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Platné od: 1. 11. 2025

Poskytovatel:

FAIRINO Europe s.r.o.

ICO: 23301791 DIC: CZ23301791

Sidlo: Jakoubka ze Stfibra 781/44, Nové Sady, 779 00 Olomouc, Ceska republika
(dale jen ,Poskytovatel)

Sluzba Online Technical Support — Standard (dale jen ,Sluzba“ nebo ,0TS Standard®) je zakladni uroven
online technické podpory poskytované spole¢nosti FAIRINO Europe s.r.o. ke kolaborativnim robotim FAIRINO
(,Cobot").

Sluzba umozriuje zakaznikovi kontaktovat technickou podporu FAIRINO Europe prostfednictvim e-mailu, online
chatu nebo jinych komunikacnich kanall uvedenych na Support Portalu FAIRINO Europe, a to v rozsahu a
podminkach stanovenych témito podminkami.

2.1 Sluzba zahrnuje:

zakladni technickou podporu k produktim FAIRINO (hardwaru i softwaru) formou vzdalené konzultace;
asistenci pfi identifikaci zavad, doporu€eni postupu feseni a pfipadné odkazani na servisni zasah i
nahradni dily;

e poskytovani informaci o provozu, aktualizacich, ¢i zakladnich nastavenich zafizeni FAIRINO.

2.2 Sluzba nezahrnuje:

fyzické servisni zasahy u zékaznika;

vzdalené pfipojeni k systému zakaznika;

Skoleni, pokrocilou konfiguraci, vyvoj ¢i integraci software tfetich stran;

podporu k produktdm, které nejsou dodany nebo autorizovany spole¢nosti FAIRINO Europe s.r.o.

3.1 OTS Standard je poskytovana po dobu trvani zaruky na pfislusny produkt FAIRINO, standardné:

e 24 mésicu (standardni zaruka), nebo
e 12 mésicu (v pfipadé zkracené zaruky).
3.2 Po uplynuti této doby Sluzbu nelze prodlouzit ani dokoupit samostatné.

4.1 OTS Standard je dostupna v pracovni dny, pondéli-patek od 8:00 do 16:00 (Sasova zéna Praha, CR).
4.2 Dny pracovniho klidu jsou soboty, nedéle, statni svatky a dal$i dny uréené spolecnosti FAIRINO Europe
s.r.o. jako nepracovni.

4.3 PoZzadavky zaslané mimo provozni dobu se povaZzuji za pfijaté nasledujici pracovni den.

4.4 SLA - doba prvni reakce: nejpozdéji do 5 pracovnich dnti od pfijeti pozadavku.
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Komunikace se uskute¢nuje vyhradné prostfednictvim nasledujicich oficialnich kanalt FAIRINO Europe s.r.o.:

e e-mail: contactus@fairino.support
e WhatsApp: https://chat.whatsapp.com/DMR6tBx1UmXAJIBSMWOYP9
e nebo prostfednictvim Support Portalu FAIRINO Europe: hitps:/fairino.support/

Aktualni a platné kontaktni informace jsou vzdy zvefejnény na Support Portalu FAIRINO Europe.

6.1 Opravnén vyuzivat sluzbu je pouze zékaznik, ktery:

e  zakoupil Cobot FAIRINO od FAIRINO Europe s.r.o. nebo jejiho autorizovaného distributora
(Authorised Reseller/Distributor of FAIRINO Europe),
e anachazi se v obdobi platné zaruky.

6.2 V pripadé, ze zakaznik zakoupil produkt prostfednictvim Authorised Reseller/Distributor of FAIRINO
Europe, je povinen kontaktovat primarné svého distributora ¢i prodejce, ktery posoudi dotaz a v pfipadé
potieby ve spolupraci s FAIRINO Europe s.r.o. rozhodne o predani komunikace na Online Technical Support
FAIRINO Europe s.r.o.

6.3 OTS Standard je uréena pro zakladni poradenstvi. FAIRINO Europe s.r.o. si vyhrazuje pravo odmitnout
opakované nebo nadmérné dotazy, které se netykaji technického fungovani vyrobku nebo jsou feSeny v
uzivatelské dokumentaci.

6.4 V ramci OTS Standard nelze garantovat vyfeSeni problému, ale pouze poskytnuti odpovidajici technické
podpory a doporuceni dal$iho postupu.

