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Dear Partner,


With regard to the recent news in the media for the incidents which took place last weekend in Golden Sands, and in which our hotel was mistakenly involved, we would like to point out the following clarifications:

1. The incidents which happened outside the hotel premises are with two cars parked in public streets.
2. No incident was reported for cars parked in the garage and parking areas within the hotel premises.
3. The CCTV cameras keep under surveillance the hotel premises, both outside and inside, but not public areas. The CCTV system of the hotel was properly working at all times.
4. Insinuations about the personnel of the hotel involved in the theft and clients attacked by hotel security with pepper spray are just ridiculous.

5. The accusation that a bribe was requested is nothing else that a misinterpretation of the posted 20 BGN per car per day which the hotel charges to park in the garage.
6. While it is understandable the frustration and anger of the clients and their reaction to try to make the hotel responsible for what happened, it is less understandable that the media were broadcasting the news in a sensational way which is not matching with the truth.
Hotel Meliá Grand Hermitage has 727 rooms and suites and is one of the largest hotels along the Black Sea coast. The hotel is well known for its style and comfort as well with its excellent service. We are providing our numerous guests and personnel with safe and secure environment and our intention is to continue doing so. We shall not cease to strive to improve further our product and we shall spare no efforts to meet the challenges, which our dynamic business may offer. Meliá Grand Hermitage has the resources and the capabilities to guarantee the safety and the comfort of its guests at any given time. As a Management we have developed and further enhanced the safety and security procedures in the hotel and in close cooperation with the Police and the Municipal authorities we can express our confidence that we are absolutely capable of providing our customers with the ultimate level of security and safety. 
Our hotel is fully equipped with all necessary facilities to cover the requirements of a Five-star category. This includes also the minimum of 20% Room-to-Parking spot ratio. With the requirement to have at least 146 parking spots, we are able to offer at least 152 plus service and contractors parking spots. In times of higher expectancy of guests’ arrivals, using their own vehicles, we may advise the nearby parking lots to save at least 120 additional spots for our guests.

In regard to the recent incident with Romanian guests and the subsequent media activity which involved the name of Meliá Grand Hermitage I would like to inform you about the actual sequence of the events which took place in the hotel:

Guests arrived at the hotel on the 30th April 2010. At the Front Office we found out that one of the rooms in the reservation has been cancelled by the Travel Agency, nevertheless we were able to accommodate the guests in a matter of minutes. Guests had more than one car in their group and we provided parking spots to the best of our abilities. Guests were informed about the possibility to use another parking nearby but they have decided to park outside our property, and therefore, are out of our control. Furthermore, we have posted multiple signs in 4 different languages, including Romanian, that the hotel will not be held responsible for any car parked on the street outside the hotel. 

The morning on the 1st May 2010 the guests reported their vehicle stolen from the street outside the area of the hotel. Although we provided all the assistance available at the moment (Police, Translator from the Travel Agency etc.) they were incredibly aggressive and the situation was getting out of hand. The guests were accusing the hotel for being involved in this incident, which is absolutely not true. Our employees and managers were assaulted in their line of duty in extremely vicious manner. The guest was reportedly traveling with a bodyguard, a policeman, a lawyer and 2 journalists who called the Romanian media to report live from our property. The Romanian media, unfortunately, took the opinion only of the guests and did not represent the statement of the management of the hotel. Sadly, many of the facts shown in the TV report were twisted to attract interest and some of them were plain false: 

· They claim that our CCTV cameras were not working that night – we have the proof that all cameras have been fully operational at all times and we can produce this evidence upon authorized request. As far as we are not authorized to monitor the public roads and alleys of the resort, understandably our own cameras are directed to monitor only our property.

· The report states that the guests have been attacked by our security guards with pepper spray – none of our guards is using such spray or any kind of arms or tools in their line of duty. This can be seen in all pictures or videos of the incident.
· The guards have been asking the guests for a bribe to park their cars – no car can be parked in our property without a special parking permit, which is put on the windshield. This is monitored constantly by the Security manager and the Assistant General Manager. Even the staff cars and the suppliers’ trucks are only allowed to stay with a special permit issued by the hotel.

Despite that the authorities have invited repeatedly the guests to file official report on the allegedly stolen vehicle in the presence of a judge, they denied and up to date there is no official lament filed at the police.
At around 21:00 o’clock the security officer of the hotel reported that there are 2 to 3 black SUVs just arrived at the hotel with 12 – 15 bodyguards talking to the guests who complained. The hotel has instantly organized extra security and called special police forces in effort to avoid conflict and to clear the entrance and the lobby of the hotel of suspicious individuals. The management of the hotel had conversation with representatives of the group and it was decided that the guests and the guards will leave the hotel immediately. At 22:00 o; clock the whole group left the hotel without any disturbance.
As a result we see the strengthening of the security of the resort in general, the enforcement of more security police presence in the area and also the implementation of manned police checkpoint system of access with surveillance cameras. We believe that now the security and the safety of all guests in the resort has a priority and the outcome will be very positive in terms of keeping the good image of the resort as a preferred tourist destination.
The Management of Meliá Grand Hermitage along with the Corporative Management and the Managing Director of Sol Meliá Bulgaria himself are very concerned about the image of the hotel. Unfortunately in this case we were put in a situation to give an answer for the deeds of other organizations and to face the problem in first person. At all times we have been prepared both in technical and physical aspects to go above and beyond our immediate responsibilities and help our guests in distress. At the same time we would like to assure you that there is no room for doubts that the hotel will continue to provide the top-of-the-line service, following the high standards of the brand and for which our numerous guests are coming back year after year to enjoy a flawless vacation with Sol Meliá.
Sincerely, 
	Antonio Arnedo

General Manager

Hotel Meliá Grand Hermitage

E-mail: antonio.arnedo@hermitage.solmelia-bg.com
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