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REKLAMACNY PORIADOK - SLUZBY AGEVOLT
FOR ENGLISH VERSION, PRESS HERE OR SCROLL DOWN
Poskytovatel sluzieb (dodavatel):

AgeVolt Slovakia s. 1. o.
Jarosova 1, Bratislava - mestskd cast Nové Mesto 831 03, Slovenskd republika
ICO: 46 479 848, DIC: 2820015924, IC DPH: SK2820015924
spolocnost zapisand v obchodnom registri Mestského stidu Bratislava I11, Oddiel: Sro, Vlozka ¢.: 78174/B
(dalej len "AgeVolt”)
Tel. c¢islo: +421 2/2212 2211, E-mail: helpdesk@agevolt.com

Uvodné ustanovenia

Pre zabezpecenie rychleho a spravneho postupu pri vybavovani reklamacii, staznosti a podnetov, a pre
ucely riadnej informovanosti zakaznikov o podmienkach aspodsobe uplatnenia reklamdcie
poskytovanych sluzieb zo strany AgeVolt (resp. iného poskytovatela sluzieb nabijania prostrednictvom
portélu AgeVolt, ak tam nie je stanovené inak), vydédva AgeVolt tento reklama¢ny poriadok (d'alej len
,Reklamaény poriadok”).

Reklamac¢ny poriadok vSeobecnym sposobom upravuje vsetky pravne vztahy medzi AgeVolt
a zakaznikom, pri uplatiiovani a vybavovani reklamacie zdkaznika, tykajticej sa kvality, nedostatkov
a vad poskytnutia sluzieb (nevztahuje sa na tovary ani prace). Pre podrobnosti ohfadom uplatiiovania
reklamaécif vo vztahu k nabfjacim staniciam a ich prislusenstva (tj. tovary, pripadne instalacné prace
a pod.) vid dokument Vseobecné zaru¢né podmienky a reklama¢ny poriadok - Nabijacie stanice,
dostupny na webe www.agevolt.com.

Reklamaény poriadok sa aplikuje vo vztahu k zmluvdm a vseobecnym obchodnym podmienkam, ako
aj vo vztahu k akymkolvek inym dokumentom vztahujlacim sa na uzivanie sluzieb AgeVolt (vratane
sluzieb nabfjania) dostupnym zakaznikovi prostrednictvom portdlu AgeVolt. Pokial tak vyslovne
upravujui osobitné vseobecné obchodné podmienky, vztahuje sa tento Reklamac¢ny poriadok aj vo
vztahu k poskytovaniu sluzieb nabfjania prostrednictvom portalu AgeVolt inym subjektom nez je
AgeVolt.

Pre tcely tohto Reklamac¢ného poriadku sa reklaméciou rozumie pisomné podanie zakaznika (podané
sposobom podla tohto Reklamacného poriadku), ktoré obsahuje Zziadost zdkaznika o preverenie
kvality, vytknutie vad, ¢i inych nedostatkov vo vztahu k sluzbam podla tohto Reklama¢ného poriadku
a/alebo uplatnenie akychkol'vek zdkonnych alebo zmluvnych narokov zdkaznika v stvislosti so
sluzbami AgeVolt, resp. iného poskytovatel'a sluzieb nabijania prostrednictvom portalu AgeVolt (dalej
len ,Reklamacia”).

Tento Reklamac¢ny poriadok plati predovsetkym vo vztahu k zakaznikom, ktori st fyzickymi osobami
- spotrebitelmi v zmysle platnych pravnych predpisov. V pripade zdkaznikov, ktori st podnikatel'mi,
sa na reklamac¢né konanie vztahuje tento Reklama¢ny poriadok primerane (vid osobitné ustanovenia
tykajtice sa zdkaznika - podnikatel'a).

