Cancellation Policy
Guest Cancellation Policy

A reservation may be canceled at any time through Ejaro’s
platform (website or mobile app), and depending on the
circumstance, the Guest may receive no refund, partial
refund, or a full refund. The amount refunded (if any) will
completely depend on the following:

1. Booking time and cancellation time.

2. Length of the trip.

3. Guest no-show or delay.

4. Extenuating circumstances (flight or train delays,
traffic accidents, etc.).

5. Failures in vehicle description and quality
(mechanical failures only).

For more information, kindly find more details about the
following below.

No Refund

Ejaro maintains a strict no-refund policy. This policy applies
even in circumstances where a guest returns the vehicle
prior to the agreed-upon return date and time.
Furthermore, should an accident occur due to the guest's
negligence, leading to an early return of the vehicle, Ejaro
will not provide any refund.

Partial Refunds

Ejaro's general policy is to not offer refunds. However,
exceptions to this rule may occur in certain circumstances
such as flight or train cancellations, flight or train delays,
lost baggage issues, safety issues, and/or any other
extenuating circumstances. It is solely at Ejaro's discretion
to determine whether these exceptions warrant a partial
refund. To be considered for these exceptions, guests
should report any potential delays on Ejaro’s platform
(website or mobile app), providing a detailed explanation,
attaching photos, and/or presenting any form of evidence
to support their claim. Only Ejaro has the authority to
grant these exceptions.

Full Refund
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If a cancellation arises due to discrepancies in the vehicle's
condition, such as inconsistencies between the vehicle's
actual state and its description on the platform, cleanliness
issues, safety concerns, or any other reasons deemed
acceptable by Ejaro, the decision to grant a full refund to
the Guest rests solely with Ejaro. However, to qualify for
this provision, the Guest will have to report the situation to
Ejaro instantly, whether reporting the situation on Ejaro’s
platform (website or mobile app), or contacting customer
support to file this claim no longer than 2 hours after the
beginning of the reservation. Failure to report within this
timeframe will result in the Guest being ineligible for any
refund.

Host Cancellations

In the circumstance of which a Host fails to show or
cancels the reservation, the guest shall be fully refunded,
the amount paid shall be on the Guest’s wallet on Ejaro’s
platform, so they may book another reservation.
Additionally, Ejaro will also aid the Guest by helping them
find another reservation at the fastest possible time (if
possible). If the Guest requests the amount to be
transferred back to their bank account, Ejaro shall transfer
the amount back in accordance with their financial transfer
cycle.

Ejaro Cancellations

In some rare circumstances, Ejaro may cancel a booking
due to some safety concerns or other information brought
to Ejaro’s attention. Ejaro’s Support Team will ensure both
the Guest and Host shall be informed about this
cancellation, in addition to, aiding the Guest by providing a
full refund and helping them book another reservation as
fast as possible.

Guest Unintentional Delays
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A Guest must inform the Host about any flight or train
delays within one hour of receiving the notice, and the
Guest must also inform the Host of the new reservation
start time. In the event of which the Host is unable to or is
unwilling to accommodate the new reservation time, the
reservation should be canceled via Ejaro’s platform
(website or mobile app), and no refund will be provided.
Ejaro may grant exceptions in certain circumstances in
accordance with Ejaro's Partial Refund Policy. The Guest
must provide documented proof of the delay, or they will
not be applicable to any exceptions, and the Guest shall be
considered a no-show. Furthermore, if the Guest had lost
baggage, and this had caused a delay, they should inform
the Host and Ejaro within 30 minutes of receiving the
news, in addition to providing the Host and Ejaro any form
of evidence and documentation for this delay. This rule
does not apply, if the delay should not affect the Guest’s
ability to show up at the agreed upon reservation time and
date. If the Guest wishes to alter the reservation itself,
they will be liable to follow the cancellation policy and
depending on when they had requested to alter the
reservation, subjected to the Host’s approval.

Guest No-Show
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Guests shall be considered no-show in the event they fail
to show up at the beginning of a reservation for a period of
2 hour (grace period), or if any of the provided documents
brought by the Guest appear to be false or illegal, the
reservation shall be considered a Guest no-show.
Furthermore, a Guest with an invalid or expired license at
the beginning of the reservation shall also be considered a
guest no-show. Guests who send another unauthorized
individual in their place to receive the vehicle at the
beginning of the reservation shall be considered a guest
no-show.

No-shows or those considered no shows shall be provided
with no refund, and the reservation shall be canceled. The
Guest may not receive the vehicle after the reservation
had been canceled throughout the previous reservation
period.

