REKLAMACNY PORIADOK

KRAFTEC, s.r.o.

Postup pri uplatniovani a vybavovani reklamdcii tovarov a sluZieb

Verzia 2.0 » Ucinné od: 1. 6. 2026. Slovenskd verzia je jedind
prdvne zdvdznd. Anglickd verzia je informativnym prekladom a v
pripade rozporu md prednost slovenskd verzia.

Tento Reklamacny poriadok upravuje prava Zakaznika zo
zodpovednosti za vady tovaru a sluzieb dodavanych
spoloénostou Kraftec, postup pri uplatneni reklamacie a
postup Kraftec pri jej vybavovani. Reklamacny poriadok sa
vztahuje na vietky tovary a sluiby Kraftec, pricom dopitia
VSeobecné obchodné podmienky Kraftec (VOP). V pripade
rozporu medzi tymto Reklamaénym poriadkom a VOP ma
prednost toto ustanovenie Reklamaéného poriadku.

COMPLAINTS PROCEDURE

KRAFTEC, s.r.o.

Procedure for filing and handling complaints regarding goods and
services

Version 2.0 e Effective from: 1 June 2026. The Slovak version is
the only legally binding version. The English version is a non-
binding courtesy translation; the Slovak version prevails in case of
conflict.

This Complaints Procedure governs the Customer's rights
under liability for defects of goods and services supplied by
Kraftec, the procedure for filing a complaint and Kraftec's
procedure for handling it. The Complaints Procedure applies
to all goods and services of Kraftec and supplements Kraftec's
General Terms and Conditions (GTC). In case of conflict
between this Complaints Procedure and the GTC, this
Complaints Procedure prevails.



1. UVODNE USTANOVENIA A PRAVNY
ZAKLAD

1.1 Reklamaény poriadok je vydany v sulade s tymito
predpismi:

e zakon €. 40/1964 Zb. Obciansky zédkonnik (§ 619 az § 627)
— zodpovednost za vady predanej veci;

e zdkon ¢. 250/2007 Z. z. o ochrane spotrebitela (§ 18) —
postup vybavovania reklamacii a lehota 30 dni;

e  zakon ¢&. 102/2014 Z. z. o predaji na dialku — vynimky z
prava na odstUpenie pri tovare na zakazku, hygienicky
balenych tovaroch a inych;

rieSenfi

e zidkon ¢ 391/2015 Z. z. o alternativhom

spotrebitelskych sporov;

e zakon ¢. 513/1991 Zb. Obchodny zakonnik (§ 422 aZ §
442) — zodpovednost za vady v obchodnych vztahoch
(B2B);

e nariadenie (EU) 2023/988 o vieobecnej bezpecnosti
vyrobkov (GPSR).

1.2 Tymto Reklamaénym poriadkom Kraftec informuje
Spotrebitela pred uzavretim zmluvy o zodpovednosti za vady
tovaru/sluzby, podmienkach uplatnenia prav z vad, mieste
uplatnenia reklamacie a o subjektoch alternativneho riesenia
spotrebitelskych sporov v zmysle § 3 ods. 1 pism. n) a § 3 ods.
1 pism. t) zakona ¢. 102/2014 Z. z.

2. IDENTIFIKACIA PREDAVAJUCEHO

2.1 Predavajucim a poskytovatelom sluzieb je Kraftec, s.r.o.,
so sidlom Gen. M. R. Stefanika 1939/7, 914 51 Trencianske
Teplice, Slovenska republika, 1€O: 54 072 247, DIC:
2121576886, IC DPH: SK2121576886, zapisana v Obchodnom
registri Okresného sudu Trencin, oddiel: Sro, vlozka ¢.:
46861/R (dalej len ,Kraftec”). Kraftec vystupuje na trhu
okrem iného pod obchodnou znackou , Kraftec 3D“.

2.2 Kontaktné udaje: e-mail info@kraftec.sk, teleféon +421
911 833 393, webové sidlo kraftec3d.com a kraftec.sk.

2.3 Adresa pre uplatnenie reklamacie: Gen. M. R. Stefanika
1939/7, 914 51 Trencianske Teplice, Slovenska republika. E-
mail pre reklamacie: reklamacie@kraftec.sk.

2.4 Organ dozoru: Slovenska obchodna inSpekcia, InSpektorat
SOI pre Trenciansky kraj, Hurbanova 59, 911 01 Trendin; pre
cezhraniéné spory Ustredie SOI, Bajkalska 21/A, 827 99
Bratislava 27 ([www.soi.sk](https://www.s0i.sk)).

1. INTRODUCTORY PROVISIONS AND LEGAL
BASIS

1.1 This Complaints Procedure is issued in accordance with
the following laws:

e Act No. 40/1964 Coll. Civil Code (Sections 619 to 627) —
liability for defects of the sold item;

e Act No. 250/2007 Coll. on consumer protection (Section
18) —
deadline;

complaints handling procedure and 30-day

e Act No. 102/2014 Coll. on distance selling — exceptions
to the right of withdrawal for custom-made, hygienically
packaged and other goods;

e Act No. 391/2015 Coll. on alternative dispute resolution
for consumer disputes;

e Act No.513/1991 Coll. Commercial Code (Sections 422 to
442) — defect liability in commercial (B2B) relationships;

e Regulation (EU) 2023/988 on general product safety
(GPSR).

