QUESTIONMARK DOO Belgrade, Venizelosova street no. 33E, local 9 
Date: ______________ 
REQUEST FOR REMEDY

NON-CONFORMITY / COMPLAINT

 
Based on the Consumer Protection Act (“Official Gazette of RS” No. 88/2021), I am submitting a complaint to remedy the non-conformity of goods/services as follows: 
________________________________________________________________________________________________________ 
(type of goods/service)
the non/conformity is manifested as follows: 
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

(description of defect, deficiency, etc.)
Along with the complaint, i am also submitting:
	
	Fiscal receipt 

	
	Other proof of purchase ______________________________________________


More than six months have passed since the risk was transferred to the consumer (the day the goods were received): 
 
 
 
a) yes  
 
 
 
b) no 
Please carry out: 
	
	Repair
	
	Price reduction

	
	Replacement
	
	Termination of the contract and refund


	To be filled out by the Seller
	To be filled out by the Customer


	NAME 

________________________________ 

ADDRESS 

________________________________ 

COMPLAINT RECORD NUMBER
________________________________ 

SIGNATURE ____________________ 

M.P.
	NAME AND SURNAME
_________________________________ 

ADDRESS 

________________________________ 

PHONE ________________________ 

e-mail ___________________________


i The consumer has the right to choose to have the non-conformity remedied by repair or replacement. If remedying the non-conformity is not possible, the consumer has the right to request a proportionate reduction in price or to terminate the contract if the non-conformity cannot be remedied by repair or replacement at all or within a reasonable time; the consumer cannot exercise the right to repair or replacement, or if the seller has not carried out the repair or replacement within a reasonable time; the repair or replacement cannot be carried out without significant inconvenience to the consumer due to the nature of the goods and their intended use; remedying the non-conformity by repair or replacement would impose a disproportionate burden on the seller.

A disproportionate burden on the seller arises if, compared to a price reduction or contract termination, it generates excessive costs, taking into account: the value the goods would have had if they were in conformity with the contract; the significance of the conformity in the specific case; and whether the conformity can be remedied without significant inconvenience to the consumer. The consumer has the right to request a replacement, an appropriate price reduction, or to terminate the contract due to the same or another non-conformity that appears after the first repair, with a repeat repair only possible with the consumer’s explicit consent. Considering the nature of the goods and the purpose for which the consumer acquired them, repair or replacement must be carried out within a reasonable period without significant inconvenience to the consumer and with their consent. If the non-conformity appears within six months from the transfer of risk to the consumer (the day the goods are received), the consumer has the right to choose between requesting that the non-conformity be remedied by replacement, an appropriate price reduction, or declaring contract termination. If the non-conformity appears within six months from the transfer of risk to the consumer, it can also be remedied by repair with the consumer’s explicit consent. All costs necessary to bring the goods into conformity with the contract, particularly labor, materials, collection, and delivery costs, are borne by the seller. For the seller’s obligations to the consumer arising from non-conformity of the goods, the seller has the right to claim compensation from the manufacturer in the supply chain for what they fulfilled under this obligation. The consumer cannot terminate the contract if the non-conformity of the goods is minor.

A consumer may submit a complaint to the seller in order to exercise their rights, as well as due to incorrectly charged prices or other defects. The seller is obliged to visibly display at the point of sale information regarding the manner and place for submitting complaints, and to ensure the presence of a person authorized to receive complaints during working hours.A consumer may submit a complaint orally at the point of sale where the goods were purchased, or at another location designated for receiving complaints, by telephone, in writing, electronically, or on a durable medium, providing the receipt for inspection or another proof of purchase (copy of receipt, slip, etc.).

The seller is obliged to issue a written confirmation to the consumer or confirm the receipt of the complaint electronically, providing the number under which the complaint is registered in the record of received complaints. The seller is also required to maintain a record of received complaints and keep it for at least two years from the date of submission of the consumer’s complaint. The record may be kept in a bound book or in electronic form and must include, in particular: information about the complainant and the date of complaint receipt, details of the goods, a brief description of the non-conformity and the request in the complaint, the date of issuance of the confirmation of complaint receipt, the decision communicated to the consumer, the date of delivery of that decision, the agreed reasonable period for resolution to which the consumer consented, the manner and date of complaint resolution, and information regarding any extension of the resolution period.

The seller is obliged to respond to the consumer’s submitted complaint without delay, and no later than eight days from the date of receipt of the complaint, either in writing or electronically. The seller’s response must include a decision on whether the complaint is accepted, a statement regarding the consumer’s request, and a concrete proposal with a timeframe for resolving the complaint. The timeframe cannot exceed 15 days from the date the complaint was submitted. The seller is required to act in accordance with the decision, proposal, and resolution period, provided that prior consent from the consumer has been obtained. If the seller is, for objective reasons, unable to satisfy the consumer’s request within the agreed timeframe, the seller must inform the consumer of the extension of the resolution period, specify the new deadline for resolving the complaint, and obtain the consumer’s consent, which must be recorded in the register of received complaints. The extension of the complaint resolution period is permitted only once. The consumer’s inability to provide the packaging of the goods to the seller cannot be a condition for resolving the complaint nor a reason for refusing to remedy the non-conformity.