However, there are exceptions to this rule, which include
flight or train cancellations, flight or train delays, lost
baggage issues, safety issues, and/or any other
extenuating circumstance, depending on what Ejaro deems
fit, and only Ejaro may provide these exceptions. To be
applicable to these exceptions, Guest’s should report a
possible delay on Ejaro’s platform (website or mobile app),
with the reasoning detailed, photos attached, and/or
providing any form of evidence to support this claim.
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Cancellation Policy
Host Cancellation Policy

In the circumstance a Host wishes to cancel the
reservation, they must ensure to notify the Guest as
soon as possible on Ejaro’s Platform (website or mobile
app), to ensure the least amount of inconvenience is
caused, the Guest will then have their reservation
canceled and their payment refunded.

Should the Host fail to appear for the reservation ("Host
No-Show") within 30 minutes from the start of the
reservation, they will be liable to pay a Fine equivalent
to Ejaro's service fees and the insurance fees, which
Ejaro will be unable to recover if the booking does not
proceed. This Cancellation does not only affect the
Host’s reputation on Ejaro’s platform, it also affects the
reputation of Ejaro. Additionally, in the event of which
the Host Cancels the booking within 24 Hours before the
beginning of the reservation, the Host will be subjected
to a pay for Ejaro’s service Fee. The Host is permitted to
cancel an accepted booking up to three times. However,
if the Host exceeds this limit without providing a valid
reason, they may be subject to removal from the
platform's listings. Ejaro reserves the right to conduct
investigations into the Host's actions or inactions in their
dealings with Guests, and may impose fees or fines as
deemed appropriate, in accordance with Ejaro's Policies
and Terms of Use.

Host Action Fine or Fee
Host No-Show  Equivalent to Ejaro's service fees and
the insurance fees
Canceled booking within 24 Hours or more than 24
Hours of the reservation Equivalent to Ejaro's service
fees

Super Hosts will also have the benefit of having
cancellation Fees other than no-show fees waived;
however, the Host will still have this cancellation on
record, In the event of which the Host has frequent
cancellations with no valid reasoning behind these
cancellations, the Host may lose their Super status.

Host’s Percentage from Cancellations
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Hosts will receive their standard percentage, as defined
in Ejaro's financial policy, of the earnings after any
partial refunds have been deducted, rather than from
the total value of the reservation. This applies to all non-
refunded reservations, with no percentage of any
associated booking fees included.

Ejaro Cancellations

In some rare circumstances, Ejaro may cancel a booking
due to some safety concerns or other information
brought to Ejaro’s attention. Ejaro’s Support Team will
ensure both the Guest and Host shall be informed about
this cancellation, in addition to, aiding the Guest by
providing a full refund and helping them book another
reservation as fast as possible (if possible).

Guest No-Show
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Guests shall be considered no-show in the event they
fail to show up at the beginning of a reservation for a
period of 2 hours (grace period), or if any of the
provided documents brought by the Guest appear to be
false or illegal, the reservation shall be considered a
Guest no-show. Furthermore, a Guest with an invalid or
expired license at the beginning of the reservation shall
also be considered a guest no-show. Guests who send
another unauthorized individual in their place to receive
the vehicle at the beginning of the reservation shall be
considered a guest no-show.

Guest No-shows will not be eligible for a refund of the
total booking value, and the reservation shall be
canceled. The Guest may not receive the vehicle after
the reservation had been canceled throughout the
previous reservation period.

However, there are exceptions to this rule, which include
flight or train cancellations, flight or train delays, lost
baggage issues, safety issues, and/or any other
extenuating circumstance, depending on what Ejaro
deems fit, and only Ejaro may provide these exceptions.
To be applicable to these exceptions, Guest’s should
report a possible delay on Ejaro’s platform (website or
mobile app), with the reasoning detailed, photos
attached, and/or providing any form of evidence to
support this claim.

Hosts must report the no show within 5 hours of the no-
show, and if the Host had failed to do so, they will not be
receiving a share of the reservation’s earnings, in
addition to having a fine imposed on them.