1.2 By this Complaints Procedure, Kraftec informs the
Consumer before conclusion of the contract about defect
liability, conditions for exercising defect rights, the place of
filing complaints and ADR bodies under Section 3(1)(n) and (t)
of Act No. 102/2014 Coll.

2. IDENTIFICATION OF THE SELLER

2.1 The seller and service provider is Kraftec, s.r.o., with
registered seat at Gen. M. R. Stefanika 1939/7, 914 51
Trencianske Teplice, Slovak Republic, company ID (ICO): 54
072 247, tax ID (DIC): 2121576886, VAT ID (IC DPH):
SK2121576886, registered in the Commercial Register of the
Sro, 46861/R
(hereinafter "Kraftec"). Kraftec also operates under the brand
name "Kraftec 3D".

District Court Trencin, section: file no.:

2.2 Contact details: email info@kraftec.sk, phone +421 911
833 393, websites kraftec3d.com and kraftec.sk.

2.3 Address for filing complaints: Gen. M. R. Stefanika
1939/7, 914 51 Trendianske Teplice, Slovak Republic.
Complaints email: reklamacie@kraftec.sk.

2.4 Supervisory authority: Slovak Trade Inspection (SOI),
Inspectorate for the Trencin region, Hurbanova 59, 911 01
disputes the SOl Central
21/A, 827 99 Bratislava 27

Trenéin;, for cross-border

Inspectorate, Bajkalska



3. POJMY A DEFINICIE

3.1 Pre ucely tohto Reklamaéného poriadku maji pojmy
nasledujuci vyznam:

e ,Reklamdcia“ je uplatnenie zodpovednosti Kraftec za
vady tovaru alebo sluzby zo strany Zakaznika.

e, Spotrebitel” je fyzickd osoba, ktora pri uzatvarani
zmluvy nekond v ramci svojej podnikatelskej ¢innosti (§ 2

pism. a) zdkona ¢. 250/2007 Z. z.).

e ,Podnikatel” je osoba podla § 2 ods. 2 Obchodného
zakonnika.

tovaru/sluzby s
dohodnutymi vlastnostami, Specifikaciou alebo zdkonom

e ,Vada“ je nezhoda dodaného
predpisanymi vlastnostami. Drobné odchylky v ramci
zverejnenych alebo obvyklych vyrobnych tolerancii

nepredstavuju vadu.

e ,Zarucna doba” je doba, pocas ktorej Kraftec zodpoveda
za vady, ktoré sa vyskytnu na tovare/sluzbe.

e, Zarucny list” je doklad osvedcujuci poskytnutie zaruky a
jej podmienky; u tovarov, pri ktorych sa zarucny list
nevydava, slUzi ako zarucny list doklad o kupe.

4. ZARUCNA DOBA

4.1 Spotrebitel. Pri predaji Spotrebitelovi je zaru¢na doba 24
mesiacov a zacina plynut od prevzatia tovaru/dodania sluzby
(§ 620 ods. 1 OZ). Pri pouzitom tovare moze byt zaru¢na doba
dohodnuta na 12 mesiacov (§ 620 ods. 2 0Z); skratenie musi
byt Spotrebitelovi vyslovne ozndmené pred uzavretim zmluvy.

4.2 Podnikatel. Pri predaji Podnikatelovi je dohodnuta
zarucna doba 12 mesiacov od prevzatia (§ 429 OBZ), pokial
nie je v cenovej ponuke alebo na obale vyrobcu uvedena
dlhsia zaru¢na doba; v takom pripade plati dlhsia zaruka.

4.3 Zarucéna doba pri spotrebnom materidli s obmedzenou
trvanlivostou (napr. filament, Zivice, chemikalie) sa skon¢i
najneskor datumom minimalnej trvanlivosti uvedenym na
obale, ak je tento datum kratsi ako zakonnd/dohodnutd
zaruc¢na doba.

reklamacie do skoncenia
(vratane doby, pocdas ktorej

Spotrebitel nemohol vec uzZivat) sa do zaru¢nej doby nepocita

4.4 Doba od
reklamacného

uplatnenia
konania

(Iwww.soi.sk](https://www.soi.sk)).

