MyFesto : Warranty & complaints via Customer Service

Manual: creating a complaint

In all cases, it is important to file a complaint when
something is wrong with a product. This could be, for
example, if it does not work technically. This may be
covered by the warranty, but it may also be that the
warranty period has expired or the problem is outside
the warranty.

Please feel free to contact us for assistance in filing a
complaint or for more information about warranty
conditions.
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Select menu option to start a warranty or complaint

MyFesto : Warranty & complaints via Customer Service
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Which option applies to you?

1) My order has not arrived yet.
Go to page 5

Go to page 6

3) | want to report a product defect.
Go to page 7




My order has not arrived yet

Your order has already been placed on the way ...

» The transportation time is too long

Product: 573737

Create a new request

ﬁ Description of complaint
Describe the problem

Reason for the complaint *

Technical technical Logistical and logistic
Mechanical / pneumatic defect Damaged packaging
Leakage of Leakage, Less delivered than listed on the packing slip

Order rule is completely missing

Electrical / Electronic defect Wrong product(s) delivered

Product(s) does not meet the specifications Too long delivery by transport company
(compared to catalog and order/label)

Go to page 9
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There is something wrong with my just delivered order

It appears that ...

« Damaged packaging
Example: damaged packaging and/or damaged product(s )

* Delivered less than stated on the packing slip

Example: 10 cylinders on the packing slip, but 9 cylinders delivered

* Product line not delivered Crente a new request
Example: 10 cylinders on the packing slip , but O cylinders delivered % remememsen ‘
. Wrong prod uct(s) delivered e st

order rule is completely missing

Electrical / Electronic defect Wrong product(s) delivered

Product(s) does not meet the specifications Too long delivery by transport company
(compared to catalog and order/label)

Go to page 9
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| want to report a product defect

It appears that ...

* Product does not function due to:
* Mechanical/pneumatic defect
» Leakage
 Electrical/Electronic defect
* Product does not meet the specifications

Go to page 9
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Product: 573737

Create a new request

@ Description of complaint

Describe the problem
Reason for the complaint *

Technical technical

Mechanical / pneumatic defect

Leakage of Leakage,

Electrical / Electronic defect

Product(s) does not meet the specifications
(compared to catalog and order/label)

Logistical and logistic

Damaged packaging

Less delivered than listed on the packing slip

Order rule is completely missing

Wrong product(s) delivered

Too long delivery by transport company




What if my complaint type is not listed?

Then this service is not (yet) available

Contact us at + 44 — (0)800 626 422

Or send an email to contactcentre gb@festo.com

Contact us at:
ROI +353 (01) 2954955 (Option 1)
NI +44 (0) 1604 667000 (Option 1)

Or send an email to sales ie@festo.com

Go to page 24
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Start new request

Example Festo product key

FESTO)

* Which Festo article number is this? order code —— XXXX-XX-XXX-
X-XX-XX-XXXX
part number —— 1234567  XXXX—1— series

« What is the Festo order number or your own reference (customer reference) Rev XX C E
« Or possibly the Festo product key datamamx__% | p,oductkey_
BCDEF

BCDEF

| J
\\-{ HTTP://PK.FESTO.COM/12345ABCDEF |

Get the right information in advance

My Enquiries

All Enquiries New application

Make a new repair or warranty request for your ordered products.

Order date from Until

Article number / Order code Order Number/ Customer Reference 03.04.2024 — 03.10.2024 —

Product key Filter products



FESTO

Select correct order / order line (or product).

Start warranty/complaint

* You can view the product or order further if necessary
 Please ensure that the correct order is selected in connection with quantities and order date

« Start the process via the “Guarantee” button

Order number PO No. / Reference ID Order line Article number Product Order date Ordered by

Solenoid valve
000030 539161 VSVA-B-P53E-ZD-A1- 02.10.2024 ~
1TiL

Solenoid valve
VSVA-B-P53E-ZD-A1-1T1L
seeme p“)duc' * R 53
."“ill‘;-i\' — 539161

g
’ Technical request
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Description of the problem or complaint

« Making the right choice (see page 6-7-8)

Create New Request

Reason for the complaint * o Description of the complaint
Technical technical Logistical and logistic Describe the problem
Mechanical / pneumatic defect Damaged packaging
Definition*
Leakage of Leakage, Less delivered than listed on the packing slip
Order rule is completely missing
£~
Include a detailed description of the problem, including the affected product component(s), relevant environmental influences, and other important
Electrical / Electronic defect Wrong product(s) delivered information

Attachments

Product(s) does not meet the specifications Too long delivery by transport company T Upload documents or photos

(compared to catalog and order/label)

» Provide text and explanation here in 400 characters -
possibly in a supplementary document

* Multiple attachments can be added (at least one
required)

Custom files (*.jpeg;™ jpg:* . mpeg:™.doc ™. doog™ xls* xlsg® pdf:™ ppt™ . ppte®. odt ™. ods ™ if " et ™ csv log: " ml* eml . gif: . png: ™ htm: * . htrnl* 2chtml . aviy ™ move* mpd)
11
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Additional question for “Damaged packaging”

Product: 539161 X

Create New Request We cannot process the application
without photo(s).

o Description of the complaint
. Number of damaged items*
Describe the problem

The packaging of the shipment is damaged* ° No Yes
Product packaging damaged* No o Yes
Definition*

