
 

              
 

 

PROCEDURE REGARDING THE MANAGEMENT OF NON-CONFORMITY COMPLAINT 
 

 

Metelli Spa, with a view to promoting the continuous improvement of the customer services offered, and in order to 
achieve significant reductions in the time taken to handle the reports received, the company has set up an office which is 
expressly dedicated to the management of such reports (hereinafter referred to as TECHNICAL ASSISTANCE or TA). 

 

The procedures for reporting episodes of logistics non-conformity (SLG), and that which relates to requests for returns 
under warranty (SNC), must be implemented by means of a communication expressly for this purpose, to be sent to the 
email address technicalassistance@metellispa.it , according to the procedure referred below. 

It should be noted that reports concerning to episodes of logistics non-conformity (SLG) and requests for returns under 
warranty (SNC) which do not follow the guidelines set out in this notice will not be handled with the same degree of 
priority, and our company will not be held responsible in any way for this. 

 

 

1) LOGISTICS NON-CONFORMITY (SLG). 
 

The following events constitute cases of logistics non-conformity: 

A) EXCESS MATERIAL DELIVERED (QUANTITY OF GOODS WITHIN THE CRATES/CONTAINERS DELIVERED IS GREATER 
THAN THAT SPECIFIED IN THE CONFIRMED ORDER): in such cases, the customer is provided with the choice of whether to 
keep the surplus goods, or return these. In accordance with the choice made and communicated by the customer, the 
relevant administrative procedure in force must be implemented (invoicing for surplus goods kept/return documents for 
the goods); 
B) INSUFFICIENT MATERIAL DELIVERED (QUANTITY OF GOODS WITHIN THE CRATES/CONTAINERS DELIVERED IS LESS 
THAN THAT SPECIFIED IN THE CONFIRMED ORDER): in cases where the anomaly above is confirmed, Metelli will proceed 
with the shipment of the missing goods, or alternatively, will credit the customer for these goods, in accordance with the 
arrangements made with the latter; 
C) DIFFERENT MATERIAL DELIVERED TO THAT SPECIFIED IN THE CONFIRMED ORDER: in this instance, on receipt of the 
goods, the customer discovers that the materials delivered do not correspond with the product code(s) requested. 
Again, in such cases, the customer will be given the choice to keep the goods or return them; the relevant administrative 
procedures will subsequently be applied in accordance with the final decision made; 

D) MATERIAL NON-CONFORMITY DUE TO INCORRECT PACKAGING: in this instance, the part/parts ordered are delivered 
to the customer in a different box from that designed to be used for packaging the part/parts ordered. 
E) MATERIAL WITH DAMAGED PACKAGING: in this instance, the part/parts ordered are delivered with damage to the 
outer and/or internal packaging, which is sufficient to draw the logical assumption that the goods contained therein could 
also be damaged/faulty/defective. 
E) MATERIAL WITH MISSING ACCESSORIES: in this instance, the part/parts ordered are delivered with missing accessories 
(gaskets, screws and all the other accessories foreseen on the catalogue) 

 

1.1) PROCEDURE FOR REPORTING EPISODES OF LOGISTICS NON-CONFORMITY (SLG). 

 

For each notice of non-conformity which falls within the aforementioned categories (point A, B, C, D, E) and F), the customer 
must send a suitable communication to the email address above, NO LATER THAN 60 DAYS FROM RECEIPT OF THE 
MERCHANDISE IN QUESTION. This communication must contain: 



 

              
 

- item code; 
- Quantity; 
- Reason for the alleged non-conformity; 
- DDT (transport document) number and invoice pertaining to the non-compliant material received; 

 

1. In the cases referred to in points A), B) and C), the customer must indicate the choice made; 
2. In the cases referred to in points D) and E), photographic evidence of the anomaly detected and reported must 
also be included. 

 

 

In these cases, the TA shall be responsible for making provisions for a technical check to be carried out (within a reasonable 
time frame), in order to ascertain the non-conformity reported by the customer. Once this has been confirmed, the TA will 
issue a credit note, or will proceed with replacing the goods under warranty. 

 

All reports which are received according to the correct procedures, and within a reasonable time frame, will be processed as 
quickly as possible, in order to minimise disruption to the customer in question, in light of the specifics and particularities 
of each report. 

Incomplete reports, or those which require additional information, will be handled according to a different degree of 
priority. 

