
Return policy 
Seller is: (in Slovak language): elpea s.r.o., Obchodný register Okresného súdu Trenčín, 
vl. č32380/R, Gen. M.R. Štefánika 400/38, Trenčín 911 01, SR. IČO: 50 084 402, DIČ: 
2120171 526. Konateľ: Ing. Zuzana Hrušková 
Email: elpea@elpea.sk  
Tel: +421 911 912 477 
Contact address: elpea s.r.o., Gen. M.R. Štefánika 400/38, Trenčín 911 01, SR 
Supervisory Authority: Inšpektorát SOI pre Trenčiansky kraj, Hurbanova 59, 911 01 
Trenčín, SR / SOI Inspectorate for the Trencin Region, Hurbanova 59, 911 01 Trenčín, 
SR 

1. These Complaints Procedure Rules/ Return Policy (hereinafter referred to as “RP”) are 
drawn up in accordance with Act no. 40/1964 Coll. Civil Code, as amended (hereinafter 
referred to as the “Civil Code”), Act no. 250/2007 Coll. on Consumer Protection, and Act 
no. 102/2014 Coll. on consumer protection when selling goods and/or providing services 
under a distance contract or a contract concluded off the premises of the seller, and 
amendments and supplements to certain acts as amended, and Act no. 391/2015 Coll. on 
Alternative Dispute Resolution and Amendments to Certain Acts (hereinafter the “Dispute 
Settlement Act”) as well as by EP Regulation and Council (EU) no. 2016/679 on the 
protection of individuals when processing personal data and the free movement of such 
data and repealing Directive 95/46 / ES (General Data Protection Regulation) (hereinafter 
referred to as the “GDPR Regulation”). Claims of clients - legal entities who are not in the 
position of consumer are governed by Act no. 513/1991 Coll. Commercial Code, as 
amended (hereinafter referred to as the “Commercial Code”).  

2. This return policy do not apply to a buyer who is not a consumer (person who buys goods 
for business purposes and not for the personal consumption of the individual); 
responsibility for defects in goods is governed in this case by the provisions of §422 et 
seq. The Commercial Code.  

3. Buyer is any natural or legal person who has filled out and sent an order through the 
seller's website, has received an email order receipt and paid the purchase price. The buyer 
is also any person who placed the order by phone or by email and email confirming 
acceptance of the seller's quote and confirming the familiarity with these General Terms 
and Conditions. 

4. A consumer means a natural person which does not act within the scope of its 
enterprise or occupation. For the purposes of these business terms, it is also stated 
that the consumer is a natural person - not an entrepreneur. The consumer is not a 
corporate customer, that is, the customer who buys the goods for the company (it 
indicates when ordering its ID, VAT number or VAT ID). Business customers are not 
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entitled to a return of goods without giving a reason within 14 days, and they are also 
not entitled to withdraw from the contract within 14 days. The relationship between 
such a customer and the seller is not governed by the Civil Code, but by the 
Commercial Code. Consumer is a natural person who are acting outside their trade, 
business, craft or profession.  

5. The seller is responsible for defects in the goods when taken over by the buyer. The seller 
shall not be responsible in the case of used items, whereof the defects were caused by 
their use or wear. The seller shall not be responsible for the defect due to which lower 
price of discounted item was agreed. If the items are not perishable or used, the seller is 
responsible for defects that occur after taking over the item during the warranty period 
(warranty). 

6. The warranty period for new goods is 24 months, which runs from the take-over of the 
goods by the buyer. The warranty period for used goods is 12 months. If the period of use 
is shown on the sold item, its packaging or the instructions attached to it, the warranty 
period shall not end before the expiration of this period. Regarding the things that get 
spoiled quickly, the buyer is obliged to file the complaint no later than the day following 
the day of purchase. 

