
Complaints Procedure 

General provisions and definitions. 
- This Complaint Procedure has been prepared in accordance with the Civil Code and the 

Consumer Protection Act and covers consumer goods (hereinafter referred to as "goods") in 
which the purchaser's rights under the liability for defects (hereinafter referred to as "Complaints") 
are applied. 

- The seller is Marilon Inc., with registered office at V Háji 1185/18, 170 00 - Prague 7, IN 
24224677, TIN CZ24224677 registered in the Commercial Register kept by the Municipal Court in 
Prague, Section C, File 190318. 

- Buyer is the entity that entered into a purchase agreement with the seller or a binding order. 
- The buyer who is not a consumer can apply the claiming order accordingly to the seller, otherwise 

the rights resulting from the liability for defects are governed by a concluded contract or a binding 
order and the Commercial Code. 

Contradiction with the Purchase Agreement 
In the event that a buyer is not in compliance with the purchase contract or a binding order 
("discrepancy with the purchase contract or binding order"), the buyer has the right to bring the item 
free of charge and without undue delay to the corresponding purchase contract or binding order, at 
the buyer's request either by replacing the item or by repairing it.If such a procedure is not possible, 
the buyer may require a reasonable discount on the price of the item or from the contract or binding 
order to withdraw. This does not apply if the buyer knew or contradicted himself before taking over the 
item in contravention of the purchase agreement or binding order. A discrepancy that occurs within six 
months of the date of receipt of the case shall be deemed to be a conflict existing at the time of its 
acceptance unless it is inconsistent with the nature of the matter or unless it is proven otherwise. 

Warranty conditions 
- In the event that goods are defective after the goods have been taken over by the buyer, the 

buyer may claim his / her legitimate claim. 
- The length of the warranty period is governed by applicable law. Unless otherwise stated by the 

manufacturer (and if the consumer is not the time-limit), it is 24 months and begins to run on the 
date of receipt of the goods. 

- The seller is responsible for the defects that the goods have on the takeover and for the material 
or manufacturing defects that occur after the acceptance during the warranty period. 

- The warranty can not be applied in the following cases: 
▪ If the warranty period expired before the date of the apply - the warranty expired 
▪ The defect was caused by inappropriate use of the goods. 
▪ The defect was caused by non-observance of the instructions specified by the seller. 
▪ The defect arises from improper installation, handling, manipulation or neglect of the care of the goods. 
▪ The defect was caused by unauthorized interference with the goods or other modifications without the 

manufacturer's permission. 
▪ The defect was caused by the connection to an electrical network that did not comply with the relevant 

ČSN standard. 
▪ The goods were damaged by the elements. 

Rights under the guarantee 
The warranty period is extended by the period during which the goods were repaired. In case of 
replacement of goods, the buyer obtains a new guarantee of 24 months. 
When applying the guarantee, the consumer has: 

▪ If the defect can be repaired, the right to a free, proper and timely removal of the defect, the right to 
replace the defective goods or the defective part, if this is not disproportionate due to the nature of the 
defect, and if such a procedure is not possible, the right to a reasonable discount on the purchase prices 
or withdraw from the purchase contract. 

▪ in the case of an irrevocable defect preventing the proper use of the goods, the right to exchange 
defective goods or withdraw from the purchase contract. 

▪ in the case of removable defects occurring in large numbers or repeatedly and impeding the proper use 
of the goods, the right to exchange defective goods or withdraw from the contract of sale. 

▪ in the case of other defects irrevocable and not requiring replacement, the right to a reasonable discount 
on the purchase price or to withdraw from the purchase contract. 



Complaints handling 
- The place of claim is the Authorized Service Center of the manufacturer (usually listed on the 

warranty card) or the seller's premises. 
- If the goods are not the manufacturer's warranty, but only the warranty card issued by our 

company, the place of claim is always the registered office of the company. If the buyer decides to 
claim the goods personally at the seller's premises, we recommend that he / she arrange the 
appointment in advance by e-mail or by telephone. 

- In the situation where the seller has decided to send the goods back to himself, the buyer in his / 
her own interest leads the goods to be packed in suitable and sufficiently protective packaging 
material meeting the requirements of the shipment of fragile goods and to mark the consignment 
with the respective symbols. 

- After a proper handling of the complaint, the staff of the service center or our facility will prompt 
the buyer to take over the repaired goods. 

- It is always necessary to write a written record of the detected defects and the form of their 
removal, we recommend that the buyer keep these certificates for the duration of the warranty. 

- In the event of a legitimate claim, the customer is entitled to a refund of the postage in the 
required amount. In the case of an unjustified complaint, the consumer is not entitled to 
reimbursement of his costs associated with the handling of the complaint and, at the same time, 
the seller is not entitled to reimbursement of the costs incurred by him (unless the consumer was, 
for example, a repeated unreasonable claim, that he was an abuse of rights on his part). 

- About complaint seller definitely immediately, in complex cases within 10 business days. This 
period does not include the time appropriate to the type of product or service needed to expertly 
assess the defect. Claims including defects will be settled without undue delay, no later than 30 
calendar days from the date of claim submission, unless the seller and the buyer agree otherwise. 

- The seller shall provide the consumer with a written confirmation of the consumer's claim, the 
content of the claim and the manner in which the claim is made. Furthermore, the seller shall 
provide the consumer with a confirmation of the date and manner of handling the claim, including 
confirmation of the repair and the duration of the repair. In the case of a rejected complaint, the 
seller selling to the consumer shall provide a written justification for this refusal. 

- Freight costs and costs associated with an unjustified claim: If a claim is not received within 30 
days of the end of the repair or if the product is not picked up in the case of an unjustified 
complaint, the purchaser may be charged a cost of CZK 30 excluding VAT for each commenced 
calendar day. The seller is not allowed to issue the product until the full amount for repair or 
storage has been paid. If this amount exceeds the current selling price of the product, the seller is 
entitled to sell the product and cover the resulting costs accordingly. 

Final provisions 
This complaint procedure becomes effective on February 29, 2012. Changes to the complaint rules 
are reserved. 


