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ELGA LabWater Warranty Policy 
 

This warranty policy is in addition to our normal trading terms and copies of these are available on request. 

1. All ELGA LabWater (ELGA) products/systems are supplied with a warranty of 12 months from the date 
of delivery to the Customer (End User) or 18 months from date of shipment from ELGA whichever is 
the sooner.  This warranty is entirely dependent on the following conditions and the warranty will be 
invalidated if these are not met: 

 The ELGA system must be operated in accordance with our operating guidelines; and serviced and 
maintained on a regular basis in accordance with the terms specified in the relevant operator’s 
manual. 

 Only approved consumables, filters or spare parts should be used in the ELGA system and these 
should be changed on a regular basis as specified in the relevant operator’s manual.  In addition 
only approved attachments and accessories should be used with the ELGA system.  Details of the 
approved consumables, filters, spares, attachments and accessories for each system are shown in 
the operator’s manual or alternatively this information can be obtained from ELGA LabWater 
Technical Support.  

 The ELGA system should not be operated with any of the consumables/filters missing. 

 No modifications should be made to the ELGA system without the written approval of ELGA 
Technical Support.  Modification of a product will also invalidate any quality/safety standards 
and all certification labels should be removed from the product (such as ETL).  It will then 
become the responsibility of the company making the modifications to ensure that the product 
complies with all relevant local legislation.   

2. ELGA long term consumables (e.g. RO and UF modules) are supplied with a warranty not exceeding 12 
months from date of installation or 18 months from date of shipment from the UK which ever is the 
sooner. Notification of date of install will be required, along with the serial number. 

Media based packs, UF, UMF, Point of use, UV lamps etc (other CONSUMABLES) will only be replaced 
due to physical damage 

Pulse modules (EDI Technology) will now carry a 5 year pro rated warranty. (See Pulse Modules (EDI 
technology warranty) document for detail) 

NOTE: These warranties are entirely dependent on the feed water quality, which must meet the 
technical specification as given in the operator’s manual. ELGA reserve the right to insist on water 
quality readings when investigating a warranty claim. A copy of the Pre-Installation Checklist may be 
required. Where the feed water does not meet specification, additional pre-treatment approved by ELGA, 
must be fitted in front of the unit.  Failure to do this will invalidate the warranty. 

3. Any other consumable items may be replaced under warranty only at the discretion of ELGA. 

4. Although great care is used when packaging items for shipment, ELGA cannot accept liability for 
transportation of goods from ELGA Lane End, UK.  All our products are supplied on an Ex-Works 
basis and transit damage is not covered by warranty.  

5. Spare parts supplied by ELGA also carry a 12 months warranty not exceeding 12 months from the date 
of installation or 18 months from date of shipment from the UK which ever is the sooner.  

6. Where a product, part or consumable is replaced under warranty it will continue to be covered until the 
expiry of the original warranty period for the item being replaced. 

7. In the event of a product requiring repairs during the warranty period the ELGA Global Platform will 
provide any parts required to make the repair (if it is found to be a genuine warranty) free of charge.  The 
Alliance or Distributor company who sold the unit is responsible for making the repair and for all of the 
costs associated with doing this (labour time, travel costs, etc.).  ELGA LabWater will not contribute to 
any costs incurred repairing an ELGA product under warranty, whatever the reason or cause. 

8. All warranty claims must be made within one month of any fault being identified and ELGA reserve the 
right to refuse any late claims.
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ELGA LabWater Warranty Procedures 
 

When any ELGA LabWater unit or part of a unit fails within the specified warranty period, ELGA Global 
Operations and the ELGA LabWater Alliance Company or Distributor (Customer) must comply with the 
following procedures. 

1. As soon as you have a potential warranty claim please complete the on-line Warranty request on the 
ELGA LabWater Extranet Site http://www.elgalabnet.net (you may need to register on-line) alternatively 
email techsupport@elgalabwater.com, or fax ELGA Technical Support +44 (0) 1494 887505.  Technical 
Support will then supply you with a warranty form to complete. 

2. You will be given a Warranty Reference number by ELGA and a course of action will be agreed (usually 
by e-mail correspondence). 

3. Once the need for warranty replacement parts have been agreed the warranty parts will be despatched 
by ELGA as soon as possible assuming the item is in stock. 

4. In all cases, parts being replaced under warranty must be made available for return to ELGA at Lane 
End for examination if required.  Do not return any parts to Lane End without being given a return 
number and shipping instructions by ELGA.  In some cases we will not require the return of the items 
concerned and we will ask you to dispose of them. 

5. Any parts returned to ELGA must have the warranty reference number (or return number) visible on the 
box.  

6. When the part is received on site at Lane End it will be inspected as quickly as possible and we will 
endeavour to send a report within 28 days.  

7. If a part is found, on investigation, not to be faulty it will be returned and the customer will be invoiced for 
the part and the subsequent delivery costs  

NOTES 

 If a part arrives at ELGA without a return number it will be quarantined for a maximum of 28 days 
before being scrapped.  In such cases a replacement part or credit will not be provided. 

 Where we request the return of a failed part and it is not returned within 28 days of despatch of shipping 
instructions from Lane End, ELGA will send an invoice for the full value of any replacement part supplied 
and the shipping costs. 

 All returns should be packaged appropriate to the method of shipment as warranty cannot be applied to 
parts damaged during shipment. 

 Freight costs for warranty replacement shipped from Lane End will be the responsibility of ELGA. 

 Freight costs for failed parts returned to Lane End will be the responsibility of the Customer. 

 In exceptional circumstances, and at the discretion of ELGA,  we may ask for a full written report to be 
provided instead of shipping the part back to Lane End. Depending on the outcome of the report we may 
still request that the part is returned to Elga. 

 

http://www.elgalabnet.net/
mailto:techsupport@elgalabwater.com


        Warranty Process Flow Chart 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The customer completes the Warranty form on ELGA LabWater 

Extranet site www.elgalabnet.net 

 

The warranty details are reviewed and entered into the warranty 

database. 

Warranty Close Out email is sent and the claim 

closed 

A report of the investigation is emailed to 

the customer 

Warranty Close Out email is sent and the 

claim closed 

 

A confirmation email is sent to the customer 

An email is sent to the customer detailing the 

warranty reference number and requesting the 

part to be returned 

 

The part is tested by technical support and 

the test details are entered into the 

warranty database. 

NO YES 

An email confirmation is received by the customer and ELGA 

LabWater Technical Support 

Do we require the part for investigation? 

An email is sent to the customer detailing the 

warranty reference number 

 
A replacement part is shipped to the customer as 

soon as possible At this point a replacement part may be 

shipped to the customer as soon as possible 

Has the part been returned to ELGA LabWater? 

After 21 days an email is sent to the customer 

notifying them that ELGA LabWater have not 

yet received the faulty part. If the part is not 

received within a further 7 days the customer 

will be invoiced, unless by prior agreement 

YES NO 

Warranty Close Out email is sent and the claim 

closed 

 

If the part was returned for investigation 

only and is found to be faulty then a 

replacement part will be shipped at this 

point.  

If the part was initially replaced and is found 

to be not faulty then an invoice will be 

raised, with the tested part returned to the 

customer.  
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