7. The warranty card is issued at the request of the buyer. Proof of purchase is sufficient to 
file a complaint. 

8. If the goods have a removable defect, the buyer is entitled to get the defect removed free 
of charge, timely and properly. The seller is obliged to remove the defect without undue 
delay. Instead of removing the defect, the buyer may request an exchange of the item, or if 
the defect concerns only a part of the item, a replacement of the part, provided that the 
seller does not incur disproportionate costs due to the price of the goods or the gravity of 
the defect. Instead of removing the defect, the seller can always exchange the defective 
item with a non-defective one, unless it causes serious difficulties for the buyer. In the 
case of a defect which cannot be removed, and which prevents the thing from being 
properly used as a thing without defects, the buyer is entitled to exchange the item or to 
withdraw from the contract. The same rights belong to the buyer in the case of removable 
defects, however, the defect shall restrain the item of being properly used, due to the 
recurrence of the defect after repair or due to a larger number of defects. In the case of 
other irreparable defects, the buyer is entitled to a reasonable discount on the price of the 
item. 

9. The seller recommends the buyer to familiarize himself with the rules of complaint and 
general terms and conditions before ordering the goods via the website. By ordering the 
goods from the seller via the website, the buyer confirms the content of  return policy and 
the general terms and conditions of business. 
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10. The seller handles consumer complaints in accordance with the laws of the Slovak 
Republic, especially Act. 250/2007 as amended, the Civil Code of the Slovak Republic 
and the applicable legal regulations. 

11. The seller shall inform before the purchase of the seller's liability for defects of goods 
(pursuant to Sections 622 to 624 of the Civil Code), the procedure for the application and 
handling of complaints, where he can lodge a claim, especially if the place for furnishing 
the complaint is different from the seat business or headquarters of an establishment, and 
the performance of warranty service (authorized service, etc.). 

12. As a proof of purchase, the seller shall provide a purchase receipt (invoice) to each 
purchased item. If a separate warranty card is not issued, it serves as a warranty card for 
the relevant purchase document (the "warranty card"). 

13. When filing a complaint, the seller shall determine the method of settling the complaint 
immediately or in complex cases no later than 3 working days from the date of the 
complaint, in justified cases, especially if a complex technical assessment of the product 
or service is required, no later than 30 days after the date of the complaint filing. After 
determining the method of settling the complaint, the complaint will be settled 
immediately, in justified cases, the complaint can be settled later; however, the settlement 
of the complaint may not take longer than 30 days after the date of the complaint filing. 
After the expiration of the period for the complaint settlement, the buyer shall be entitled 
to withdraw from the contract or to exchange the product for a new product. 

14. Provided that the buyer has filed a complaint about the product during the first 12 months 
following the purchase, the complaint may be settled by seller’s rejection only on the 
basis of expert assessment; regardless of the result of the expert assessment, the buyer 
shall not be required to pay the costs of the expert assessment or other costs related to the 
expert assessment. The seller is obliged to provide the buyer with a copy of the expert 
assessment justifying the rejection of the complaint no later than 14 days after the date of 
settlement of the complaint. Provided that the buyer has filed a complaint 12 months 
following the purchase and the complaint has been rejected by the seller, the seller shall 
state in the complaint settlement document, the address whereto the buyer is entitled to 
send the product for expert assessment. Provided that the product is sent for expert 
assessment to a designated person, the costs of the expert assessment, as well as all other 
related expediently incurred costs, shall be borne by the seller, regardless of the result of 
the expert assessment. Provided that the buyer proves the seller's liability for the defect by 
expert assessment, a complaint can be filed again; the warranty period shall not continue 
during the time of provision of the expert assessment. The seller is obliged to reimburse 
all costs incurred for professional assessment, as well as all related purposefully incurred 
costs to the buyer within 14 days from the date of re-application of the complaint. A re-
submitted complaint must not be rejected. 
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15. The seller is obliged to issue a confirmation to the buyer when filing a complaint. 
Provided that the complaint is filed by e-mail, the seller is obliged to deliver the 
confirmation of the complaint to the buyer immediately; if it is not possible to deliver the 
confirmation immediately, it must be delivered without undue delay, but no later than 
together with the document of complaint settlement; the confirmation of the complaint 
may not be delivered provided that the buyer has the option to prove the filing of the 
complaint in another way. 