3. DEFINITIONS

3.1 For the purposes of this Complaints Procedure the terms
have the following meanings:

"Complaint" — the assertion of Kraftec's liability for
defects of goods or services by the Customer.

e "Consumer" — a natural person not acting in the course
of their business activity (Section 2(a) of Act No.
250/2007 Coll.).

e "Business" — a person under Section 2(2) of the
Commercial Code.

e '"Defect" —
goods/service

the delivered

characteristics,

non-conformity  of
with  the
specification or legally prescribed characteristics. Minor

agreed

deviations within published or usual
tolerances do not constitute a defect.

manufacturing

e  "Warranty period" — the period during which Kraftec is
liable for defects appearing in the goods/service.

e "Warranty card" — a document certifying the grant and
conditions of the warranty; where no warranty card is
issued, the proof of purchase serves as the warranty

card.
4. WARRANTY PERIOD
4.1 Consumer. For sales to a Consumer, the warranty period
is 24 months and runs from acceptance of the

goods/provision of the service (Section 620(1) of the Civil
Code). For second-hand goods the warranty period may be
agreed at 12 months (Section 620(2) of the Civil Code); any
such shortening must be expressly notified to the Consumer
before conclusion of the contract.

4.2 Business. For sales to a Business, the agreed warranty
period is 12 months from acceptance (Section 429 of the
Commercial Code), unless a longer warranty period is stated
in the quotation or on the manufacturer's packaging; in such
case the longer warranty applies.

4.3 For consumables with limited shelf life (e.g. filament,
resins, chemicals), the warranty period ends no later than the
best-before date stated on the packaging if that date is
shorter than the statutory/agreed warranty.

4.4 The period from the filing of the complaint to its
conclusion (including the time during which the Consumer
could not use the item) is not counted in the warranty period



(§ 627 ods. 1 0Z). Ak dojde k vymene veci, zacina plynut nova
zaru¢na doba od prevzatia novej veci.

5. PRAVA ZO ZODPOVEDNOSTI ZA VADY

5.1 Spotrebitel ma pri odstranitelnej vade (§ 622 OZ) pravo
na bezplatné, riadne a v€asné odstranenie vady. Namiesto
opravy modze Spotrebitel Ziadat vymenu veci, alebo vymenu
sucasti veci, ak tym Kraftec nevzniknu neprimerané naklady
vzhladom na cenu veci alebo zavaznost vady.

5.2 Pri neodstranitelnej vade, ktord brani riadnemu uZzivaniu
veci, ma Spotrebitel pravo na vymenu veci, alebo mbze od
zmluvy odstupit. Tie isté prava ma Spotrebitel, ak ide sice o
odstranitelné vady, ale Spotrebitel nemdZe pre opadtovné
vyskytnutie sa vady po oprave alebo pre vacsi pocet vad vec
riadne uZivat (§ 623 0Z).

5.3 Pri inych neodstranitelnych vadach ma Spotrebitel pravo
na primeranu zlavu z ceny veci (§ 623 ods. 2 0Z).

5.4 Podnikatel ma v zmysle Obchodného zdkonnika pri
vadnom plneni pravo poZadovat odstranenie vady opravou
alebo dodanim nahradného/chybajuceho tovaru, alebo
primeranu zfavu z kipnej ceny; pri podstatnom poruseni

zmluvy moze odstupit od zmluvy (§ 436 a nasl. OBZ).

(Section 627(1) of the Civil Code). On exchange of the item, a
new warranty period starts from receipt of the new item.

5. RIGHTS UNDER LIABILITY FOR DEFECTS

5.1 For a remediable defect (Section 622 of the Civil Code),
the Consumer is entitled to free, proper and timely remedy of
the defect. Instead of repair, the Consumer may request
exchange of the item or of a part, provided Kraftec does not
incur disproportionate costs given the price of the item or the
seriousness of the defect.

5.2 For an irreparable defect preventing proper use of the
item, the Consumer is entitled to exchange of the item or may
withdraw from the contract. The same rights apply where
remediable defects recur after repair or where multiple
defects prevent proper use (Section 623 of the Civil Code).

5.3 For other irreparable defects, the Consumer is entitled to
a reasonable price reduction (Section 623(2) of the Civil
Code).

5.4 Under the Commercial Code, the Business is entitled to
demand remedy by repair or delivery of replacement/missing
goods, or a reasonable price reduction; in case of material
breach, the Business may withdraw from the contract
(Sections 436 et seq. of the Commercial Code).



6. UPLATNENIE REKLAMACIE

6.1 SpdAsoby uplatnenia. Zakaznik moze reklamaciu uplatnit:

e osobne v sidle Kraftec na adrese Gen. M. R. Stefanika
1939/7, 914 51 Trencianske Teplice;

e e-mailom na adresu reklamacie@kraftec.sk;
e poStou na adresu sidla Kraftec.

6.2 NaleZitosti reklamacie. Reklamacia musi obsahovat:

e identifikacné a kontaktné udaje Zakaznika

(meno/obchodné meno, adresa, telefén, e-mail);

e  kopiu dokladu o kupe (faktura, blok), pripadne dalsie
doklady osvedcujuce nakup;

e presné oznacenie reklamovaného tovaru/sluzby (nézov,
kod, SarZa, sériové Cislo, ak relevantné);

e popis reklamovanej vady — kedy a ako sa prejavila,
fotodokumentacia ak je mozng;

e Zadkaznikom navrhovany spdsob vybavenia reklamacie
podla bodu 5;

e IBAN pre pripadné vratenie kupnej ceny.

