COMPLAINTS
Legal Basis
You are entitled to make a complaint, claim or remark for all the products you purchase on the website of the Fashion House Luna in our online store in accordance with the Consumer Protection Act ("Official Gazette of RS" no. 62/2014, 6/2016-St. Law and 44/2018- St. Law).

Complaints, claims and remarks, as well as the request for elimination of non-conformity can be made in accordance with the provisions defined in Articles 51, 52, 53 and 54 of the Consumer Protection Act. The procedure for resolving thereof is conducted on the basis of the provisions of the abovementioned law, as well as the provisions of the Law on Trade ("Official Gazette of RS" No. 53/10, 10/2013). You have the right to file a complaint also due to incorrectly calculated price and other irregularities defined by this Law.

If the delivered goods are not conforming to the contract, after informing us about the lack of conformance as a seller, you have the right to request that we eliminate the non-conformity, without compensation, by repair or replacement, or to request a corresponding reduction in the price or terminate the contract in respect of such goods.

As a consumer, you have the right to choose whether we should eliminate the non-conformity of goods by repair or replacement, all depending on the type of non-conformity on the item in question.

If the removal of non-conformity by repair or replacement is not possible, you have the right to request an appropriate reduction in the price or termination of the contract, in accordance with paragraphs 3 and 4 of Article 52 of the Consumer Protection Act.

You have the right to request a replacement, an appropriate price reduction, or terminate the contract due to the same or other lack of conformity that appears after the first repair, and a re-repair is possible only with your explicit consent.

Taking into account the nature of the goods and the purpose for which it was acquired, repair or replacementvmust be carried out within a reasonable period of time without any significant disadvantage for you as a consumer and with your written consent.

If the non-conformity arises within six months of the date of the transfer of the risk to the consumer, you have the right to choose between the requirement to eliminate the non-conformity with replacement, the appropriate price reduction, or declare that you terminate the contract. 
If the non-conformity arises within six months from the date of risk transfer to the consumer, the removal of non-conformity is possible with your explicit consent.

Non-conformity of goods in the sense of the provisions of the Consumer Protection Law exists if the goods sold have no properties necessary for the regular use of that kind of goods, and in accordance with its purpose, as defined by the respective Declaration. 
If non-conformity occurs within six months of the date of risk transfer to the consumer, it is assumed that non-conformity existed at the time of risk transfer, unless it is contrary to the nature of the goods and the nature of the specific non-conformity, or if you did not act in accordance with the respective declaration.

The Fashion House Luna, as a seller, is not responsible for the non-conformity if, at the time of the conclusion of the contract, you knew as the customer, or could not have remained unaware that the goods were not conforming to the contract.

We will bear, as a seller, all the expenses necessary for the goods to conform to the contract, especially the costs of work, materials, takeovers and delivery.

You may not terminate the contract if the non-conformity of the goods is insignificant.

The seller is responsible for the non-conformity of the goods to the contract that occurs within two years from the date of transfer of risk to you as a consumer.

If you have a complaint, claim, a remark or want to make a refund of the purchased item, the procedure is simple and detailed in the "Complaints" segment. Please follow the step-by-step process and each of your possible problems will be resolved quickly and efficiently for mutual satisfaction.

You can submit your complaint, claim or remark by sending us the filled-out document "Complaint, Replacement, Correction, Refund" at the email webshop@fashion-luna.com or by regular mail to Fashion House Luna, Baje Sekulica bb, 12000 Požarevac. It is also necessary to submit a scan / photocopy of the invoice / delivery note that you received with the product with this completed form. In case you are not able to fill in this form, you can provide us with all the requested information from the form with the invoice / delivery note as attachment in other manner (email or in writing).
Upon receipt of your complaint, claim or remark, we will confirm the receipt in writing within one day and notify you on the number under which it is registered in our records of received complaints. 
In the shortest possible time, and at the latest within 8 days from the date of receipt of your complaint, claim or remark, we will notify you of further action in writing. The deadline for resolving the complaint is, in accordance with the law, 15 days from the moment of receipt of the complaint. 
After the professional evaluation of your complaint, claim or remark, we will notify you in writing of the decision (the consumer's complaint is accepted or rejected in respect of any basis for the complaint of the article) and the manner of resolving the complaint, claim or remark in accordance with the Consumer Protection Act (refund, appropriate price reduction, replacement or repair of the item).

Please make a statement to our decision, ie the proposed solution in written form within 3 days by reply via email to webshop@fashion-luna.com or by regular mail to the Fashion House Luna, Baje Sekulica bb, 12000 Požarevac.

Upon receipt of your statement, we will initiate a jointly agreed resolution of a complaint, claim or remark within the defined time limit.

Exceptions to the right to withdrawal from the contract are provided for in accordance with Article 37 of the Consumer Protection Act.

If for objective reasons we are not able to meet your request within the agreed time limit, we will notify you of the extension of the deadline. In order to extend this deadline for resolving complaint, claim or remark, you, as a consumer, must also give your consent.

The inability of you as a consumer to deliver the packaging to us, as a seller of goods, is not a prerequisite for resolving the complaint or for refusing to remove the lack of conformity. 
Our partners through which you can return our consignments in the event of a complaint in any case, with which we have a defined delivery through contract are:

1. For the territory of the Republic of Serbia, Daily Express.

2. For outside the territory of the Republic of Serbia, DHL and POSTEXPORT.
In case you have any additional questions, please contact us at webshop@fashion-luna.com or by calling the phone number +381 12 719 52 47.