16. Consumer Warranty Period: For all goods purchased under civilian relationships, the 
warranty period is in accordance with the legal regulations of the Slovak Republic for a 
standard period of 24 months if the Slovak legislation does not provide for a shorter 
period for certain types of goods. The warranty period begins to run from the date of 
receipt of the goods by the consumer. The seller may extend the statutory time. The length 
of the extended warranty period is always indicated on the warranty card. If there is no 
other warranty period in the warranty card, a 24-month period will apply. The warranty 
period consists of the statutory time limit (24 months) and, if applicable, an extended 
period. Within the statutory warranty period, claims are governed by Civil Code no. 
40/1964 Z.z. § 619-627, taking into account this Complaint Procedure. (For an extended 
period, complaints are governed solely by these rules.) 

17. Warranty period for the used thing: If the thing is used, buyers and sellers may also 
agree on a shorter warranty period, but not less than 12 months. For goods sold at a lower 
price due to a mistake or incompleteness, the warranty does not apply to errors for which 
the lower price was agreed. 

18. Guarantee period for business customers: For all goods purchased by business 
customers, based on a business relationship (in accordance with the Commercial Code), 
the warranty period is referred to as the "quality guarantee" set by the seller for 12 months 
(word: twelve months). 

19. Warranty conditions: The seller is responsible for the fact that the goods have the 
specified quality, quantity, degree and weight at sale. The goods must be free of defects 
and must comply with applicable technical standards. The seller is responsible for the 
defects of the goods sold at the buyer's receipt and for the defects that occur after the 
goods have been taken over during the warranty period 

20. Exceptions to the warranty: 
• the warranty does not apply to defects caused by incorrect use of the goods or due to 

force majeure, natural events, or any resulting damages as a result. 
• the warranty does not apply to defects caused by maltreatment, improper or 

inappropriate handling, use, and installation that are inconsistent with the user's 
manual. 

• The warranty also does not apply to damages incurred: 
a. about mechanical damage to the goods, 
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b. on the use of the goods under non-replicable conditions, 
c. the goods have been damaged by excessive loading or in contravention of the 

conditions stated in the documentation or general principles, 
d. about performing unqualified interventions or changing parameters. 

21. It is also not possible to claim goods for the same reason for which the price was reduced. 
22. The warranty period does not count from the time when the claim is claimed until the 

buyer takes over the goods. If the goods are exchanged, the warranty period begins to run 
again from the receipt of the new goods. IIf the seller offers a gift together with the goods, 
the buyer can accept it. But it is not a sold goods, so the seller is not responsible for any 
defects. If the customer will use the right to withdraw from the purchase contract (refund), 
the customer is obliged to return to the seller everything he has received, hence also the 
goods received as a gift.  

23. For the purposes of these return policy is stated, the warranty claim can be made 
personally or by sending it to the address of the seller. If the nature of the product so 
permits, the consumer send the product to the seller. If the nature of the product does not 
allow delivery of the product to the vendor (or designated person), the consumer may 
request the removal of the defect at the place where the product is located or agree with 
the seller (designated person) on on another method of dispatch. When claiming, you must 
provide a proof of purchase or a warranty card (if it was previously issued). The seller is 
required to issue a confirmation to the consumer when making the claim. If a complaint is 
applied by means of remote communication (e.g., by electronic mail), the seller is obliged 
to deliver the warranty claim confirmation to the consumer immediately, but at the latest 
with the proof of equipment. Your warranty complaint may not be longer than 30 days. 
The deadline for warranty claim settlement begins on the day following the day on which 
the claim was made. There is no way to extend the time for complaint handling. Upon 
expiry of this period, the consumer will be entitled to withdraw from the contract and to 
return the money for the product. 

24. Claims can be made:  
• personally, at: elpea s.r.o., Gen. M.R. Štefánika 400/38, Trenčín 911 01, SR (it is 

necessary to show that the product has been purchased at the seller's premises and that 
it is still in the warranty, for example, the seller recommends a proof of purchase or 
warranty). 

• by post to: elpea s.r.o., Gen. M.R. Štefánika 400/38, Trenčín 911 01, SR (it is 
necessary to show that the product has been purchased at the seller's premises and that 
it is still under warranty, for example, a proof of purchase or warranty). 