Host Cancellations due to Host Inaction

Should a Guest choose to cancel a booking due to the
Host's lack of action (for example, not cleaning the
vehicle), this cancellation will be treated as a Host
cancellation. The Host will then be required to pay a
Fine equivalent to Ejaro's service fees and insurance
fees, which Ejaro cannot recoup if the booking does not
go ahead. However, such cancellations will only be
allowed 3 times within a month. If the Host surpasses
this limit without a valid explanation, they may face
removal from the platform's listings. Ejaro retains the
right to investigate the Host's actions or lack thereof in
their interactions with Guests, and may levy fees or fines
as seen fit, in line with Ejaro's Policies and Terms of Use.
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Host Compensation to Ejaro Cancellations

While Ejaro generally doesn't offer compensation for
canceled reservations, we may, at our discretion,
compensate Hosts in certain situations. Hosts will not
receive compensation if Ejaro cancels a reservation due
to safety concerns, or if the Host or Guest requires
investigation. However, if Ejaro cancels a reservation
within six hours of its start time, or 24 hours prior if
booked at least 48 hours in advance, the Host may be
eligible for compensation. It's important to remember
that this compensation isn't guaranteed and is solely
determined by Ejaro.

Guest Unintentional Delays

A Guest must inform the Host about any flight or train
delays within one hour of receiving the notice, and the
Guest must also inform the Host of the new reservation
start time. In the event of which the Host is unable to or
is unwilling to accommodate the new reservation time,
the reservation should be canceled via Ejaro’s platform
(website or mobile app), and the Guest will receive
credit added to their Ejaro wallet, not cash refund,
however, the Guest must provide documented proof of
the delay, or they will not be applicable to the full
refund and the Guest shall be considered a no-show.
Furthermore, if the Guest had lost baggage, and this had
caused a delay, they should inform the Host and Ejaro
within 30 minutes of receiving the news, in addition to
providing the Host and Ejaro a form of evidence and
documentation for this delay. This rule does not apply, if
the delay should not affect the Guest’s ability to show
up at the agreed upon reservation time and date. If the
Guest wishes to alter the reservation themselves, they
will be liable to follow the cancellation policy and
depending on when they had requested to alter the
reservation. The Host will not receive any earnings from
the canceled reservation.

Cancellation Fee
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If you need to cancel a reservation please do so as early
as possible, as canceling a booking can greatly affect the
Guest’s plans and doing so you also affect Ejaro’s and
their Host’s reputation. Cancellations made more than
48 hours before the start of the rental period will not
incur any charges. However, cancellations made less
than 48 hours but more than 24 hours before the start
of the rental period will incur a cancellation fee
equivalent to Ejaro’s service fee. Cancellations made less
than 24 hours before the start of the rental period will
also incur a cancellation fee equivalent to Ejaro’s service
fee. Furthermore, having frequent cancellations may
also affect your vehicle's search results as you have
become a less reliable Host with your commitment to
your reservations.

However, being a Super Host, Ejaro may remove specific
cancellation fees as they deem fit due to your
remarkable standards, Ejaro may also downgrade your
title the more the frequent your cancellations have
become, we urge Hosts to commit to their bookings as
soon as they had accepted, or if they must cancel their
bookings, do so as soon as possible to provide the Guest
enough time to find a replacement.

Moreover, Ejaro may charge additional fees, or remove
the Host’s Super title in the case of which they request
the Guest to cancel the booking, refuse cancellation of
the reservation to avoid incurring the cancellation fee,
canceling the reservation with the intention of
requesting a higher value for the booking.

Cases that Ejaro may excuse Cancellation fees
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e In the event of circumstances stemming from
issues during a previous Ejaro reservation, for
instance, vehicle damage or a late return, you
are compelled to cancel an impending trip.
Kindly remember, a cancellation cannot be
made just for facilitating the extension of an
existing guest's booking.

e There might also be certain uncontrollable
events due to which a booking might need to
be called off. These could include a verifiable
natural calamity, death in the family, or any
severe injury (God forbid).

e In situations where an impacted traveler re-
books a journey with you in the next 24 hours
following your booking cancellation, it can
prompt Ejaro to automatically dismiss the
cancellation review.

e First-time cancellations by hosts are also a valid
consideration. If a cancellation is your first in
the last 15 reservations you have booked, it will
be taken into account.

e There might be a situation where a reservation
is reserved instantly, but you might harbor
legitimate concerns about your vehicle's safety
or your own. In such cases, please select the
cancellation reason stating, "I'm uncomfortable
with this trip" to urgently inform us of your
situation.

Additionally, Ejaro may also provide exceptions for
reasons outside of what had been detailed above, kindly
file for a request, with your reasoning and
documentation, and Ejaro will take into account your
commitment to your reservations, title, and the case
taking its decision for applying exceptions.

The host by using Ejaro’s services and retaining on
Ejaro’s platform (website or mobile app) have accepted
all of Ejaro’s terms of service, policies, fees, and fines,
and indemnify Ejaro of all liabilities.
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