
General terms and conditions

Koala Flex

What is Koala Flex in a nutshell?

Cancellation of your booking for any reason up to 84 days before the start of your booking.

90% of the amounts paid refunded (excluding Koala Flex price)

No reason or proof to provide

Cancellation in just a few clicks

Transfer made within 3 days

You will not benefit from the service in the following cases :

The cancellation of your booking is made by Le Collectionist or the accommodation owner

The cancellation of your booking is made less than 84 days before the start of your booking.

How to use the Koala Flex service?

Contact Le Collectionist customer service by email (contact@lecollectionist.com) or by phone (+33 
1 73 03 02 02 from Monday to Saturday, 9:30 a.m. to 6:30 p.m.) to cancel your booking;1

Once the cancellation is confirmed, Koala will be informed of your cancellation and will send you a 
link to complete your banking details;2

3 You will receive the refund in your bank account within 3 working days.

We have summarized for you our Koala Flex service in a simple and clear way. You will find here after the complete 
general conditions of the service.
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Article 1 - Definitions

You
The buyer of the booking

Amounts Paid
Amounts actually paid by the customer in respect of the booking at the date of cancellation, excluding the price of 
the Koala Flex service, insurance products and any amounts not yet due or not yet paid.

Le Collectionist
Simplified Joint Stock Company whose registered office is located at 65 rue de la Victoire - 75009 Paris, France, 
which is the travel agency through which you book your trip.

Koala
The trading name of the company GOLAO - Simplified joint-stock company with a share capital of €198,169, 
registered in the Paris Trade and Companies under the number 843 042 433, whose head office is located at 165 
rue Belliard 75018 Paris (France), which provides the "Koala Flex" service.

Koala Flex
This service allows travellers to cancel their booking up to 84 days before the start of their booking, without having 
to justify any reason or provide any proof.

For example, in the case of a departure date scheduled on 30 May at 19:45, you will be able to cancel 
your booking until 31 March at 19:45. Any cancellation made after 7 March at 19:45 will not be able to 
benefit from Koala Flex.

Article 2 - What does Koala Flex allow?

If you decide to cancel your booking at your own initiative at least 84 days before the start of your booking, you will 
be refunded 90% of the amounts paid.

By using Koala Flex, the booking, for all the people included, will be cancelled.

Article 3 - What does Koala Flex not allow?

The Koala Flex service cannot be used :

In case of cancellation at your initiative occurring less than 84 days before the start of your booking.

The cancellation of your booking is made by Le Collectionist or the accommodation owner
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Article 4 - Koala Flex cost

While booking with Le Collectionist, you can subscribe to the Koala Flex service for an additional fee which will be 
presented to you at the time of purchase.



The cost of Koala Flex is not refundable in any case in the cases stated in article 3 of these Terms and Conditions.

Article 5 - Koala Flex usage

If you cancel your booking at your own initiative, Koala will refund you 90% of the amounts paid (see article 2 of 
these terms and conditions) within 3 working days following the completion of the Koala Flex service as described 
below.



The total refund amount for the Koala Flex service cannot exceed €25,000 per booking.



You will not be asked to provide any reason or proof for cancellation for using the Koala Flex service.



The bank transfer will be made in the currency used for booking your trip.



Koala may decide to request additional documentation if necessary, or in case of suspected fraud or scam.

How to get refunded ?

1 Contact Le Collectionist customer service by email (contact@lecollectionist.com) or by phone (+33 
1 73 03 02 02 from Monday to Saturday, 9:30 a.m. to 6:30 p.m.) to cancel your booking;

2 Once the cancellation is confirmed, Koala will be informed of your cancellation and will send you a 
link to complete your banking details;

3 You will receive the refund in your bank account within 3 working days.

Article 6 - Start and duration of Koala Flex

The Koala Flex service takes effect upon confirmation of purchase of the Koala Flex service, subject to payment of 
the full price of your reservation or the first deposit required by Le Collectionist. 


If the full payment or the first deposit payment is refused or rejected by the bank for any reason whatsoever, the 
Koala Flex service will not take effect. 


The Koala Flex service ends 84 days before the start of your booking.
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Article 7 - Exception to the right of withdrawal

You acknowledge that you have been informed in advance, by the present General Conditions of Sale, that the right 
of withdrawal cannot be applied to Koala Flex, by virtue of Article L.221-28.1° of the Consumer Code. 


Indeed, Koala Flex begins immediately after its purchase and can be fully executed immediately and before the end 
of the withdrawal period, thus not allowing you to benefit from it. 


Consequently, you waive your right of withdrawal.

Article 8 - Geographical scope of Koala Flex service

The Koala Flex service is available for all Le Collectionist bookings and all their customers.

Article 9 - Complaint procedures

In case of any difficulty in using the Koala Flex service, you can send your complaint to:

By email at : claim@hikoala.co

By post by writing to: GOLAO SAS - 165 rue Belliard - 75018 Paris - France

In accordance with the provisions of the Consumer Code concerning the amicable settlement of disputes, we adhere 
to the service of the CMAP mediator whose contact details are as follows: 39 Avenue Franklin Delano Roosevelt, 
75008 Paris - France https://www.cmap.fr



In the event of a complaint that has not been resolved amicably by our Customer Service, the Mediator's Service 
may be contacted for any consumer dispute that has not been resolved.

Article 10 - Important Information

The Koala Flex Service is not a travel insurance



The purpose of a cancellation insurance contract is to take charge of the reimbursement of your remaining expenses 
in case of cancellation of your booking on your initiative only for causes defined in advance.



The Koala Flex service aims to offer you the possibility of cancelling your booking on your own initiative regardless of 
the reason.
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