6.3 Dodanie reklamovaného tovaru. Zakaznik je povinny
dodat reklamovany tovar do sidla Kraftec spolu s reklamaciou,
alebo po dohode s Kraftec ho zaslat kuriérom. Riziko skody pri
preprave do sidla Kraftec zndsa Zakaznik; Kraftec odporuca
poistent prepravu. Tovar musi byt kompletny, Cisty a v stave
umoznujucom posudenie vady.

6.4 Potvrdenie reklamacie. Kraftec
Spotrebitelovi potvrdenie o uplatneni reklamacie ihned (pri
osobnom uplatneni), (pri

elektronickom uplatneni), najneskor vsak spolu s dokladom o

o prijati vyda

alebo bezodkladne e-mailom

vybaveni reklamacie. Potvrdenie obsahuje datum uplatnenia,
identifikaciu Zakaznika a tovaru, popis vady a navrhovany
sposob vybavenia (§ 18 ods. 5 zakona ¢. 250/2007 Z. z.).

7. POSTUP VYBAVENIA REKLAMACIE

7.1 Posudenie. Po prijati reklamacie Kraftec posudi
opravnenost reklamacie a navrhovany spdsob vybavenia.
Spotrebitela Kraftec informuje o spésobe vybavenia ihned, v
zlozZitych pripadoch najneskor do troch (3) pracovnych dni odo
dna uplatnenia reklamacie; v odovodnenych pripadoch,
najma ak sa vyZaduje zlozité technické zhodnotenie tovaru,

najneskor do tridsiatich (30) dni (§ 18 ods. 4 zdkona ¢.

6. FILING A COMPLAINT

6.1 Methods of filing. The Customer may file a complaint:

e in person at Kraftec's seat at Gen. M. R. Stefanika
1939/7, 914 51 Trencianske Teplice;

e by email to reklamacie@kraftec.sk;
e by post to Kraftec's registered seat.

6.2 Requirements of the complaint. The complaint must
include:

e the Customer's identification and contact details

(name/business name, address, phone, email);

e a copy of the proof of purchase (invoice, receipt), and
any further documents evidencing the purchase;

e exact identification of the claimed goods/service (name,
code, batch, serial number where applicable);

e description of the claimed defect — when and how it
manifested, with photographic documentation where
possible;

e the remedy proposed by the Customer under point 5;

e an IBAN for any refund of the purchase price.

6.3 Delivery of the claimed item. The Customer shall deliver
the claimed item to Kraftec's seat together with the
complaint, or, by agreement with Kraftec, ship it by courier.
Transport risk to Kraftec's seat is borne by the Customer;
Kraftec recommends insured shipping. The item must be
complete, clean and in a condition allowing assessment of the

defect.

6.4 Confirmation of receipt. Kraftec issues the Consumer a
confirmation of complaint filing immediately (in-person filing)
or without delay by email (electronic filing), at the latest
together with the document on the complaint handling. The
confirmation contains the filing date, identification of the
Customer and item, description of the defect, and the
proposed remedy (Section 18(5) of Act No. 250/2007 Coll.).

7. COMPLAINT HANDLING PROCEDURE

7.1 Assessment. Upon receipt, Kraftec assesses the merit of
the complaint and the proposed remedy. Kraftec informs the
Consumer of the chosen remedy immediately, in complex
cases no later than three (3) working days from filing; in
justified cases, in particular where complex technical
assessment is required, no later than thirty (30) days (Section

18(4) of Act No. 250/2007 Coll.).



250/2007 Z. z.).

7.2 Lehota vybavenia (Spotrebitel). Reklamacia Spotrebitela
musi byt vybavena najneskér do 30 kalendarnych dni odo dnia
jej uplatnenia. Do tejto lehoty sa nezapocitava ¢as potrebny
na dodanie reklamovaného tovaru Spotrebitefom Kraftec. Po
marnom uplynuti 30-driovej lehoty ma Spotrebitel pravo od
zmluvy odstupit alebo ma préavo na vymenu tovaru za novy (§
18 ods. 4 zikona ¢. 250/2007 Z. z.).

7.3 Lehota vybavenia (Podnikatel). Pri B2B reklamdaciach
Kraftec vybavi reklamaciu v primeranej lehote; orientacne sa
Kraftec zavazuje vyjadrit do 30 kalendarnych dni. Lehoty na
oznamenie vad zo strany Podnikatela stanovuje Obchodny
zakonnik (§ 428) a st spresnené v ¢lanku 24 VOP.

