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This Refund Policy (the "Policy") governs all refunds arising from transactions concluded on the Vero360 mobile 
super-application (the "Platform"), operated by Vero360 Limited, a company duly incorporated in the Republic of 
Malawi under registration number COY-J7RCG5G ("Vero360", "the Company", "the Platform Operator"). This Policy 
shall be read together with the Platform User Agreement, the Merchant Terms and Conditions, the Courier Partner 
Service Level Agreement, the Provider Onboarding Agreement, and the Subscription and Payment Policy, each as 
amended from time to time.

1. Purpose and Scope

1.1 The purpose of this Policy is to set out, in a clear and consistent manner, the circumstances under which a User is 
entitled to a refund of monies paid through the Platform, the process by which such refunds shall be requested and 
processed, and the circumstances in which a refund shall not be granted.

1.2 This Policy shall apply to all transactions concluded through the Platform across all service verticals offered by 
Vero360, including ride-hailing services, food delivery, parcel delivery, e-commerce (marketplace goods), 
accommodation bookings, and other service bookings facilitated through the Platform.

1.3 This Policy shall apply to transactions between a User and a Merchant, Provider, Driver-Partner, or Courier 
Partner (collectively, "Sellers") facilitated through the Platform. Vero360 acts as an intermediary technology platform 
and payment facilitator, and refunds shall be processed in accordance with the mechanisms set out herein.

2. Definitions

● "User" means any natural or legal person who accesses or transacts on the Platform as a customer.

● "Seller" means, as the context requires, a Merchant, Accommodation Provider, Service Provider, Driver-
Partner, or Courier Partner registered on the Platform.

● "Refund" means the reimbursement, in whole or in part, of monies paid by a User in respect of a transaction 
concluded through the Platform.

● "Order" means any request for goods, transport, delivery, accommodation, or services placed by a User 
through the Platform.

● "Non-Refundable Item" means any good or service expressly designated as such at the point of purchase.

3. General Principles

3.1 Refunds shall be granted only in accordance with the grounds expressly set out in this Policy. Vero360 shall assess 
each refund request on its merits, having regard to the evidence submitted by the User and, where applicable, the 
Seller.

3.2 Refunds shall be processed to the original payment method used by the User at the time of the transaction, save 
where the User elects, and Vero360 agrees, to credit an equivalent amount to the User's Platform wallet.
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3.3 Where a Seller is found to be at fault, Vero360 reserves the right to recover the refunded amount from the 
Seller's settlement proceeds, in accordance with the applicable Merchant Terms and Conditions, Courier Partner 
Service Level Agreement, or Provider Onboarding Agreement.

3.4 Nothing in this Policy shall derogate from a User's statutory rights under the Consumer Protection Act and other 
applicable laws of the Republic of Malawi.

4. Refunds for Unsatisfactory Quality of Goods

4.1 A User shall be entitled to a refund where the goods received are not of satisfactory quality, including where the 
goods are defective, damaged, expired, materially different from the description provided on the Platform, or unfit 
for the purpose for which such goods are ordinarily supplied.

4.2 A claim under this Clause 4 shall be submitted through the Platform within forty-eight (48) hours of delivery, save 
for perishable goods (including prepared food), for which a claim shall be submitted within two (2) hours of delivery.

4.3 The User shall be required to submit supporting evidence of the quality defect, which may include photographic 
or video evidence, in support of the refund request.

4.4 Where a quality complaint is substantiated, Vero360 shall, at the User's election and subject to the nature of the 
goods, facilitate either a full refund, a partial refund reflecting the diminished value of the goods, or a replacement of 
the goods by the Seller.

4.5 A quality-based refund claim shall not be defeated merely because the User has opened, tasted, or used the 
goods to the extent reasonably necessary to ascertain the defect.

5. Refunds for Seller Failure

5.1 A User shall be entitled to a full refund where a Seller fails to fulfil an Order, including where the Seller:

● fails to deliver the goods, parcel, or meal within the timeframe communicated on the Platform, or at all;

● cancels a confirmed Order after payment has been made, other than for reasons attributable to the User;

● fails to render a booked service, including a confirmed ride, accommodation stay, or other service booking;

● delivers goods or provides a service materially different from what was ordered or confirmed on the 
Platform;

● is found, upon investigation, to have engaged in fraudulent or deceptive conduct in relation to the Order.

5.2 Where a Driver-Partner fails to arrive within a reasonable period following trip acceptance, or cancels a trip 
without reasonable cause after acceptance, the User shall be entitled to a full refund of any pre-paid fare, together 
with cancellation of any associated cancellation fee.

5.3 Where a Courier Partner fails to deliver a parcel, or a parcel is lost or damaged while in the custody of a Courier 
Partner, the User shall be entitled to a full refund of the delivery fee and, subject to the declared value of the parcel, 
compensation for the parcel in accordance with the Courier Partner Service Level Agreement.

5.4 Where an Accommodation Provider or Service Provider cancels a confirmed booking, the User shall be entitled to 
a full refund of all monies paid, irrespective of the cancellation tier that would otherwise have applied had the User 
initiated the cancellation.