25. Before claiming the warranty claim, the seller recommends (but he does not force) that, 
even before, the buyer should contact the seller by telephone or electronically, who will 
inform him / her again about the way of equipment the warranty claim. 
Email: elpea@elpea.sk  
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Tel: +421 911 912 477 
26. The seller hereby informs the buyer that a claim form is available on the seller's website in 

case of a claim. It is sufficient to prove that the product has been purchased at the seller 
and that the product is still in the warranty period. The law does not specify what proof 
the buyer should prove. The seller recommends a proof of purchase. In any case, the seller 
can not refuse to accept a complaint from the consumer if he can prove that the defective 
product was purchased at the seller and he is still in the warranty period. 

27. Warranty period during complaints: the warranty period does not run during the 
complaint processing period. The warranty period is extended by the time the complaint is 
processed. In the event of an unjustified claim, the warranty period is not extended. If the 
claim was provided in exchange for new goods, it is another possible complaint is 
considered the first claim the goods. 

28. The warranty for a replacement thing: after receiving the new thing applies new 
warranty period. 

29. Warranty claim information: 
• If there is a defect that can be removed, the consumer has the right to be removed 

free of charge, in a timely and proper manner. The seller is required to remove 
the defect without undue delay. 

• Instead of removing the defect, the consumer may request the exchange of the 
item or if the defect only concerns part of the thing, the replacement of the part, 
and the seller does not incur disproportionate costs in relation to the price of the 
goods or the seriousness of the defect. 

• The seller may always replace the defective article instead of removing the defect 
if it does not cause serious difficulties to the buyer. 

• If there is a defect that can not be eliminated and prevents the thing from being 
properly used as a non-defective thing, the consumer has the right to exchange 
the item or has the right to withdraw from the contract. 

• The same rights apply to consumers if they are removable defects, but if the 
consumer can not properly use the defects after repair or for a number of defects. 

• If there are other non-removable defects, the consumer is entitled to an 
appropriate discount on the price of the item. 

• If a thing sold at a lower price or a used item has a defect for which the seller is 
responsible, the consumer has the right to a reasonable discount instead of the 
right to exchange the case. In the case of a non-removable defect which does not 
prevent the proper use of the goods, the consumer is entitled to an appropriate 
discount on the price of the product. 

• If the consumer has the right to exchange goods or the right to withdraw from 
the contract (money back), it is up to the buyer to use these rights. But once he 
chooses one of these rights, he can no longer change this choice unilaterally. 
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• If the consumer claims, the seller or his appointed employee or designated person 
is required to instruct the consumer about his rights as outlined above 

30. How to obtain a warranty claim: On the basis of a consumer's decision that claims the 
consumer's rights, the seller is required to determine the way how the warranty complaint 
is claimed: 
• immediately,  
• in complicated cases within 3 working days from the date of the claim 
• no later than 30 days after the date of the claim. 

31. Seller is required to provide a claim within 30 days.  
32. Solving warranty complaints means: termination of the product complaint procedure, 

replacement of the product, refund of the purchase price for the product, payment of an 
appropriate discount from the product price, written request for acceptance of the 
performance or its justified refusal. After the 30-day period for handling a complaint, the 
consumer has the right to withdraw from the purchase contract or has the right to 
exchange goods for new goods. 

33. Warranty claims within 12 months of purchase: If a consumer claims goods during the 
first 12 months of purchase, the seller may only refute the warranty complaint by refusing 
to reject it only on the basis of expert judgment. Irrespective of the outcome of expert 
judgment, all costs are borne by the seller. 

34. warranty claims 12 months after purchase: If a consumer has applied the product claim 
after 12 months and the seller has rejected it, he / she must indicate in the proof the 
consumer can send the product for expert judgment (court expert, authorized person). If 
the expert opinion is set for the benefit of the consumer, he can reapply the claim. Such a 
complaint can no longer be denied. 

35. Costs of expert judgment: If the consumer sends the goods for expert judgment to the 
intended person in the warranty period, the costs of expert judgment as well as all other 
related expense incurred shall always be borne by the seller, that is to say, for the entire 
duration of the guarantee period, irrespective of the outcome of the expert judgment. 
However, if the goods are sent for expert judgment to other than the designated person, for 
example an expert or an authorized, notified or accredited person, the costs of professional 
judgment as well as all other related expen- diture expensed, the seller is obliged to 
reimburse the consumer only if the professional judgment proves seller's liability for the 
defect complained of, within 14 days of the day of re-claiming. 