7.4 Doklad o vybaveni reklamacie. Po vybaveni reklamacie
Kraftec Spotrebitelovi vyda pisomny doklad o wvybaveni
reklamacie najneskor do 30 dni od uplatnenia reklamacie (§
18 ods. 9 zédkona €. 250/2007 Z. z.). Doklad obsahuje: datum
uplatnenia reklamacie, datum a spOsob vybavenia, doba
opravy, informaciu o odévodneni zamietnutia (ak bola
reklamacia zamietnuta),
Spotrebitela.

a poucenie o dalSich pravach

8. SPOSOBY VYBAVENIA REKLAMACIE

8.1 Podla povahy vady a poZiadavky Zdakaznika Kraftec
reklamaciu vybavi jednym z tychto sp6sobov:

e bezplatnym odstranenim vady (oprava);

e vymenou tovaru za bezvadny kus rovnakého druhu a
kvality;

e vymenou sucasti tovaru;
e primeranou zlavou z kipnej ceny;

e vratenim kipnej ceny po odstupeni od zmluvy;

e odbvodnenym zamietnutim reklamacie, ak nie st splnené
zdkonné/zmluvné podmienky.

8.2 Vratenie penazi. Vratenie kupnej ceny sa uskutoéni
rovnakym spdsobom ako pévodnd platba, ak Spotrebitel
nesuhlasi s inym spésobom. Vrdtenie sa uskutocni
bezodkladne, najneskér do 14 kalendarnych dni od vybavenia
reklamacie.

7.2 Handling deadline The Consumer's
complaint must be settled within 30 calendar days from filing.

This period does not include the time needed for the

(Consumer).

Consumer to deliver the claimed item to Kraftec. After expiry
without settlement, the Consumer is entitled to withdraw
from the contract or to exchange the item (Section 18(4) of
Act No. 250/2007 Coll.).

7.3 Handling deadline (Business). For B2B complaints, Kraftec
settles the complaint within a reasonable period; Kraftec aims
to respond within 30 calendar days. Defect-notification
periods on the Business's side are governed by Section 428 of
the Commercial Code and elaborated in Article 24 of the GTC.

7.4 Document on complaint handling. After handling the
complaint, Kraftec issues the Consumer a written document
on the complaint outcome no later than 30 days from filing
(Section 18(9) of Act No. 250/2007 Coll.). The document
contains: date of filing, date and method of handling, repair
duration, reasons for any rejection, and information on
further Consumer rights.

8. METHODS OF SETTLEMENT

8.1 Depending on the nature of the defect and the
Customer's request, Kraftec settles the complaint by one of
the following methods:

o free remedy of the defect (repair);

e exchange of the item for a defect-free piece of the same
kind and quality;

e exchange of a part of the item;
e areasonable reduction of the purchase price;

o refund of the purchase price upon withdrawal from the
contract;

e reasoned of the complaint where

statutory/contractual conditions are not met.

rejection

8.2 Refunds. Refund of the purchase price is made by the
same means as the original payment unless the Consumer
agrees to a different method. The refund is made without
undue delay, no later than 14 calendar days after settlement
of the complaint.



9. SPECIFICKE PRAVIDLA PRE JEDNOTLIVE
TYPY TOVAROV A SLUZIEB

9.1 Filament a spotrebné materidly

9.1.1 Standardny katalégovy filament. Reklamécia pre vadu
vyrobnej kvality (priemer, rozmer, farba mimo deklarovanych
tolerancii, nesulad s technickym listom) je moZna v ramci
zarucnej doby; Spotrebitel predlozi reklamovanu Spulku spolu
s fotodokumentaciou a popisom vady.

9.1.2 Filament na zakazku. Pri filamente vyrobenom podla
osobitnych poZiadaviek Zdakaznika (¢lanok 33.1(b) VOP) je
pravo na odstupenie od zmluvy bez uvedenia doévodu
vyliéené (§ 7 ods. 6 pism. c) zakona ¢. 102/2014 Z. z.);
reklamacia z dovodu vady akosti (nesulad s individualnou
Specifikaciou) je nadalej mozna v rdmci zarucnej doby.

9.1.3 Hygroskopickost filamentu. Filament je hygroskopicky
material. Vady sp6sobené nespravnym skladovanim (vlhkost,
otvorené balenie bez suSenia, nespravna teplota) alebo
manipuldciou Zdkaznika nie su predmetom zaruky. Kraftec
mbze pri posudeni reklamacie vykonat meranie obsahu
vlhkosti.

9.1.4 Tolerancie. Drobné odchylky priemeru, farby a
vlastnosti v rdmci vyrobnych tolerancii zverejnenych na webe
Kraftec alebo dohodnutych v zdkazkovej Specifikacii

nepredstavuju vadu.

9.2 Vyrobné sluzby a 3D tla¢

9.2.1 Tolerancie a kvalita. Vyrobené diely zodpovedaju
Vstupnym datam Zakaznika v ramci obvyklych tolerancii
zvolenej vyrobnej technolégie a materidlu, zverejnenych na
Odchylky v
ramci zverejnenych tolerancii nepredstavuju vadu.

[www.kraftec3d.com/technicke-podmienky].

