COMPLAINT PROTOCOL

	Provider:
BRATISLAVA BY HEART, s. r. o.
ICO: 50 257 153 
Nam. Hraniciarov 1
851 03 Bratislava
tel.: +421 910 20 925
e-mail: info@bratislavabyheart.com
www.bratislavabyheart.com
	Compliant Number:* 

	
	Client:
Name:
Adress:





	
1. Name of the Service with Defect:



2. Description of Defect and Time of Occurrence:




3. Method of Required Complaint Resolution: 

i) Removing the defect in the provided service
ii) Withdrawal from the contract (refunding the price)
iii) Offering a reasonable discount 

4. Client’s Contact Details:

Email:

Telephone number:

5. Other Important Facts:





	Method of Complaint Resolution:*





* to be completed by the Provider


	
	
	Confirmation of Receipt of Complaint 

	
	
	

	In ..................................., on ........................
	
	In ..................................., on ........................

	
	
	

	Client’s signature**
	
	Provider’s signature




**Information:
By signing, the complainant agrees to all the information provided in this complaint protocol. 
In accordance with the provisions of § 18, paragraph 4 of Act No. 250/2007 Coll. on Consumer Protection, and the amendment to Act No. 372/1990 Coll. on Offenses, as amended, the Provider informs the Client of their rights under general regulations, specifically:
1. The Provider informs the Client of their rights in the event of a minor violation of the contract (specifically, when the defect is rectifiable) in accordance with § 622 of Act No. 40/1960 Coll. Civil Code, as amended (hereinafter referred to as the "Civil Code"):
a) The Client can demand that the defect in the service be rectified free of charge, in a timely manner, and properly. The Provider is obliged to rectify the defect without undue delay.
b) The Client can request a reasonable discount from the price of the service.
c) The Client can request a correction of the charged price and a reasonable discount from the billed amount if there are reasonable doubts that the invoice was not issued in accordance with the contract or the General Terms and Conditions.
d) The Client may withdraw from the contract if the defects are removable, but:
i. The Client cannot properly use the service due to the reoccurrence of the defect; the re-occurrence of a defect is considered to be the case if the same defect occurs a third time after its at least two previous removals
ii. The Client cannot properly use the service due to a great number of defects; at least three different removable defects that prevent the proper use of the service are considered to be a greater number of defects.
2. The Provider informs the Client of their rights in the event of a substantial breach of the contract, specifically in cases where the defect is deemed irreparable), in accordance with § 623 of the Civil Code:
a) The Buyer has the right to exchange the service if it exhibits a defect that cannot be removed and that prevents it from being used properly as a defect-free service.
b) Request a reasonable discount on the price of the service.
c) Withdraw from the contract if the offered service has a defect that cannot be removed and that hinders proper use as a defect-free service.
3. The choice between the claims listed in Sections 1) and 2) above belongs solely to the Client, provided that the Client notifies the Provider of the defects in a timely manner through a written notification (complaint protocol) or without unnecessary delay after such notification. The Client may not change the claimed option without the Provider's consent. Otherwise, the Client shall be entitled to claims for defects as would be applicable in the case of a minor breach of contract.
4. In situations where the Client has the right to withdraw from the contract, the Client may agree with the Provider to resolve the claim by exchanging the defective service for another. If additional non-removable defects arise with the exchanged service, the Client is entitled to request a reasonable discount on the price of the service.


