
Complaint regulations of Aluprint, s.r.o. 
 
 
 
I. Introductory provisions 
 
1. Complaint Regulations of Aluprint, s.r.o., Dielenská Kružná 24, 038 61 Vrútky, Slovenská republika, IČO 31584322 (hereinafter 
referred to as the “Contractor”), together with the General Business Terms of Aluprint, s.r.o. (hereinafter referred to as “GBT”) form an 
integral part of every purchase contract or binding order replacing a purchase contract.  
 
2. Complaint Regulations stipulate the main principles of Contractor-Customer relations in case of any complaints from the Customer or 
complaints concerning the products delivered under the conditions agreed in the contractual relation.  
 
3. For the delivered foil products there is a guarantee for 6 months from the date of production marked on the packaging, for paper 
products there is a guarantee for 12 months from the date of production marked on the packaging. For products printed with metallic 
paint there is a guarantee for 3 months from the date of production. For products printed with special paint there is a guarantee for 3 
months from the date of production. For products such as promo labels, encoded labels or otherwise time-limited products on the 
market, there is a guarantee which ending by the termination of this period or by the termination of the placing these products on the 
market. 
 

II. Basic principles of complaint 
 
1. The Customer is obliged to check the product (goods) upon its delivery and to confirm its takeover in the Delivery note (hereinafter 
referred to as the “DN”) or in a document from the Contractor replacing the delivery note (e.g. a transport sheet). The Customer will 
record the immediately found inconsistency of the product (as regards its quality, quantity, packaging etc.) in the same documents 
(including the date when the record was made and identification of the person who made the record (signature)). In justified cases, 
when it is inconsistency clearly preventing the intended use of the product, the customer can refuse to take over such a delivery. The 
Contractor will record the inconsistency with justification why the takeover was refused in the above specified documents. 
 
2. In case the Customer only finds out an inconsistency after the product is taken over, immediately after finding out the Customer will 
notify the Contractor in writing and ensure suitable storage of the product under complaint so that its quality is not influenced in a 
negative way by the storage (see Business Terms of Aluprint, s.r.o.) and it was available for future complaint procedure and assessment 
by the Contractor. 
 
3. Unless both parties agree otherwise, the basic prerequisite for lodging of a complaint concerning inconsistency (defects) of a product 
is submitting (delivery) of the whole product quantity under complaint in the original packaging and with the original identification 
marking of the packaging and the actual products (identification stickers or control slips – according to the product type) for assessment 
and its written notification to the Contractor. For this notification, the Customer will use a Complaint record of the Contractor which is 

annexed to this Complaint Regulations and is available to the complaining customer at http://www.aluprint.sk (section 

„download“) or on the request from the sales representative. 
 
As a last resort, it is allowed to submit another record of inconsistency / complaint but it must contain minimum the following data: 
 
a) Organisation, contact person (phone, e-mail) 
b) Item code of the Contractor and/or internal code of the Customer 
c) Item name of the product under complained 
d) Quantity of product under complaint 
e) Order number of the Customer 
f) DN / invoice number of the Contractor 
g) Batch number 
h) Reason of the complaint 
 
The Contractor is entitled not to include products without the original identification marking in the complaint procedure and thus not to 
accept the complaint in relation to them. As well as products which do not comply recommended conditions for the transport and storage 
that are the part of the GBT.  
 
4. The proceedings of inconsistency (complaint procedure) are only commenced by the Contractor on the day when a written notification 
of the inconsistency is available (lodging of complaint) and the product under complaint is physically available for assessment. The 
results of the proceedings are notified in writing to the Customer within the below specified deadlines. 
 
5. When assessing inconsistency in the complaint procedure, the Contractor uses solely the parameters agreed in the Customer-
Contractor relation – contract (AQL) or in the order – and in accordance with GBT of the Contractor. At the same time the Contractor 
takes into consideration the technical and technological possibilities of the selected production technology and conditions under which 
the Customer-Contractor relation was established. 
 