Sposob uplatnenia Reklamacie

Vzhl'adom k tomu, Ze sa tento reklamacny poriadok vztahuje na sluzby (a nie na tovar alebo prace),
zédkaznik berie na vedomie, Ze vzhladom na povahu sluzieb v pripade neuplatnenia Reklamacie
bezodkladne po zisteni reklamovanej skuto¢nosti, nemusi byt technicky mozné riadne objasnenie
reklamovanej skuto¢nosti a ani efektivne vykonanie napravy. Preto je pre tcely riadneho presSetrenia
Reklamacie a ¢o najrychlejSieho vykonania ndpravy zakaznikovi odporicané uplatnit Reklamaciu
bezodkladne po zisteni reklamovanej skuto¢nosti (vady, nedostatku a pod.). Reklaméciu moZzno
kazdopadne uplatnit najneskodr v zaruénej dobe aplikovatelnej podla zidkona (24 mesiacov od
poskytnutia kazdej jednotlivej sluzby); neuplatnenim reklamacie v zaru¢nej dobe vsetky naroky z vad
zanikaju.
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Zakaznik je opravneny uplatnit Reklamaciu pisomne, a to jednym z nasledovnych spésobov:

a. elektronickymi prostriedkami, ato: (e-mail) na adresu: helpdesk@agevolt.com alebo

prostrednictvom na to uréenej funkcionality nachddzajticej sa na webe alebo v portéli AgeVolt
(formulér, resp. funkcionalita na hldsenie portch, vad a pod.), ak je dostupna; alebo

b. pisomne na adresu: AgeVolt Slovakia s. r. 0., Jarosova 1, 831 03 Bratislava, Slovenska republika.

AgeVolt moze pre uplatnenie Reklamacie stanovit prislusné formulare, ktoré je zdkaznik - pre
zjednodusenie uplatnenia Reklamdcie - oprédvneny, nie vSak povinny, vyuzit.

V Reklamdcii zdkaznik uvedie najmid svoje identifika¢né tdaje, dostato¢ny opis reklamovanej
skuto¢nosti (¢oho sa tyka Reklamacia ajej stru¢né odoévodnenie), ako aj svoje poziadavky na
odstranenie vady a uskuto¢nenie ndpravy (tj.: uplatnenie narokov z vad vyplyvajtcich zo zdkonnej
zodpovednosti AgeVolt za vady: pre bliZsie informacie vid' véeobecné obchodné podmienky tykajice
sa poskytovania konkrétnych sluzieb AgeVolt, konkrétne vzdy priloha ¢. 2 vieobecnych obchodnych
podmienok).

Zakaznikovi je odportcané prilozit k Reklamdécii vsetky doklady (pripadne snimky a pod.)
dokumentujice skutoc¢nosti tvrdené zdkaznikom. V tejto stvislosti plati, Ze lehota pre vybavenie
Reklamdcie zac¢ina plynit az odo diia, kedy boli spolo¢nosti AgeVolt zo strany Zdkaznika dostato¢nym
sposobom uvedené podstatné skutoc¢nosti tykajtace sa Reklamaécie, a to asporn takym spoésobom, aby sa
AgeVolt mohol Reklamaciou zaoberat. Pokial Reklamécia nespiia naleZitosti podla tohto
Reklamac¢ného poriadku a nie je mozné o nej riadne konat, AgeVolt o tom bezodkladne vhodnym
sposobom upovedomi zakaznika a pouéi ho o tom, aké d'alsie udaje a podklady je potrebné uviest
a doplnit, vsetko tak, aby bolo mozné o Reklamacii konat' a vybavit ju ¢im skor.

Reklamacné konanie

V pripade uplatnenia Reklamacie AgeVolt doru¢i zdkaznikovi (sposobom podla ods. 2.1. pism. a. vyssie
alebo na adresu zdkaznika) bezodkladne potvrdenie o uplatneni Reklamacie. Ak nie je mozné takéto
potvrdenie o uplatneni Reklamacie dorucit ihned, doruci sa bez zbyto¢ného odkladu, najneskor vsak
spolu s dokladom o vybaveni Reklamacie. Potvrdenie o uplatneni Reklamacie sa nemusi dorucovat, ak
ma zakaznik moznost preukazat uplatnenie Reklamécie inym spdsobom.

Zakaznik poskytne spolo¢nosti AgeVolt sti¢innost nevyhnutnt pre vybavenie Reklamdcie.