Include a detailed description of the problem, including the affected product component(s), relevant environmental influences, and other important
information
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Additional question for “Less delivered than stated on the packing slip”

Product: 539161 X
Create New Request :
Nieuwe aanvraag maken
o Description of the complaint
. Desired quantity*
Describe the problem
Number of products delivered*
Definition*
A
Include a detailed description of the problem, incduding the affected product component(s), relevant environmental influences, and other important
information
Attachments
Continue
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Additional question for “Product line not delivered”

Product: 539161

Create New Request

o Description of the complaint
Describe the problem
Number of missing products*

Definition*

Include a detailed description of the problem, including the affected product component(s), relevant environmental influences, and other important
information
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Additional question for “Product does not meet the specifications”

Describe clearly what is missing - photos of what it looks like now & drawings/photos of what it should have been

Product: 539161

Create New Request

o Description of the complaint

Describe the problem

Number of missing products*

Definition*

Include a detailed description of the problem, including the affected product component(s), relevant environmental influences, and other important
information

Attachments*

t Upload documents or photos
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Additional question for “Wrong product(s) delivered”

What has been delivered and what should have been delivered

Product: 539161

Create New Request

o Description of the complaint
. Number of incorrectly delivered products*
Describe the problem

Item number on product packaging*

Item number on the product label*

Definition*

Include a detailed description of the problem, including the affected product component(s), relevant environmental influen

information

ces, and other important

Continue

FESTO
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Next steps for new application

Is the product contaminated?

Product: 539161

Create New Request

° Description of the complaint

If your product is contaminated with hazardous substances (e.g. biohazard material) or if the product is so heavily
contaminated that an analysis cannot be performed properly, select "Yes". This information is necessary to ensure a fast and
Is the product secure process.

contaminated?

e Degree of contamination

Is the product contaminated?* ° No Yes

FESTO
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Next steps for new application
Is it possible to send an article?

Product: 539161

Create New Request

° Description of the complaint

In order to be able to process your request properly and completely, it may be necessary to send us a defective item as part
of the complaint process. Please give us a brief feedback on whether this article is available and if necessary, you can send it

9 Sample tous.

Is it p055|ble to send an Is it possible to send an item?*

item?
O ves No

° Degree of contamination

18



Next steps for new application

Which solution is desired?

Product: 539161

Create New Request

° Description of the complaint

° Degree of contamination Desired solution*
° Sample

Internal reference number
o Next step

How can we help you?

FESTO

X
If you choose another solution, we

will contact you.

Desired solution*

Credit note
Replace product for free

Other solution

19



Next steps for new application

Enter contact details

Product: 539161

Create New Request

° Description of the complaint
° Degree of contamination
° Sample

° Next step

o Contact

Contact

H.A.W.P. Jansen

Internal reference number*

harro.jansen@festo.com

Telephone number*
+31 6 57940305

FESTO
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Next steps for new application

Checking data

Product: 539161

Create New Request

° Description of the complaint

° Degree of contamination Product Solenoid valve
VSVA-B-P53E-ZD-A1-1TIL
° Sample 539161
° Next step Reason for the complaint Leakage
° Contact Description of complaint
o Send Inquiry
. . Attachments attached? No
Is all the information
?
entered correct? Product contaminated? No
Is it possible to send an item? Yes

FESTO
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Next steps for new application

Send if agreed

Product: 539161

Create New Request

Process complete!

Your complaint has been successfully created. We will check this and contact you as soon as possible about further processing.
Your complaint number is NL300 @000,
You can track the status of your application on the My Requests page

22
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Where can I find this complaint that | just created?

* Via My requests and then the “All requests” section

My Enquiries

All Enquiries New application

Filter for all your pending and closed requests.

Date of application Until

Article number / Order number Application Number / Customer Reference N... 03.04.2024 — 03.10.2024 3

Type of request Status
All oAl v
Filter requests

Application number Type of request Article number Product Order Request date Status

Apply filter

23
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Thanks for your attention

Check out our FAQ =2 or our FAQ B Il on the website for more questions and answers - Scroll down to start the FAQ.
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Help overzicht

Help en support FAQ My Festo
Handige filmpjes om ervoor te zorgen dat u alle voordelen van de nieuwe website

Wat is het verschil tussen een klacht en garantie? v
benut.
‘Waarom moet ik een aanvraag (Klacht/garantie) starten? v
Hoe registreer ik mij voor een Festo Express Account?
~ ‘Waar & hoe kan Ik een aanvraag (kiacht/garantie) starten? v
‘Welke aanvragen (Klachten/garantie) kan Ik starten? v
‘Waar kan ik terecht als het nog niet via MyFesto portal verloapt? v
15 er 00k een handleiding om een aanvraag (klacht/garantie) te starten? v
‘Wanneer kan ik een aanvraag (klacht /garantie) starten? v
Waar kan ik mijn Festo ordemummer vinden? v
Kan ik een klacht starten Zonder een Festo ordemummer? v
‘Waar kan ik het Festo materiaalnummer vinden? v
Hoe lang is de garantieperiode? v
Hoe weet Ik of de garantie nog geldig is? v
Waar kan ik de Al verkoop- en vinden? v
N
Kan ik een verzack indienen als de garantieperiode is verlopen? v
Hoe registreer ik mij voor een Festo Business Account v Wanneer is mijn probleem technisch of logistiek? v
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