Podpora je poskytovana v jazyce ¢eském, slovenském nebo anglickém, dle dostupnosti technik.
Casové udaje se fidi mistnim &asem Ceské republiky (CET/CEST).

8.1 FAIRINO Europe s.r.0. nenese odpovédnost za jakékoli $kody vzniklé v dusledku nespravného pouziti
produkti nebo neprovedeni doporu¢enych kroku.

8.2 FAIRINO Europe s.r.o. si vyhrazuje pradvo ménit tyto podminky, v€etné provozni doby a komunikacnich
kanald, s pfedchozim oznamenim na webovych strankach a Support Portalu.

Tyto podminky jsou zavazné pro vSechny uzivatele sluzby OTS Standard a tvofi nedilnou souc¢ast zarucnich a
servisnich podminek spole¢nosti FAIRINO Europe s.r.o.
V pfipadé rozporu mezi jazykovymi verzemi ma pfednost ¢eské znéni.
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Terms and Conditions

Effective from: November 1, 2025

Provider:

FAIRINO Europe s.r.o.

Business ID: 23301791 VAT ID: CZ23301791

Registered Office: Jakoubka ze Stfibra 781/44, Nové Sady, 779 00 Olomouc, Czech Republic
(hereinafter referred to as the “Provider”)

The Online Technical Support — Standard (“Service” or “OTS Standard”) is the basic level of online technical
support provided by FAIRINO Europe s.r.o. for FAIRINO collaborative robots (“Cobot”).

The Service enables the Customer to contact FAIRINO Europe’s technical support via the official communication
channels listed on the FAIRINO Support Portal, under the scope and conditions set forth in these Terms.

2.1 The Service includes:

basic technical assistance for FAIRINO hardware and software via remote consultation;
guidance on troubleshooting and recommended actions, including referral to service intervention or
spare part replacement;

e information on operation, updates, and basic configuration of FAIRINO devices.

2.2 The Service does not include:

on-site interventions;

remote connection to the Customer’s systems;

training, advanced configuration, or software integration;
support for third-party or unauthorized products.

The OTS Standard is provided for the duration of the product warranty, i.e.

e 24 months (standard warranty), or
e 12 months (short warranty).
The Service cannot be extended or purchased separately.

4.1 OTS Standard is available on business days, Monday to Friday, 8:00-16:00 (Prague time).

4.2 Non-working days include weekends, Czech national holidays, and company-designated holidays.
4.3 Requests submitted outside support hours are considered received on the next business day.

4.4 SLA - First response time: within 5 business days after request receipt.
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Communication is available exclusively through the following official channels of FAIRINO Europe s.r.o.:

e E-mail: contactus@fairino.support
e WhatsApp: https://chat.whatsapp.com/DMR6tBx1UmXAJIBSMWOYP9

e  Support Portal: hitps:/fairino.support/

Current and valid contact information is always available on the FAIRINO Support Portal.

6.1 The Service is available only to Customers who:

e have purchased a FAIRINO Cobot from FAIRINO Europe s.r.o. or its Authorised Reseller/Distributor
of FAIRINO Europe,
e and are within a valid warranty period.

6.2 Customers who purchased their product through an Authorised Reseller/Distributor of FAIRINO Europe
must primarily contact their respective reseller or distributor.

The Authorised Reseller/Distributor shall, in cooperation with FAIRINO Europe s.r.o., decide whether the
communication should be escalated and handled directly by FAIRINO Europe’s Online Technical Support.

6.3 The Service is intended for essential technical guidance. FAIRINO Europe s.r.o. reserves the right to decline
excessive or repetitive inquiries unrelated to product functionality or clearly addressed in user documentation.

6.4 FAIRINO Europe s.r.o. does not guarantee that every issue will be resolved but undertakes to provide
adequate technical support and a recommended course of action.

Support is provided in Czech or Slovak, or English, depending on staff availability.
All time references follow Prague time zone (CET/CEST).

FAIRINO Europe s.r.o. is not liable for any damage arising from improper product use or failure to follow
recommended procedures.

The Provider reserves the right to amend these Terms, including support hours and communication channels,
with prior notice published on the official website and Support Portal.

These Terms are binding for all OTS Standard users and form an integral part of FAIRINO Europe s.r.o.’s
warranty and service conditions.
In the event of any discrepancy, the Czech version shall prevail.
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