
 

 

Customer Returns Policy 
Effective 15 July 2025 

At Walshs, we understand that despite our best efforts and quality control, we don’t always get it right. 
Our Customer Returns Policy is designed to deliver a clear and timely response to product quality issues. 

This document should be read in conjunction with Walshs Glass Product Acceptance Standards and Walshs 
Glass Customer Warranty. 

 
Inspection by Walshs Glass 
In all cases, Walshs requires return of glass product subject to a product quality report for inspection, 
even in cases where we dispatch a replacement product prior to the return taking place. 

 
Quality Issue / Defect Identification 

• Upon delivery, we request that a representative of your business check your glass order as promptly as 
possible 
• We note that inspection of glass in direct sunlight (eg: while loaded on a truck) is not in accordance 

with Australian Glass Industry Standards for inspection, and may identify invalid defects 
• Defects should be noted and clearly marked on the glass using an appropriate marker pen 
• Glass may be immediately sent back with the original truck delivery (if inspected in sufficient time at 

unload) 
• Glass held at a customer premises or site for more than 2 working days without inspection or report to 

Walshs Glass may invalidate a claim, notwithstanding the conditions of the Walshs Glass Customer 
Warranty.  

 
Raising a Product Quality Report / Claim 

• Please email sales@walshsglass.com.au and cc your account manager 
• Detail the order number and the quality issues / defects present 
• A photograph of the quality issues / defect where practical would also be of benefit 
 
Walshs Sales Manager, will in conjunction with our Production Quality Team will: 

• Issue an immediate order for remanufacture, or 
• Authorise a pickup ticket be produced for next day collection and inspection. 
 
For items subject to same-day return or pickup ticket, Walshs Glass will inspect the item and may: 

• Replace the item at our cost 
• Repair the item at our cost 
• Determine reported defect is within Walshs Glass Product Acceptance Standards and not subject to no-

cost replacement. 
 
Where an immediate order for remanufacture has been made (by either Walshs or Customer request) and 
the product is deemed upon inspection to be reasonably within Walshs Glass Product Acceptance 
Standards then the customer may be liable to Walshs Glass for the replacement unit cost. 

 

mailto:sales@walshsglass.com.au


 

 

Customer Returns Policy 

Replacement Lead Times 
We know time is critical, and we will endeavour to reproduce any product as quickly as possible, with the 
following standard lead-times, subject to stock availability, where the replacement order is confirmed 
before 2pm. 
 

Product Type Replacement Lead Time 

Cut to Size Glass, Stock glass Next Business Day 

Glass with processing, edgework or holes 
Clear or Hard Coat DGUs 

Second Business Day 

Painted glass or Soft Coat DGUs 
Custom Laminates 

Third Business Day 

Painted glass Up to Fourth Business Day 

 

Resolution of Dispute 
Should you not be satisfied with the response to your Product Quality Report / Claim or the outcome of 
the product inspection process, you may escalate your issue/concern to our Executive Director by calling 
08 9366 6666. 


