FAQs: Temporary Closure of Ocean Coral & Turquesa

What is the reason for the temporary closure, and when will the hotel
reopen?

We are embarking on an exciting new chapter as we transition to our Ocean Signature
Resorts concept. In order to elevate our offerings to a more contemporary and exclusive
standard featuring completely reimagined spaces, Ocean Coral & Turquesa will
temporarily suspend operations.

This scheduled closure will take place fromm August 30 to November 18, 2026. This pause
allows us to focus all our efforts on completing the renovations efficiently, ensuring that
our future guests' experience is not disrupted. It also guarantees a reopening that aligns
perfectly with this new vision, which will include an updated name for the property.

What will happen to my reservation if it falls within the closure period?

To guarantee your stay, your reservation at Ocean Coral & Turquesa has been relocated to
our Four-Diamond sister property, Ocean Riviera Paradise, in a room category equivalent
to the one originally booked and at no additional cost.

If this alternative does not fully meet your needs and you prefer to explore other options,
we are pleased to offer the following solutions:

e Transfer your stay to our adults-only sister property, Ocean Maya Royale, keeping
your original travel dates and booked rate.

e Postpone your trip to experience the newly renovated facilities at Ocean Coral &
Turquesa after its reopening. You can select a new travel date between November
19 and December 23, 2026, with no additional fees and at your original rate.

e Modify your trip for dates after December 23, 2026. In this case, the reservation will
be subject to availability, and a rate adjustment will apply based on the selected
season.

Important Note: To ensure we can process your request in a timely manner,
we kindly ask that you submit your change request before July 31, 2026.

What happens if | decide to cancel my reservation?

Our priority is to provide alternatives that allow you to keep your travel plans. However, if
you prefer not to choose any of the relocation or rescheduling options, you may cancel
your reservation permanently without any penalty. This benefit applies even to bookings
made under Non-Refundable policies.

If you have made a deposit or prepayment, a full refund will be issued.



What is the procedure for requesting a change or refund for my
reservation?

e If you booked directly with us (via our website or Call Center): Simply send an
email to res.mex@oceanhotels.com with your confirmation number and your
preferred new travel dates.

e If you booked through a travel agency or third-party platform (OTA): You must
request the date change directly with them. Our team has already authorized
external channels to process these modifications without penalty.

Since the hotel will be physically closed, how can | contact customer
service?

Although the physical resort will be closed, our customer service team will remain fully
operational to assist with any questions or requests. You can reach us through the
following channels:

e Email:
o Customer Service: gte.gs.oct@oceanhotels.com
o Reservations: res.mex@oceanhotels.com
e Reservations Department Hours (EST):
o Monday to Friday: 9:00 AM to 6:00 PM
o Saturdays: 9:00 AM to 1:00 PM
o Sundays: Closed

Can | reschedule my reservation for a date after the hotel reopens? Will
there be an additional cost, and what is the process?

Absolutely! We would love to host you for our grand reopening and have you be among
the first to experience the new Ocean Signature Resorts concept.

e You have the option to schedule your new travel dates between November 19 and
December 23, 2026, with no additional charges.

e If you choose to travel after December 23, 2026, additional costs will apply based
on the corresponding rate adjustment for that season.
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