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Retail Refunds and Returns of New and Donated Items Policy
AIMS OF THE POLICY 

Exchanges and refunds can be made at any of the Overgate Hospice shops, regardless of which shop the items were bought in. However, large items of furniture and large electrical items must be returned to one of the furniture shops due to size. Credit notes can be used in any of the Overgate Hospice shops.
THE POLICY 

1. RETURNED GOODS

1.1 Faulty Items: If a faulty item is returned within 30 days of purchase and this fault was not pointed out to the purchaser when they bought the item and they have a valid receipt, then they are entitled to a full refund. If they do not have a valid receipt but the shop price ticket is still attached to the item, then a credit note can be given.

1.2 Unwanted Items: If a purchaser returns an item they do not want, it doesn’t fit or they have changed their minds, then an exchange or credit note can be offered if they have a valid receipt, and it is within 30 days of purchase. However, If the item is a higher priced item i.e. furniture, electricals or designer wear then the Shop Manager’s discretion should be used to decide whether a credit note, or refund is given if the customer has a valid receipt. If they do not have a valid receipt but the price ticket is attached, it is at the Shop Manager’s discretion whether an exchange or credit note is given. When making their decision, the Shop Manager should consider the reasons for the item being returned i.e. a piece of furniture will not fit through the door or a ball gown bought for someone which is now not needed. If the Shop Manager has any doubts, then they should phone the Hospice and speak to a member of the Retail Team for further guidance.

1.3 The Shop Manager should use discretion to ensure good customer service is provided. They should bear in mind that other customers may hear the conversation concerning the return taking place and that goodwill is vital to the shops and the Hospice brand, so assessing the situation is essential.

1.4 If a refund is given then this must be refunded in the same tender i.e. cash or onto a debit/credit card, ensuring the card is the same one paid with.

2. REQUESTS FOR A DONATED ITEM TO BE RETURNED
3. 
2.1 Donated items will only be returned in extreme circumstances and only to the donor. Any application for the return of a donated item must be made in writing to Overgate Hospice at the registered address. Any donor whose donation is returned to them will be required to provide Overgate Hospice with an indemnity against any liability arising from the application of Gift Aid to the donated item, and in certain circumstances the consent of HMRC may be required before the return is approved.

2.2 All requests will in the first instance be assessed by the Director of Income Generation.
 Any requests which are accepted will then be passed to the Senior Leadership Team for approval. In the case of a refund of a monetary donation, and depending on the size of the refund, Overgate Hospice may need to spread the re-payments over a period of time in order to minimise the impact on the Hospice.
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