36. The expert assessment shall include:: 
• identification of the person conducting the expert judgment, 
• exact identification of the product under review (eg serial or serial number) 
• description of product status, 
• the outcome of the assessment, 
• date of professional judgment. 
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37. An expert assessment may be carried out only by:: 
• Expert according to Act no. 382/2004 Z.z. Law on Experts, Interpreters and 

Translators. 
• an authorized, notified or accredited person - pursuant to § 11 par. 1, § 2 para. (1) f) 

and § 22 par. 4 of Act no. 264/1999 and § 15 of Act no. 90/1998 Z.z. 
• Authorized service (authorized person for warranty repairs). 

38. The seller is required to give the customer a confirmation when making a warranty claim. 
This confirmation is a copy of the Complaint Protocol. In addition to the contact details of 
the seller and the consumer, this confirmation should contain a description of the defect 
and whether the consumer requires repair, replacement, withdrawal or discount from the 
purchase price, depending on the nature of the defect and the date of warranty claiming. If 
the warranty complaint is applied by means of remote communication, e.g. by phone, the 
seller is obliged to deliver the claim confirmation to the consumer as soon as possible, but 
at the latest with the proof of equipment. The seller is obliged to issue a written document 
about the equipment of the claim no later than 30 days after the date of claiming the claim. 
This written document is a copy of the Complaint Report with a filled-in box containing a 
warranty complaint, a letter containing a written complaint or a sms message, or an email 
message containing information about the claim, with a written confirmation of its 
sending. 

39. Buyer cooperation: The consumer is obliged to provide the seller or to the authorized 
service, without delay, any action to verify the existence of the defect claimed and to 
remove it (including appropriate testing or disassembly of the goods). The consumer is 
also obliged to claim the goods in a clean package in accordance with hygiene regulations 
or general hygienic principles, including all its components and accessories, enabling such 
verification and removal of the defect. The consumer is obliged to take over the goods 
from the warranty repair no later than one month after the notification of its execution. 

40. No law does not require the seller to provide a replacement product to the consumer 
during the time of the complaint. 

41. Complaints in the case of a corporate customer are governed by the Commercial 
Code.  

42. The seller informs the buyer about the supervisory authority, which is: the Slovak Trade 
Inspection. The Slovak Trade Inspection, as an internal market inspection body, does not 
investigate the merits of the complaints, but only whether all the legal conditions relating 
to the complaint under the Consumer Protection Act have been met. Other supervisors, 
depending on the goods or services offered through the internet store, may also be: 

• State Veterinary and Food Administration 

• Regional Public Health Office 
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Alternative dispute resolution for consumer 
1. Article 169(1) and point (a) of Article 169(2) of the Treaty on the Functioning of the 

European Union (TFEU) provide that the Union is to contribute to the attainment of a 
high level of consumer protection through measures adopted pursuant to Article 114 
TFEU. Article 38 of the Charter of Fundamental Rights of the European Union provides 
that Union policies are to ensure a high level of consumer protection.  

2. In accordance with Article 26(2) TFEU, the internal market is to comprise an area without 
internal frontiers in which the free movement of goods and services is ensured. The 
internal market should provide consumers with added value in the form of better quality, 
greater variety, reasonable prices and high safety standards for goods and services, which 
should promote a high level of consumer protection.  

3. Alternative dispute resolution (ADR) offers a simple, fast and low-cost out-of-court 
solution to disputes between consumers and traders. However, ADR is not yet sufficiently 
and consistently developed across the Union. It is regrettable that, despite Commission 
Recommendations 98/257/EC of 30 March 1998 on the principles applicable to the bodies 
responsible for out-of-court settlement of consumer disputes and 2001/310/EC of 4 April 
2001 on the principles for out-of-court bodies involved in the consensual resolution of 
consumer disputes, ADR has not been correctly established and is not running 
satisfactorily in all geographical areas or business sectors in the Union. Consumers and 
traders are still not aware of the existing out-of-court redress mechanisms, with only a 
small percentage of citizens knowing how to file a complaint with an ADR entity. Where 
ADR procedures are available, their quality levels vary considerably in the Member States 
and cross-border disputes are often not handled effectively by ADR entities. 