6. Complaints lodged after the guarantee period specified above in clause I.3 expires or complaints when the Customer does not 
provide the product under complaint for assessment or when the Customer does not provide the necessary cooperation during its 
solution or it is not possible to identify the date of production on the product, will not be accepted. 
 

III. Procedure of lodging a complaint 
 
1. The Customer will inform the Contractor about inconsistency by phone and subsequently in writing by sending a completed Complaint 
record in accordance with the clause II.3 above. 
 
2. The Customer is obliged to agree with the Contractor in advance about the way how to return the product under complaint or hand 

http://www.aluprint.sk/


over its samples. The basic criterion of this agreement shall be minimising of costs connected with the complaint procedure. 
 
3. The Customer will provide the necessary cooperation when returning the product under complaint or when ensuring and handing over 
samples proving the product inconsistency. 
 
4. The Contractor will assess the claimed inconsistency and decide about justifiability of the complaint in the shortest possible term 
when the conditions specified above in chapter II are fulfilled. The Contractor will inform the Customer about its decision in writing. 
 
5. The Contractor / delegate of the Contractor has the right to participate on the application of delivered labels after receiving the 
complaint or labels, which are subject of the claim to prove the justification of the claim in the period of validity of the actual text version. 
 

IV. Unjustified complaint 
 
1. In case the Contractor finds out during the assessment of the claimed damage that the complaint is unjustified, the Contractor will 
inform the Customer about this in writing. 
 
2. If the product under complaint is in the premises of the Contractor, the Contractor will send it to the original address of the Customer. 
In this case the Contractor is entitled to charge to the Customer the charges connected with the transport of the product under 
complaint. 
 

V. Justified complaint 
 
1. Repairable defects 
  
If after the assessment of the claimed defect the Contractor finds out that it is a repairable defect, the Customer is entitled to have the 
defect repaired free of charge within the term agreed with the Contractor. 
 
2. Non-repairable defects 
 
If after the assessment of the claimed defect the Contractor finds out that the defect cannot be repaired and it prevents the intended use 
of the product, the Customer is entitled to have the product replaced (substitute fulfilment) within the term agreed with the Contractor or 
to withdraw from the contract. 
 
3. Inconsistency of the original documentation (invoice, delivery sheet, transport sheet) with the delivered products  
 
If the Customer finds out any inconsistency between the invoice / delivery note / transport sheet and the actually delivered product (in 
kind or quantity), the Customer will contact the Contractor as soon as possible in writing and the Contractor will rectify the situation. 
 
The ways of resolving the justified cimplaint: 
 
a) substitutive delivery 
b) providing discounts 
c) repairing 
d) warning from the Customer 
e) redelivery of the claimed products 
f) issuing the credit note 
 

VI. Settling of complaint 
 
1. The Customer is informed about the result of the complaint procedure by phone and subsequently in writing – with specification of the 
way in which the complaint was settled. In case when on the basis of a justified complaint of inconsistency subsequent corrective or 
preventive measures are taken to prevent their repeating, the Customer is entitled to be informed about them. 
 
2. The Contractor informs the Customer about the result of the complaint procedure latest within 30 days from the takeover of the record 
of inconsistency (Complaint record) and the product under the complaint for assessment, unless another term is agreed by both parties. 
In case the Customer does not provide the necessary cooperation during the complaint procedure or in case other unforeseeable 
circumstances occur which are out of the control of the Contractor, this term is extended accordingly. The Customer is informed about 
these reasons by the Contractor. 
 

VII. Complaint concerning product damaged in transport 
 
1. In case of an obvious damage of the product during transport, the Customer proceeds pursuant to clause II.1 above. 
 
2. According to its possibilities, the Customer will provide evidence of the product damage caused by the carrier (photographs, damaged 
product, packaging etc.) which will be submitted to the Contractor. 
 

VIII. Final provisions 
 
These Complaint Regulations come to force on January 1, 2010 and the last update come to force and become efficient on July 1, 2011 
and is valid indefinitely.  

 
The contractor reserves the right to change these Complaint Regulations. 