Reklamécia Zakaznika - spotrebitela bude spravidla vybavena ihned,, v zlozitych pripadoch najneskor
do 3 (troch) pracovnych dni odo dria uplatnenia Reklamaécie, v odévodnenych pripadoch, najmi ak sa
vyzaduje zlozité zhodnotenie Reklamadcie, najneskor do 30 (tridsiatich) dni odo dna uplatnenia
Reklamacie. AgeVolt vyda zakaznikovi pisomny doklad (moZno dorucdit elektronicky) o vybaveni
reklamaécie najneskor do 30 (tridsiatich) dni odo dia uplatnenia Reklamacie.

Reklamaécie zdkaznika - podnikatela bude spravidla vybavend do 30 (tridsiatich) dni. AgeVolt vyda
zékaznikovi pisomny doklad o vybaveni reklamacie najneskér do 30 (tridsiatich) dni odo diia
uplatnenia Reklamacie.

Osobitné zmluvy (napr. CLA), resp. nadstandardné alebo doplnkové sluzby AgeVolt moézu stanovit
kratsie lehoty na vybavenie reklamdcii, rozsirent zaruku atd’., tieto budd mat’ - v rozsahu, v akom su
priaznivejsie pre zdkaznika - prednost pred tymto Reklama¢nym poriadkom.

Spoésob vybavenia Reklamacie
O postupe vybavovania, ako aj o spdsobe vybavovania Reklamacie bude AgeVolt zakaznika priebezne
informovat.

Vybavenie Reklamécie znamend ukoncenie reklamac¢ného konania jednym z nasledujticich sposobov:
(i) vybavenie Reklamécie v celom rozsahu, alebo scasti, podla poZziadaviek zdkaznika uvedenych
v Reklamécii; alebo (ii) od6vodnenym zamietnutim Reklamacie.

Zakaznik - spotrebitel ma pravo na tthradu tcelne vynalozenych nakladov, spojenych s dovodnym a
riadnym uplatnenim Reklamacie, toto pravo je potrebné uplatnit u AgeVolt najneskor do 1 (jedného)
mesiaca od odo diia ukoncenia Reklamacie, inak pravo zanikne. Zdkaznikovi - podnikatel'ovi takéto
pravo neprindlezi v ziadnom pripade. V pripade uplatnenia Reklamdcie zo strany zakaznika -
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podnikatela zna$a ndklady na uplatnenie Reklamdcie (napr. ndklady na postovné) zakaznik -
podnikatel v kazdom pripade sam.

Alternativne rieSenie sporov

Zakaznik, ktory je fyzickou osobou - spotrebitelom ma pravo obratit sa na AgeVolt so zZiadostou na
napravu, zaslanid na adresu sidla AgeVolt alebo na e-mailovt adresu helpdesk@agevolt.com, pokial nie

je spokojny so sposobom, ktorym AgeVolt vybavila jeho Reklamaéciu, alebo ak sa domnieva, Ze AgeVolt
inak porusila jeho prava. Ak AgeVolt na Ziadost o napravu odpovie zamietavo alebo na iiu neodpovie
do 30 (tridsiatich) dni odo dila jej odoslania, zdkaznik md pravo obrétit sa s cielom ochrany svojich
spotrebitel'skych prav na subjekt alternativneho rie$enia sporov podla prislusnych ustanoveni zdkona
¢.391/2015 Zb. o alternativnom rieSeni spotrebitel'skych sporov a o zmene a doplneni niektorych
zakonov v zneni neskorsich predpisov (d'alej len ako , Zakon o alternativnom rie$eni sporov”), ktory
upravuje detaily alternativneho rieSenia sporov, a pokdusit sa o dosiahnutie dohody o vyrieSeni sporu
zakonom stanovenym postupom. Alternativne rieSenie sporov sa nevztahuje na spory s vycislitelnou
hodnotou nepresahujicou sumu 20,- EUR. Alternativne rieSenie sporov sa tyka len sporu medzi
zékaznikom - spotrebitelom a AgeVolt (resp. inym poskytovatelom sluzby nabijania prostrednictvom
portalu AgeVolt), vyplyvajiceho zo zmluvy alebo stivisiaceho so zmluvou. Subjektom alternativneho
rieSenia spotrebitel'skych sporov je:
Slovenska obchodna inSpekcia
Ustredny indpektorat
Odbor pre medzindrodné vztahy a alternativne rieSenie spotrebitel'skych sporov
so sidlom: Bajkalska 21/ A, p. p. 29, 827 99 Bratislava 27, Slovenska republika

