
Solar moduleS

rma (return merchandiSe authorization)  

claim proceSS for Solar moduleS



introduction

Furthermore, modules damaged by external forces are explicitly 
excluded under the warranty provisions. It is therefore necessary 
to determine the cause of damage precisely, in order to distingu-
ish warranty claims from insurance claims, for example.

Q CELLS hopes the following information and arrangements will 
alert its customers to important points, and in particular ensure 
warranty claims against Q CELLS are protected and that its war-
ranty service runs smoothly. 

The procedure for processing claims is described in detail be-
low. Figure 1 offers an overview. The numbers in figure 1 relate 
to the paragraphs.

This document describes the current RMA process for photovoltaic 
modules manufactured by Hanwha Q CELLS GmbH (hereinafter  
‘Q CELLS’). This document is based on the ‘Warranty terms and 
conditions for Q CELLS photovoltaic modules’ (hereinafter ‘War-
ranty Provisions’). 

Q CELLS photovoltaic modules are high-quality products with a 
long useful life – guaranteed. However, in rare cases defects in 
material and/or workmanship may lead to faults which are co-
vered by the product warranty. Modules which have been dama-
ged due to incorrect plant planning or mounting or by external 
forces, and therefore become defective in the short or long term, 
are excluded from the warranty under the Warranty Provisions.  

1 cuStomerS’ identification and notification of damage

As the customer, you are obliged under the Warranty Provisions to inform Q CELLS customer services immediately of any 
defects which occur (see ‘Notification of defects’).

Unless the module purchase agreement prescribes a stricter form of notification (e.g. in written form or by fax), please 
notify us of your claim electronically at service@q-cells.com. Q CELLS has a standard report form for claims in relation to 
modules; this form contains the necessary information for the claims process. 

Please take photographs to document the damage, as this will clarify any possible warranty claim.  Wherever possible, the 
photographs should be taken at the place and time of discovery of the defect in the module, for example while the module 
is still in the transport box or mounted on the roof. 

Add the serial number of the module in question to each photograph – for mounted modules, this should be done when 
they are taken down at the latest. 

Q CELLS will allocate an RMA number when notified of a claim; this will serve as a reference number during the rest of the 
claims process.

To begin with, you will receive an offer of a new delivery, subject to the contractual terms in force at the time of your claim.  

If it is possible to classify the damage clearly (for example using the photographs), the next steps are the conclusion of the 
damage classification (4), and the final report (5).

If it is not possible to classify the damage clearly according to the claim, Q CELLS will perform a detailed damage analysis. 
Examination of the modules in situ may be performed by Q CELLS customer service, a service partner commissioned by Q 
CELLS or the customer themselves. A mounted module may only be taken down or returned after Q CELLS has released it 
in writing. The details of returns will be agreed on an individual basis for each claim.

Q CELLS’ acceptance of returned modules and/or a new delivery do not mean the company acknowledges any legal obliga-
tion.  

In the process of technical investigation, it may be necessary to conduct tests which lead to a defect or a restriction of 
the functions specified in the data sheets. By sending the module to Q CELLS you are confirming that you consent to this 
process. 

Following the technical investigation, the damage to the module will be classified clearly (see Section 4).

figure 1: Overview of claim process
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Explanations for table 1:

Class I: This is a warranty service consisting of remedying the defect or replacing the module within the warranty period, free 
of charge.  

Class II: Q CELLS has no obligations under its warranty in this case. The individual or body that caused the damage is liable 
for it. This applies to overall plant planning and execution and to the installation of modules. The restrictions of liability 
contained in the Warranty Provisions as described under ‘Exclusions from the Warranty Provisions’ shall apply.