4. The disparities in ADR coverage, quality and awareness in Member States constitute a 
barrier to the internal market and are among the reasons why many consumers abstain 
from shopping across borders and why they lack confidence that potential disputes with 
traders can be resolved in an easy, fast and inexpensive way. For the same reasons, traders 
might abstain from selling to consumers in other Member States where there is no 
sufficient access to high-quality ADR procedures. Furthermore, traders established in a 
Member State where high-quality ADR procedures are not sufficiently available are put at 
a competitive disadvantage with regard to traders that have access to such procedures and 
can thus resolve consumer disputes faster and more cheaply. 

5. In order for consumers to exploit fully the potential of the internal market, ADR should be 
available for all types of domestic and cross-border disputes covered by this Directive, 
ADR procedures should comply with consistent quality requirements that apply 
throughout the Union, and consumers and traders should be aware of the existence of such 
procedures. Due to increased cross-border trade and movement of persons, it is also 
important that ADR entities handle cross-border disputes effectively. 
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6. Directive and Regulation (EU) No 524/2013 of the European Parliament and of the 
Council of 21 May 2013 on online dispute resolution for consumer disputes (5) are two 
interlinked and complementary legislative instruments. Regulation (EU) No 524/2013 
provides for the establishment of an ODR platform which offers consumers and traders a 
single point of entry for the out-of-court resolution of online disputes, through ADR 
entities which are linked to the platform and offer ADR through quality ADR procedures. 
The availability of quality ADR entities across the Union is thus a precondition for the 
proper functioning of the ODR platform. https://webgate.ec.europa.eu/odr/main/
index.cfm?event=main.home.chooseLanguage 

7. The Institution of that settlement  of the dispute in Slovak Republik is the Regulatory 
Office for Network retaliation, the Office for the regulation of electronic communications 
and postal services and Slovak Trade Inspectorate. Slovak Trade Inspection will also be 
authorized to settle the dispute in which it is not intended competence of other organs, 
except for disputes arising from contracts for the provision of financial services. 

8. Pursuant to Section 11 of the Act. 391/2015 on consumer law, the consumer is entitled to 
contact the seller to request corrective action (other solutions) if not satisfied with the way 
the seller respond to the complaint or if he thinks that the seller violated his rights. The 
consumer has the right if there is a dispute with the seller, and he can not agree with a 
solution, the buyer can contact the institution of alternative dispute resolution, but only if 
the value od goods, which is the subject of disagreement, the price is higher than € 20. 
This applies not only to buyers from the Slovak Republic but also to buyers from 
abroad.The institution of ADR decision within 90 days from its commencement, and to 
extend the period of 30 days (repeatedly) notify the applicant. 

9. If the consumer is not satisfied how the seller responds to his complaint or otherwise 
violated his rights, in which case the option to submit a proposal to the competent 
institution. This does not exclude the possibility to solve their dispute through legal 
action. The seller must be helpful. 

10. Address institutions for resolving disputes (in Slovak language) 
• Slovenská obchodná inšpekcia, Ústredný inšpektorát, Odbor pre medzinárodné vzťahy 

a alternatívne riešenie spotrebiteľských sporov, Prievozská 32, p.p. 29 
• 827 99 Bratislava 27, Slovenská republika 
• web: http://www.soi.sk/sk/Alternativne-riesenie-spotrebitelskych-sporov.soi 
• email: ars@soi.sk, adr@soi.sk 

11. The proposal may be submitted by the consumer according to the procedure specified in 
§12 of Act 391/2015 Zz. on alternative dispute resolution for consumers as well as 
electronically through the online dispute resolution platform (RSO) https://
webgate.ec.europa.eu/odr/main/index.cfm?event=main.home.chooseLanguage  
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Alternative dispute resolution is reserved exclusively for consumers - natural person who are 
acting outside their trade, business, craft or profession. The dispute is resolved between the 
consumer and the seller who has signed a distance contract and whose claim is worth more 
than € 20. The seller also informs consumers about the possibility of individual submission of 
applications, suggestions and attempts to dispose of disputes, between the consumer and the 
seller, electronically at the following email address:elpea@elpea.sk      

The wording of the claim order is effective from  10 November 2020 
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