email: ars@soi.sk, adr@soi.sk

pricom blizs§ie informacie st dostupné na https://www.soi.sk/sk/alternativne-riesenie-

spotrebitelskych-sporov.soi, alebo:

prislusna opravnena pravnicka osoba zapisand v zozname subjektov alternativneho riesenia sporov
vedenom Ministerstvom hospodérstva Slovenskej republiky (zoznam je dostupny na internetovej
stranke https:/ /www.mhsr.sk/obchod/ochrana-spotrebitela/alternativne-riesenie-spotrebitelskych-

sporov-1/zoznam-subjektov-alternativneho-riesenia-spotrebitelskych-sporov-1).

Zakaznik moze v pripade zmluvy uzavretej elektronicky vyuzit na alternativne rieSenie svojho sporu
platformu  rieSenia  sporov  on-line, ktora je dostupnd na  webovej stranke
http:/ /ec.europa.eu/consumers/odr/. Vsetky ostatné prava a povinnosti AgeVolt a zakaznika v

stvislosti s alternativnym rieSenim sporov sa riadia ustanoveniami Zakona alternativnom rieSeni
sporov.

Staznosti a podnety

Na sposob a postup vybavovania staznosti a podnetov zdkaznikov sa uplatnia podmienky tohto
Reklamacéného poriadku primerane.

Zakaznik je opravneny uplatnit akikol'vek staznost, alebo podnet, adresovany AgeVolt pisomne, a to
jednym z nasledovnych spésobov:

a. elektronickymi prostriedkami, a to: (e-mail) na adresu: helpdesk@agevolt.com alebo

prostrednictvom na to urcenej funkcionality nachddzajtcej sa na webe alebo v portali AgeVolt
(formulér, resp. funkcionalita na to urcena), ak je dostupna, alebo
b. pisomne na adresu: AgeVolt Slovakias. r. 0., Jarosova 1, 831 03 Bratislava, Slovenska republika.
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COMPLAINTS PROCEDURE - AGEVOLT SERVICES

Service provider (supplier):
AgeVolt Slovakia s. 1. o.
Jarosova 1, Bratislava - New Town 831 03, Slovak Republic
ICO: 46 479 848, DIC: 2820015924, VAT NUMBER: SK2820015924
company registered in the Commercial Register of the City Court Bratislava I1I, Section: Sro, Entry No.: 78174/B
(hereinafter referred to as "AgeVolt")
Tel: +421 2/2212 2211, E-mail: helpdesk@agevolt.com

Introductory provisions
In order to ensure a quick and correct procedure for handling complaints, complaints and suggestions,
and for the purpose of proper information of customers about the conditions and method of claiming
services provided by AgeVolt (or other charging service provider through the AgeVolt portal, unless
otherwise specified therein), AgeVolt issues the following Complaints Policy (hereinafter referred to as
"Complaint Procedure").

The Complaints Procedure regulates in a general way all legal relations between AgeVolt and the
customer, in the application and handling of the customer's complaint concerning the quality,
shortcomings and defects of the provision of services (it does not apply to goods or works). For details
regarding the application of claims in relation to charging stations and their accessories (i.e. goods, or
installation work, etc.), please refer to the document General Warranty Terms and Conditions and
Complaints Policy - Charging Stations, available on the website www.agevolt.com.

The Complaints Procedure shall apply in relation to contracts and general terms and conditions as well
as in relation to any other documents relating to the use of AgeVolt services (including charging
services) available to the customer through the AgeVolt portal. Insofar as expressly provided for in the
specific General Terms and Conditions, this Complaints Policy shall also apply in relation to the
provision of Charging Services through the AgeVolt Portal by entities other than AgeVolt.