Class III: This class is generally covered by warranty service. However, exceptions apply for certain types of damage which 
lead to the suspicion or clear recognition that the damage was caused during the installation or maintenance of the module. 
One example of this is a crack forming along the module’s bearing rails and extending to the module clamp, due to improper 
stress on the module (treading on it or propping it up). Such cracks may occur a while after installation, even if there has been 
no previous evidence of damage. Improper stress can cause great tension in the glass, which may develop into a split or crack 
when combined with additional strains such as heat or cold.  Even damage that can be traced back to improper electrical 
connection may not occur until after installation. Such damage is excluded from Q CELLS warranty service. 

Class IV: Under Q CELLS warranty– application and provisions in accordance with the section entitled ‘25-year performance 
warranty’ in the Warranty Provisions. 

Class V: This is not covered by Q CELLS‘ warranty service, it is a standard insurance case.

Class VI: Individual cases must be examined to ascertain whether or not the warranty applies. 

Class 0: This is not covered by Q CELLS‘ warranty as no defect has been established.

Once the type of damage has been classified, the damage analysis and final report will be drafted. 

If the case is acknowledged to fall under Q CELLS’ warranty, Q CELLS will provide assistance in accordance with the Warranty 
Provisions. If a new delivery has already been made, a refund will be issued in the form of a credit note.

If the case is not considered to be covered by the warranty, the customer may decide whether he would like Q CELLS to 
dispose of the modules. If he would, Q CELLS will simply dispose of the modules. Otherwise, the modules will be returned 
to the customer. In both cases, billing will occur in accordance with the Warranty Provisions.

3.1. important noteS on handling and tranSporting defective / damaged moduleS

If it emerges that a module cannot be taken down due to a defect or damage, or must be exchanged once installed, the 
module must be handled as if it were as good as new in order to preserve any potential warranty claim.

Depending on the model, and especially in the case of frameless modules, improper handling can easily cause further da-
mage which might affect the clarity of the assessment of damage.  This could in turn mean Q CELLS refuses to exchange 
the module under the warranty, thus triggering an exchange at the customer’s expense.

It is therefore important to note the following:
• Do not throw modules.
• Do not set modules on their corners or edges.
• Do not bump modules.
• Do not drop or rest objects on modules.
• Do not let modules fall over.

In particular, this means that the defective module must be:
• gently removed from the installation process or, if already mounted, gently taken down.
• transported to an intermediate store in such a way that no further defects occur/damage is done.
• stored in a dry environment and protected from further damage in an intermediate store.
• packed in the Q CELLS transport medium, if possible in its original packaging, and returned in such as way that no further 

damage is done. Q CELLS can provide suitable transport packaging on request.

Please ensure defective modules are returned with the appropriate care and attention. Prior to dispatch, the modules 
should be properly documented for return. The modules must be protected against damage during loading, transportation 
and unloading. This includes in particular ensuring sufficient packaging is used. 

Q CELLS takes over the costs for the return of the defective modules. However, Q CELLS reserves itself the right to retro-
spectively invoice the transport costs should the claim turn out to be unjustified.  

Q CELLS accepts no liability for any damage which occurs during dismounting, packaging, interim storage or transportati-
on.

table 1: Defect Classification Codes (DCC) of the Q CELLS RMA process

dcc deScription of damage warranty?

I Defects in material and/or workmanship yes

II
Damage due to handling;
Damage due to installation or to incorrect plant planning (e.g. electrical, mecha-
nical)

no

III Damage after installation or commissioning;
Broken glass, cracking, significant reduction of optical performance

depends on the 
claim

IV Deficient performance yes

V Damage due to external forces no

VI Damage due to transportation to the customer/site depends on the 
claim

0 No defects established no

5 concluSion of damage analySiS and final report

4 damage claSSifcation of moduleS
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contact

hanwha Q cellS gmbh
OT Thalheim
Sonnenallee 17–21
06766 Bitterfeld-Wolfen
Germany

tel   +49 (0)3494 66 99 - 23222
faX   +49 (0)3494 66 99 - 23002
email service@q-cells.com
web www.q-cells.com