VERO360 LIMITED  |  Reg No: COY-J7RCG5G  |  TPIN: 71241378
Confidential — Official Correspondence



VERO360 LIMITED
Malawi's First Super App  ·  One App. Everything.
Marketplace  ·  Ride-Hailing  ·  Food Delivery  ·  Courier  ·  Accommodation

Area 14, Lilongwe, Malawi
0888 367 037 / +265 887 261 094  ☎

info@vero360.app  ✉
www.vero360.app  ⊕

6. Vertical-Specific Refund Provisions

6.1 E-Commerce (Marketplace Goods)

6.1.1 In addition to the grounds set out in Clauses 4 and 5, a User shall be entitled to a refund where an item is not 
delivered within seven (7) days of the estimated delivery date stated on the Platform, or where the wrong item is 
delivered.

6.2 Ride-Hailing

6.2.1 Fare disputes shall be submitted within twenty-four (24) hours of trip completion. Where a fare has been 
erroneously calculated due to a verified system or route error, the User shall be entitled to a refund of the 
overcharged amount.

6.3 Accommodation Bookings

6.3.1 Where a User initiates a cancellation of a confirmed accommodation booking, refund entitlement shall be 
determined in accordance with the cancellation tiers set out below, save where the cancellation arises from Seller 
failure under Clause 5.4, in which case a full refund shall apply.

Cancellation Timing (User-Initiated) Refund Entitlement

More than 7 days before check-in 100% of amount paid

3 to 7 days before check-in 75% of amount paid

24 to 72 hours before check-in 50% of amount paid

Less than 24 hours before check-in Non-refundable, save where Clause 5.4 applies

6.4 Other Service Bookings

6.4.1 Where a Service Provider fails to attend or render a booked service at the confirmed time and location, the User 
shall be entitled to a full refund in accordance with Clause 5.1.

7. Summary of Refund Windows

The table below summarises the standard refund submission windows applicable across each service vertical on the 
Platform. Users are encouraged to submit refund requests promptly to enable timely investigation.

Service Vertical Standard Refund Window Primary Refund Trigger

E-Commerce (Marketplace 
Goods)

Within 48 hours of delivery Quality defect, wrong item, non-delivery

Food Delivery Within 2 hours of order closure Non-delivery, incorrect order, spoiled item

Parcel Delivery Within 24 hours of expected delivery Non-delivery, loss, or damage in transit

Ride-Hailing Within 24 hours of trip completion Driver no-show, trip cancellation by driver, 
fare dispute

Accommodation Bookings As per cancellation tier (Clause 6.3) Provider cancellation, material 
misrepresentation

Other Service Bookings Within 24 hours of scheduled service Provider no-show or failure to render 
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service

8. Refund Process

8.1 A User shall submit a refund request through the "Help" or "Order History" section of the Platform, specifying the 
Order in question, the ground for the refund, and any supporting evidence.

8.2 Vero360 shall acknowledge receipt of a refund request within twenty-four (24) hours and shall, where necessary, 
liaise with the relevant Seller for clarification or a response.

8.3 Vero360 shall determine the outcome of a refund request within five (5) business days of receipt, save where the 
complexity of the matter reasonably requires a longer period, in which case the User shall be notified accordingly.

8.4 Where a refund is approved, Vero360 shall process the refund within seven (7) business days to the User's original 
payment method, or immediately where the User elects a Platform wallet credit.

9. Non-Refundable Circumstances

9.1 Notwithstanding the foregoing, a refund shall not be granted in the following circumstances:

● where the User changes their mind after an Order has been accepted and is in progress or has been fulfilled 
in accordance with the Order specifications;

● where the User provided incorrect delivery details, contact information, or booking details resulting in non-
fulfilment;

● where the goods or service have been consumed, used, or rendered in full in accordance with the Order;

● where the item is expressly marked as non-refundable at the point of purchase, save where Clause 4 or 
Clause 5 applies;

● where the refund request is submitted outside the applicable window set out in Clause 7, save at the sole 
discretion of Vero360;

● where the User is found, upon investigation, to have submitted a fraudulent or materially misleading refund 
claim.

10. Dispute Resolution and Escalation

10.1 Where a User is dissatisfied with the outcome of a refund request, the User may escalate the matter to 
Vero360's customer support team at info@vero360.app for further review.

10.2 Unresolved disputes shall be handled in accordance with the dispute resolution provisions of the Platform User 
Agreement, and nothing in this Policy shall preclude a User from pursuing any remedy available under the Consumer 
Protection Act or the Electronic Transactions and Cyber Security Act, 2016.

11. Amendments

11.1 Vero360 reserves the right to amend this Policy from time to time. Amendments shall take effect upon 
publication on the Platform, and continued use of the Platform following such publication shall constitute acceptance 
of the amended Policy.
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12. Contact

For questions regarding this Refund Policy, Users may contact Vero360 Limited at info@vero360.app or through the 
in-app support channel.
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