For the purposes of these Complaints Regulations, a complaint is a written submission by a customer
(made in the manner set out in these Complaints Regulations) which includes a request by the customer
for a quality check, a complaint about defects or other deficiencies in relation to the services under these
Complaints Regulations and/or the assertion of any legal or contractual claims by the customer in
relation to the services of AgeVolt or any other provider of charging services through the AgeVolt portal
("AgeVolt Portal") (hereafter referred to as a "Claim").

This Complaints Procedure applies primarily in relation to customers who are natural persons -
consumers within the meaning of applicable law. In the case of customers who are entrepreneurs, this
Complaints Procedure shall apply to the complaint procedure accordingly (see special provisions
relating to the customer - entrepreneur).

VIII. Method of making a Claim

2.3.

24.

As this Complaint Procedure applies to services (and not to goods or works), the Customer
acknowledges that due to the nature of the Services, if a Complaint is not made immediately upon
discovery of the fact complained of, it may not be technically possible to properly clarify the fact
complained of or to effectively remedy the same. Therefore, for the purpose of proper investigation of
the Claim and the fastest possible remedy, the Customer is advised to make the Claim immediately
upon discovery of the claimed fact (defect, deficiency, etc.). In any event, the Claim may be made no
later than within the warranty period applicable under the law (24 months from the provision of each
individual service); failure to make a Claim within the warranty period shall extinguish all claims
arising from defects.

The Customer is entitled to make a Complaint in writing in one of the following ways:
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C. by electronic means, namely: (e-mail) to: helpdesk@agevolt.com or via the dedicated
functionality on the website or in the AgeVolt portal (form or functionality for reporting faults,

defects, etc.), if available; or
d. in writing to: AgeVolt Slovakia s. r. 0., Jarosova 1, 831 03 Bratislava, Slovak Republic.

AgeVolt may establish appropriate forms for the application of the Complaint, which the Customer - to
facilitate the application of the Complaint - is entitled, but not obliged, to use.

In the Complaint, the customer shall provide in particular his/her identification data, a sufficient
description of the fact complained of (what the Complaint concerns and its brief justification), as well
as his/her requirements for the removal of the defect and the implementation of the remedy (i.e.: the
application of claims arising from defects arising from AgeVolt's statutory liability for defects: for more
information, see the general terms and conditions relating to the provision of specific AgeVolt services,
specifically always Annex 2 of the general terms and conditions).

The Customer is advised to attach to the Complaint all documents (or images, etc.) documenting the
facts alleged by the Customer. In this regard, the time limit for processing the Complaint shall only
commence from the date on which the material facts relating to the Complaint have been sufficiently
disclosed to AgeVolt by the Customer, at least in such a way that AgeVolt can deal with the Complaint.
If the Complaint does not comply with the requirements of these Complaint Regulations and cannot be
properly acted upon, AgeVolt shall promptly notify the Customer in an appropriate manner and
instruct the Customer as to what further information and documentation is required, all so that the
Complaint can be acted upon and dealt with as soon as practicable.

Complaints procedure

In the event of a Claim AgeVolt shall promptly deliver to the Customer (in the manner set out in
paragraph 2.1. a. above or to the Customer's address) a confirmation of the Claim. If it is not possible to
deliver such confirmation of the Claim immedjiately, it shall be delivered without undue delay, but at
the latest together with the proof of the processing of the Claim. The confirmation of the Complaint
need not be delivered if the Customer is able to prove the Complaint by other means.

The Customer shall provide AgeVolt with the necessary cooperation for the processing of the
Complaint.

As a rule, the complaint of the Customer - consumer will be handled immediately, in complex cases no
later than 3 (three) working days from the date of application of the Complaint, in justified cases,
especially if a complex evaluation of the Complaint is required, no later than 30 (thirty) days from the
date of application of the Complaint. AgeVolt shall issue the Customer with a written document (which
may be delivered electronically) of the processing of the Claim within 30 (thirty) days of the date of the
Claim.