 

Without prejudice to the above points, the customer - no later than the deadline of 3 days from receipt of goods - must 
report any differences to TA regarding the number of packages received compared to the indications provided in the 
documentation between the parties, relating to the execution of the order, the transportation of the goods by the carrier 
and the delivery of the goods to the final customer. 

 

2) REQUESTS FOR RETURNS UNDER WARRANTY (SNC). 
 

This sections pertains to the conditions regarding the procedure to be followed on receipt of a request for return of a 
product that is suspected to be defective or does not comply with the expected original conditions, both in cases where 
this request also includes the cost of assembly/disassembly of the part and/or damage to the vehicle, and in cases which do 
not concern the aforementioned. 

 

The legal warranty lasts for two years from the delivery of the goods, and must be implemented by the CUSTOMER, via an 
appropriate notification, within two months of discovery of the defect. 

This warranty covers all defects which exist at the time of delivery, or in other words, original defects in the products 
which manifest within 24 months of purchase, with the exception of defects that appear suddenly. 

 

The CUSTOMER in possession of the material or item which is found to be defective is responsible for asserting their rights 
with regard to the legal warranty, contacting the SELLER of the item in question directly (even when this party is not the 
MANUFACTURER); the latter is solely responsible for this item, regardless of whether or not the defect in question is 
attributable to another party in the distribution chain. 

 

Article. 131 of the Consumer Code stipulates that the SELLER may in turn approach the party responsible for the lack of 
conformity, via the so-called RIGHT OF RECOURSE process. 



 

              
 

Having complied with all requests submitted by the CUSTOMER under the Legal Conformity Warranty, the final SELLER 
may then exercise this right of recourse against the person or persons responsible to obtain reimbursement for the 
services provided, within a year of providing the aforementioned services to the customer. 

 

The SELLER must take delivery of the goods, in order to verify whether or not the defect is a result of non-conformity. 

 

 

2.1) PROCEDURE FOR REPORTING REQUESTS FOR RETURNS UNDER WARRANTY (SNC). 

 

In order to launch the return under warranty procedure (SNC), the customer must send a suitable communication to the 
email address above, containing: 

 

- The "Returns under Warranty" form (attached), completed in full; the customer must clearly state whether the 
product should be returned after the technical analysis process is complete; 
- Explanatory photographs which allow for the defect to be detected; 
- Invoices for the initial installation of the item in question, and/or those relating to any subsequent 
replacement/repair operations, indicating the hours of labour in accordance with the applicable rate; 
In these cases, the TA shall be responsible for making provisions for a technical check to be carried out (within a 
reasonable time frame). On conclusion of this process, the customer will be informed of the outcome of the check. 

 

The piece returned for analysis must be sent to Plant no.7 of Metelli S.p.A. in VIA ISEO 3/C, 25045 Castegnato (BS) Italy. 
 
The cost of shipping the piece for analysis will be borne by the customer. 
 
In cases where: 
 

1) the return under warranty is approved: 
 

Ø If the request concerns only the item, one of the following conclusions will be adopted: 
1. replacement of the product under warranty 
2. credit note for the purchase value of the product 
3. no replacements or credit notes for customers with a current annual warranty bonus agreement. 
 
Ø If the refund request also covers additional costs and/or damages, TA will provide the customer with the 
information needed to invoice Metelli S.p.A. for the approved sum. 

It should be noted that any approved amount will be quoted minus VAT and will not take into account the value of the 
product itself that will be recognized separately with one of the above conclusions (points 1, 2, 3). 
 
If the warranty is acknowledged, the documented expenses incurred in returning the piece will also be reimbursed. 
 
The invoice must indicate the claim number (e.g. SNC/XXXX), the part number and the quantity. 
 

2) the return under warranty is rejected: 
 

Ø The technical analysis report pertaining to the item in question will be sent to the customer. 
 
The piece will be returned to the customer or scrapped according to the instructions provided in the "returns under 
warranty" form. It is understood that, in the absence of such indications, TA will scrap the piece 1 month after the technical 
analysis has been carried out. 
 



 

              
 

The shipping costs related to the return of the piece will be charged to the customer, providing information on how this is 
to be done.  
 
Our TECHNICAL ASSISTANCE office remains at your disposal should you require any further information. 
 

 

Cologne (BS), 04/07/2022 
 
Tiziano Rotelli 
TECHNICAL ASSISTANCE 
Metelli S.p.A. 
 

 

 