9.2.2 Vhodnost na ucel. Kraftec nezodpoveda za vhodnost
vyrobeného dielu na konkrétny ucel uréeny Zakaznikom,
pokial' Kraftec vyslovne pisomne neposkytol inZinierske
posudenie vhodnosti. Reklamacie z dévodu ,nesedi”, ,je prilis
slaby”, ,nefunguje v zostave” pri dieloch vyrobenych presne

podla Vstupnych dat Zakaznika nie su opravnené.

9.2.3 Vady spoOsobené nepouzitelnymi Vstupnymi ddtami
Zakaznika (poSkodeny CAD model, nespravne koty,
nie su

nezohladnena anizotropia vyrobnej technoldgie)

predmetom zaruky.

9.2.4 Pri zakazkovej vyrobe sa reklamdcia uzndva len pri
vadach vyhotovenia (nezhoda s dodanymi Vstupnymi datami
v rdmci tolerancii), nie pri vadach navrhu.

9. SPECIFIC RULES FOR PARTICULAR TYPES
OF GOODS AND SERVICES

9.1 Filament and consumables

9.1.1
manufacturing defects (diameter, dimension, colour outside
the declared tolerances, non-conformity with the TDS) may

Standard catalogue filament. A complaint for

be raised within the warranty period; the Consumer submits
the claimed spool with photographic documentation and
description of the defect.

9.1.2 Made-to-order filament. For filament manufactured to
the Customer's specifications (Article 33.1(b) of the GTC), the
right of withdrawal without cause is excluded (Section 7(6)(c)
of Act No. 102/2014 Coll.); a complaint based on a defect in
quality (non-conformity with the individual specification)
remains available within the warranty period.

9.1.3 Filament hygroscopicity. Filament is a hygroscopic
material. Defects caused by improper storage (moisture,
opened packaging without drying, wrong temperature) or
handling by the Customer are not covered by warranty.
Kraftec may measure moisture content when assessing a
complaint.

9.1.4 Tolerances. Minor deviations in diameter, colour and
properties within the manufacturing tolerances published on
Kraftec's website or agreed in the order specification do not
constitute defects.

9.2 Custom production services and 3D printing

9.2.1 Tolerances and quality. Produced parts match the
Customer Input Data within the usual tolerances of the
selected production technology and material, published at
[www.kraftec3d.com/technical-conditions]. Deviations within
the published tolerances do not constitute defects.

9.2.2 Fitness for purpose. Kraftec is not liable for fitness of
the manufactured part for the Customer's particular purpose
unless Kraftec has expressly provided a written engineering
suitability assessment. Complaints based on "doesn't fit", "too
weak", "doesn't work in the assembly" for parts produced
exactly per the Customer Input Data are not justified.

9.2.3 Defects caused by unusable Customer Input Data
(corrupt CAD model, wrong dimensions, failure to account for
technology anisotropy) are not covered by warranty.

9.2.4 For custom production, complaints are recognised only
for manufacturing defects (non-conformity with the Input
Data within tolerances), not for design defects.



9.3 InzZinierske sluzby (vratane reverzného
inZinierstva)

9.3.1 Reklamdcia inZinierskych vystupov je posudzovana z
hladiska odbornej starostlivosti Kraftec; zavazok Kraftec je
zavazkom o vynaloZeni odbornej starostlivosti, nie zavazkom
konkrétneho vysledku (¢lanok 29 VOP).

9.3.2 Reklamdcia nemdze smerovat k narokom tretich oséb,
ktoré vznikli z postupenia vystupov Zakaznikom tretej osobe v
rozpore s ¢lankom 29.4 VOP (interné pouZitie Zakaznika).

9.4 InSpekcné a meracie sluzby

9.4.1 Meraci protokol je platny len v rozsahu prvkov, bodov a
charakteristik v ilom uvedenych a vztahuje sa vyhradne na
merany vzorok v stave v Case merania (¢lanok 30 VOP).
Reklamacia mimo tohto rozsahu nie je opravnena.

9.4.2 Kraftec nezodpoveda za rozhodnutia Zakaznika prijaté
na zdklade meracieho protokolu ani za Skodu vzniknutu
postupenim protokolu tretim osobam v rozpore s ¢lankom
30.4 VOP.

9.5 Materidlovy sourcing (kovy, polyméry a iné)

9.5.1 Zhoda materidlu sa posudzuje podla noriem a
Specifikacii v Cenovej ponuke alebo v certifikdte vyrobcu (EN
10204). Bezné vyrobné a rozmerové odchylky v toleranénych
hraniciach normy nepredstavuju vadu (¢lanok 27 VOP).

9.5.2 Kraftec ako sprostredkovatel certifikdtu nie je
vystavitelom certifikatu; reklamacia smerujuca k
spochybneniu pévodného mlynérskeho/akreditaéného

certifikdtu vyZzaduje opravu certifikatu zo strany vystavitela.

9.6 Hardvér a prislusenstvo

9.6.1 Pri hardvéri sa zaruka uplatriuje v rozsahu poskytnutom
vyrobcom; Kraftec sprostredkuje zarucné konanie s vyrobcom
(¢lanok 32 VOP). Bezpecnostné upozornenia a inStrukcie
vyrobcu su sucastou dodavky.

