
IVRO

Return and RMA Policy
IVRO — practical guidance for B2B and B2C

Version 4.2 – effective August 1, 2026

This page explains how the return, withdrawal and complaints process at IVRO works in practice. The binding 
rules are set out in IVRO's B2B and B2C Terms and Conditions; in the event of any discrepancy, those Terms and 
Conditions prevail.

Article 1 – About this page

1.1 This page explains, in practical terms, how a return, withdrawal or complaint is handled by IVRO. This page is 
explanatory and does not create any new or additional rights or time limits beyond IVRO's B2B or B2C Terms and 
Conditions.

1.2 In the event of any discrepancy between this page and IVRO's applicable Terms and Conditions, the Terms 
and Conditions prevail. For the complete, binding rules, see Article 3 and 6 of the B2C Terms and Conditions, and 
Article 6 of the B2B Terms and Conditions, respectively.

Article 2 – Consumers (B2C): withdrawal

2.1 As a consumer, you have the right to withdraw from your order within fourteen (14) days of receipt without 
giving reasons, as described in Article 3 of the B2C Terms and Conditions.

2.2 How this works in practice:

• Step 1: Notify your withdrawal within the cooling-off period via info@iv-ro.nl, optionally using the Model 
Withdrawal Form.

• Step 2: You will receive confirmation from IVRO and instructions for returning the product.

• Step 3: Pack the product carefully, preferably in its original packaging, and return it within fourteen (14) 
days of your notification to the return address provided by IVRO.

• Step 4: After IVRO has received and inspected the product, you will be refunded the amounts paid 
(including standard delivery costs) in the manner described in Article 3.4 of the B2C Terms and Conditions.

2.3 The cost of returning the product is your own responsibility. Any diminished value resulting from handling of 
the product beyond what is necessary to assess its nature and function may be deducted from the refund, in 
accordance with Article 3.5 of the B2C Terms and Conditions.

2.4 The right of withdrawal may not apply to certain Products (for example, sealed products for hygiene reasons, 
or custom-made products), as indicated with the relevant offer and explained in Article 3.6 of the B2C Terms and 
Conditions.

Article 3 – Consumers (B2C): complaint about a defect

3.1 If your Product is not in order (a conformity complaint) rather than you wishing to withdraw from the 
purchase, report this as soon as possible after discovery via info@iv-ro.nl, with a clear description and, if 
possible, photographs.

3.2 IVRO will assess the complaint and inform you about repair, replacement, price reduction or dissolution, in 
accordance with Article 6 of the B2C Terms and Conditions.

Article 4 – Business customers (B2B): return and RMA procedure

4.1 No general right of withdrawal or cooling-off period applies to business customers. Returns are only possible 
(a) in the event of a defect or transport damage reported within the periods stated in Article 6 of the B2B Terms 
and Conditions, and (b) with IVRO's prior written consent (RMA procedure).
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4.2 How the RMA procedure works in practice:

• Step 1: Report the defect, transport damage or discrepancy within five (5) working days of receipt (or of 
discovery, for hidden defects) via info@iv-ro.nl, including the order number, a description and 
photographs.

• Step 2: IVRO will assess the report and, if approved, provide an RMA number with return instructions.

• Step 3: Return the Product only with the RMA number stated, properly packaged, at Buyer's expense and 
risk, as described in Article 6.5 of the B2B Terms and Conditions.

• Step 4: After assessing the returned Product, IVRO will inform Buyer about repair, replacement, credit, or 
rejection of the claim.

4.3 Returns without a prior RMA number will not be processed and may be returned at Buyer's expense.

Article 5 – Practical tips for packing and shipping

• Use the original packaging and packaging materials where possible.

• Remove or erase any patient or usage data from the device before returning it, to the extent this falls 
within your own responsibility.

• Include all accessories, cables and documentation supplied with the item, unless otherwise indicated in the 
return/RMA instructions.

• Keep the tracking number of the shipment until the return has been fully processed.

Article 6 – Contact

To report a withdrawal, return or complaint, please contact us via info@iv-ro.nl or by phone at +31 (0)6 
31257246.
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