation between us and our competitors is in routes, tours and its organization, and we have a wide range 
of services offered. We offer different routes and all our trips are fully organized, from transport and tickets to 
professional guides, and in some cases, the equipment. We became an expert in meeting all requests of our clients. We 
are at disposal to our customers any time and on every question we replied as soon as possible. We work as a team, 
and together, we create new tours as well as constantly improving our knowledge. The main goal of our company is to 
keep all our clients happy and satisfied and to fulfill their wishes as best as we can. The most important is that our 
customers don’t need to choose the type of vacation, they just share their wishes with us, and we make a perfect 
combination for their dream vacation.   

27. Please provide a copy of the Terms and Conditions and the Privacy Policy from your web site. Do you maintain a 
database of travel agents, consumers or partners that have opted in to receive email communications from you? 
*Our web does not have Terms and Conditions and the Privacy Policy because we don’t have any need for it, at least 
not at the moment. 

28. Are your promotional emails Can-Spam compliant?  
*At the moment we are not sending any promotional emails because 99% of our business goes down via personal 
contact with guests currently visiting Split or/and Trogir. 

29. Please provide a copy of the emails from your most recent email marketing campaigns.  
*The following was sent this winter: 
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Estimated, 
 
Travel agency Adriatic4you organizes its first official tour to Rome for the Season of Advent. From 19 of December to 24 of 
December, total of 6 days with following itinerary:  Split-Ancona-Tivoli-Rim-Vatikan-Orvieto-Ancona-Split. Price 2.690,00kn, 
with a possibility to pay by installments!  
Feel free to contact us to book or to get more information. Come to visit us in our offices in Split and Trogir, call us, send us e-
mail, we are at your disposal.  
 

 
__________________________________________________________________________________________________________________ 
 
Adriatic4you Team 
split@adriatic4you.com 
www.adriatic4you.com 
+385 91 610 8513 
+385 21 686 870 
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30. Please describe the training curriculum/process for your drivers, guides, sales and customer contact teams. 

*We have chosen our employees according to their previous experience, education and field of their expertise. In our 
company, most of the employees are younger people, but we also have older with more experience, so they train and 
assist to younger employees. Every month, we have a meeting where we discuss about innovations and things to 
improve our business. We also learn new things every day, passing through different kinds of situations and meeting 
different kinds of people. Every single employee of our company is unique, with different knowledge about the 
business. Together we are the perfect team, and we do business very successfully. We are currently in a process of 
obtaining ISO 9001:2008 Quality management systems standards. 