9.6.2 Zaruka sa nevztahuje na vady spOsobené pouzitim v
rozpore s navodom, neopravnenym zasahom, mechanickym
poskodenim alebo prirodzenym opotrebenim.

10. VSEOBECNE VYLUCENIE ZO ZARUKY

10.1 Zéruka sa nevztahuje na vady spésobené:

9.3 Engineering services (incl. reverse engineering)

9.3.1 Complaints regarding engineering deliverables are
assessed against Kraftec's professional
obligation is one of professional care, not of a specific result
(Article 29 of the GTC).

care; Kraftec's

9.3.2 Complaints may not target claims by third parties
arising from the Customer's transfer of deliverables to a third
party in breach of Article 29.4 of the GTC (internal Customer
use).

9.4 Inspection and measurement services

9.4.1 The measurement report is valid only for the features,
points and characteristics listed in it and applies solely to the
measured sample in its condition at the time of measurement
(Article 30 of the GTC). Complaints outside this scope are not
justified.

9.4.2 Kraftec is not liable for the Customer's decisions based
on the report, nor for damages arising from transfer of the
report to third parties in breach of Article 30.4 of the GTC.

9.5 Materials sourcing (metals, polymers and
others)

9.5.1 Material conformity is assessed against the standards
and specifications in the Quotation or the manufacturer's
certificate (EN 10204).
dimensional deviations within the tolerances of the standard
do not constitute defects (Article 27 of the GTC).

Customary manufacturing and

9.5.2 As mediator of the certificate, Kraftec is not the issuer;
a complaint challenging the original mill/accredited-body
certificate requires correction of the certificate by the issuer.

9.6 Hardware and accessories

9.6.1 For hardware, the manufacturer's warranty applies;
Kraftec mediates the warranty process with the manufacturer
(Article 32 of the GTC). Manufacturer's safety notices and
instructions are part of the delivery.

9.6.2 The warranty does not cover defects caused by use

contrary to instructions, unauthorised interventions,

mechanical damage or natural wear.

10. GENERAL WARRANTY EXCLUSIONS

10.1 The warranty does not cover defects caused by:



e nespravnym pouZivanim tovaru v rozpore s navodom
alebo obvyklym sp6sobom pouZivania;

e zanedbanim udrzby, Cistenia alebo skladovania (vratane
nedodrzania podmienok skladovania hygroskopickych
materialov);

e neopravnenym zasahom, opravou alebo Upravou tovaru
osobou bez suhlasu Kraftec;

e mechanickym poskodenim, prepravou, padom,
pdsobenim vyssich tepldt, agresivnych latok alebo inych

vonkajsich vplyvov;
e  prirodzenym opotrebenim tovaru pri jeho pouzivani;

e pouZitim tovaru na ucely, na ktoré nie je urceny, alebo v
podmienkach, ktoré Kraftec neuvadza v technickom liste;

e vy$Sou mocou.

10.2 Za vadu sa nepovaZzuju vyrobné a rozmerové odchylky v
ramci tolerancii zverejnenych Kraftec, ani vlastnosti tovaru
vyplyvajuce z povahy zvoleného materidlu alebo vyrobnej
technoldgie, ktoré boli Zakaznikovi zname pred uzavretim
zmluvy alebo su uvedené v technickom liste.

11. ALTERNATIVNE RIESENIE SPOROV (ARS,
ODR)

11.1 Ak Spotrebitel nie je spokojny so spésobom vybavenia
reklamacie alebo sa domnieva, Ze Kraftec porusil jeho prava,
moze Kraftec poziadat o ndpravu. Ak Kraftec na Ziadost
odpovie zamietavo alebo neodpovie do 30 dni, Spotrebitel ma
pravo podat navrh na zacatie alternativneho rieSenia sporu
(ARS) podla zékona ¢. 391/2015 Z. z.

11.2
ingpekcia, Ustredny inspektorat, Odbor pre medzindrodné
vztahy a alternativne rieSenie spotrebitelskych sporov,
Bajkalska 21/A, 827 99 Bratislava 27,
[www.soi.sk](https://www.soi.sk),

Prislusnym subjektom ARS je: Slovenska obchodna

alebo iny oprdvneny

subjekt zapisany v zozname Ministerstva hospoddarstva SR.

11.3 Spotrebitel moéze vyuZit aj online platformu na riesenie
sporov (ODR) dostupnu na
[ec.europa.eu/consumers/odr](https://ec.europa.eu/consum
ers/odr) v zmysle nariadenia (EU) &. 524/2013.