Customer - entrepreneur complaints will generally be handled within 30 (thirty) days. AgeVolt will
issue the Customer with a written proof of the complaint within 30 (thirty) days from the date of the
Complaint.

Special contracts (e.g. CLAs) or premium or additional AgeVolt services may provide for shorter claim
handling periods, extended warranties, etc., which will - to the extent they are more favourable to the
customer - take precedence over this Complaints Policy.

Method of handling Complaints

AgeVolt will keep the customer informed about the procedure of handling as well as the method of
handling the Complaint.

Settlement of a Complaint means the termination of the Complaint in one of the following ways: (i)
settlement of the Complaint in whole or in part, as requested by the Customer in the Complaint; or (ii)
a reasoned rejection of the Complaint.

The customer - consumer has the right to reimbursement of reasonable costs associated with the
reasonable and proper application of the Complaint, this right must be exercised with AgeVolt no later
than 1 (one) month from the date of completion of the Complaint, otherwise the right will expire. The
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Customer - entrepreneur is not entitled to such right in any case. In the event of a Complaint being made
by the customer-entrepreneur, the customer-entrepreneur shall bear the costs of making the Complaint
(e.g. the costs of postage) in each case.

Alternative dispute resolution

A customer who is a natural person - consumer has the right to contact AgeVolt with a request for
redress, sent to the address of the registered office of AgeVolt or to the e-mail address
helpdesk@agevolt.com if he/she is not satisfied with the manner in which AgeVolt has handled his/her
Complaint or if he/she believes that AgeVolt has otherwise violated his/her rights. If AgeVolt rejects
the request for redress or fails to respond to it within thirty (30) days from the date of its dispatch, the
customer has the right to apply to an alternative dispute resolution body to protect his/her consumer
rights under the relevant provisions of Act No. 391/2015 Coll. on Alternative Dispute Resolution of
Consumer Disputes and on Amendments and Additions to Certain Acts, as amended (hereinafter
referred to as "Act on Alternative Dispute Resolution"), which regulates the details of alternative
dispute resolution, and attempt to reach an agreement on the resolution of the dispute by the procedure
provided for by law. Alternative dispute resolution does not apply to disputes with a quantifiable value
not exceeding EUR 20. Alternative Dispute Resolution applies only to a dispute between a consumer
and AgeVolt (or another charging service provider via the AgeVolt portal) arising out of or relating to
a contract. The ADR entity is:

Slovak Trade Inspection
Central Inspectorate
Department for International Relations and Alternative Dispute Resolution
established in: Bajkalska 21/ A, p. p. 29, 827 99 Bratislava 27, Slovak Republic

Email: ars@soi.sk, adr@soi.sk

while further information is available at https://www.soi.sk/sk/alternativne-riesenie-

spotrebitelskych-sporov.soi, or:

the competent legal entity registered in the list of alternative dispute resolution entities maintained by
the Ministry of Economy of the Slovak Republic (the list is available on the website
https:/ /www.mhsr.sk/obchod /ochrana-spotrebitela/alternativne-riesenie-spotrebitelskych-sporov-

1/zoznam-subjektov-alternativneho-riesenia-spotrebitelskych-sporov-1).

In the case of a contract concluded electronically, the customer may use the online dispute resolution
platform  for alternative dispute resolution, which is available on the website
http:/ /ec.europa.eu/consumers/odr/. All other rights and obligations of AgeVolt and the customer in

connection with alternative dispute resolution are governed by the provisions of the Alternative
Dispute Resolution Act.

Complaints and suggestions

The terms and conditions of these Complaints Regulations shall apply mutatis mutandis to the manner
and procedure for handling customer complaints and complaints.

The Customer is entitled to make any complaint or suggestion to AgeVolt in writing in one of the
following ways:

C. by electronic means, namely: (e-mail) to: helpdesk@agevolt.com or via the dedicated
functionality on the website or in the AgeVolt portal (form or dedicated functionality), if

available; or
d. in writing to: AgeVolt Slovakia s. r. 0., Jarosova 1, 831 03 Bratislava, Slovak Republic.
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