11.4 ARS sa nevztahuje na Podnikatefov; B2B spory riesi
vseobecny sud alebo iny dohodnuty organ podla Zmluvy a
VOP.

e improper use contrary to instructions or customary use;

e neglected maintenance, cleaning or storage (incl. failure
to observe storage conditions for hygroscopic materials);

e unauthorised intervention, repair or modification by a
person without Kraftec's consent;

e mechanical damage, transport, fall, exposure to elevated
temperatures, aggressive substances or other external
factors;

e natural wear and tear in use;

e use of the item for purposes for which it is not intended,
or in conditions not stated by Kraftec in the technical
sheet;

o force majeure.

10.2
Kraftec's published tolerances, and characteristics arising
from the nature of the selected material or production
technology that were known to the Customer before

Manufacturing and dimensional deviations within

conclusion of the contract or stated in the technical sheet, are
not defects.

11. ALTERNATIVE DISPUTE RESOLUTION
(ADR, ODR)

111
handling or believes Kraftec has violated their rights, the
Consumer may ask Kraftec for redress. If Kraftec rejects the
request or does not respond within 30 days, the Consumer
may submit a request for ADR under Act No. 391/2015 Coll.

If the Consumer is dissatisfied with the complaint

11.2 The competent ADR body is: Slovak Trade Inspection
(SOI), Central Inspectorate, Department for International
Relations and ADR, Bajkalska 21/A, 827 99 Bratislava 27,
[www.soi.sk](https://www.soi.sk), or any other authorised
body listed by the Ministry of Economy of the Slovak
Republic.

11.3 The Consumer may also use the EU Online Dispute
Resolution platform at
[ec.europa.eu/consumers/odr](https://ec.europa.eu/consum
ers/odr) under Regulation (EU) No 524/2013.

11.4 ADR does not apply to Businesses; B2B disputes are
resolved by the general court or another body agreed in the
Contract and GTC.



12. ZAVERECNE USTANOVENIA

12.1 Tento Reklamaény poriadok je sucastou VOP Kraftec a je
dostupny v sidle Kraftec, v elektronickej forme na webe
Kraftec a na vyZiadanie zaslanim e-mailom.

12.2
jednostranne menit a dopliat. Na reklamdacie uplatnené pred

Kraftec je oprdavneny tento Reklamacny poriadok

zmenou sa uplatiiuje znenie platné v case uplatnenia.

12.3 Tento Reklamacny poriadok je ucinny od 1. 6. 2026 a

12. FINAL PROVISIONS

12.1 This Complaints Procedure is part of Kraftec's GTC and is
available at Kraftec's seat, electronically on Kraftec's website,
and on request by email.

12.2
Procedure. Complaints filed before any amendment are

Kraftec may unilaterally amend this Complaints

governed by the version in force at filing.

12.3 This Complaints Procedure becomes effective on 1 June

nahradzaju predchadzajuce verzie. Verzia: 2.0.

ZAVERECNE USTANOVENIA — UCINNOST, REVizZIA, SCHVALENIE / FINAL PROVISIONS — VALIDITY, REVISION,

APPROVAL

2026 and supersedes previous versions. Version: 2.0.

Uéinnost / Platnost: tento dokument je Gcinny od 1. 6.
2026. Najblizsia planovana revizia: 1. 1. 2027. Spolo¢nost
Kraftec, s.r.o. si vyhradzuje pravo dokument kedykolvek
aktualizovat alebo upravit skér, ak si to vyZziada zmena
pravnych predpisov, rozhodnutie orgdnu verejnej moci,
zmena obchodnych procesov alebo iny opravneny dévod.
Zodpovednost zdkaznika / pouZivatela za aktualne znenie:
zdkaznik, pouzivatel alebo ind dotknutd osoba je povinna
pred kazdym ukonom (najma pred odoslanim objednavky,
podpisom zmluvy, podanim reklamacie alebo inym
uplatnenim prava) skontrolovat aktualne platné znenie
tohto dokumentu uverejnené na webovych sidlach
kraftec3d.com a kraftec.sk (sekcia ,,Dokumenty /
Documents”). Zavazna je verzia uverejnena a oznacena ako
ucinna ku dnu rozhodujuceho ukonu.

Schvalil / Vydal: Marek Kockovsky, konatel spolo¢nosti
Kraftec, s.r.o., v Trencianskych Tepliciach dna 1. 6. 2026.

Validity / Effect: this document is effective from 1 June
2026. Next scheduled revision: 1 January 2027. Kraftec,
s.r.o. reserves the right to update or amend this document
at any time earlier if required by a change of law, an order
of a public authority, a change of business processes or
another legitimate reason.

Customer / user responsibility for the current version: the
customer, user or other data subject is obliged, before
each action (in particular before placing an order, signing
an agreement, filing a complaint or otherwise exercising a
right), to check the currently valid version of this
document published on the websites kraftec3d.com and
kraftec.sk (section "Dokumenty / Documents"). The
binding version is the one published and marked as
effective on the date of the relevant action.

Approved / Issued by: Marek Koc¢kovsky, Managing
Director (konatel) of Kraftec, s.r.o., in Trencianske Teplice
on 1 June 2026.

— KONIEC DOKUMENTU / END OF DOCUMENT —



