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Legal Notice: This Subscription & Payment Policy ("the Policy") is issued in compliance with the laws of the 
Republic of Malawi, including the Communications Act (Cap. 68:01), the Electronic Transactions and Cyber 
Security Act 2016, the Data Protection Act, 2024 (Act No. 3 of 2024), the Financial Services Act 2010, the 
Consumer Protection Act 2003, and the Constitution of the Republic of Malawi. The Policy is binding on all 
users, providers, merchants, and partners registered on the Vero360 Super App platform ("the Platform").

1. Definitions and Interpretation

1.1 In this Policy, unless the context otherwise requires, the following terms shall have the meanings set out below:

● "Commission" means the amount charged by Vero360 on a completed transaction, calculated as a 
percentage of the Price and added on top of it, in the manner set out in Clause 5.

● "Confirmation Window" means the 7-day period beginning on completion of a service, within which a 
Customer may confirm receipt of an Order or raise a claim, as set out in Clause 7.

● "Customer" means any individual who uses the Platform to purchase goods or services from a Merchant or 
Provider.

● "Escrow" means the secure holding of funds by Vero360, through the Paychangu payment gateway, pending 
confirmation of an Order, cancellation, or lapse of the Confirmation Window.

● "Merchant / Provider" means any individual or business registered on the Platform to offer goods, services, 
rides, deliveries, or accommodation to Customers. The terms are used interchangeably in this Policy.

● "Order" means a booking, purchase, or service request made by a Customer through the Platform.

● "Paychangu" means the third-party payment gateway used by Vero360 to process payments, subscriptions, 
and Commission on the Platform.

● "Platform" means the Vero360 Super App, available on Android and iOS, and all associated services.

● "Price" means the amount set by a Merchant or Provider for a good or service listed on the Platform, 
exclusive of Commission.
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● "Vero360 / the Company" means Vero360 Limited, a company registered in Malawi.

1.2 References to Clauses are references to clauses of this Policy unless stated otherwise. Headings are included for 
convenience only and do not affect the interpretation of this Policy. Words importing the singular include the plural 
and vice versa.

2. Overview & Purpose

2.1 Vero360 Limited ("Vero360", "the Company") operates a freemium subscription model on the Platform. The 
Platform is free to download and use for all customers.

2.2 This Policy governs all subscription plans, transaction commissions, payment processing, refunds, and billing terms 
applicable to customers, providers, merchants, and courier partners operating on the Platform.

2.3 This Policy is designed to ensure transparency, fairness, and full compliance with applicable Malawian law. Except 
where expressly stated otherwise, all fees described in this Policy are inclusive of applicable taxes.

3. Regulatory Framework & Legal Compliance

3.1 Vero360 operates in full compliance with the Constitution of the Republic of Malawi and all applicable legislation, 
regulations, and guidelines issued by the following regulatory authorities:

Regulator Full Name Applicable Law / Regulation

MACRA Malawi Communications Regulatory 
Authority

Communications Act (Cap. 68:01); Electronic 
Transactions & Cyber Security Act 2016

RBM Reserve Bank of Malawi Financial Services Act 2010; National Payment 
Systems Act 2016; Mobile Money Guidelines

MRA Malawi Revenue Authority Taxation Act (Cap. 41:01); Value Added Tax Act; 
Income Tax Act

MBRS Malawi Business Registry Services Companies Act 2013; Business Names Registration Act

ODPP Office of Director of Public 
Procurement

Public Procurement and Disposal of Assets Act 2017 
(where applicable)

Consumer Protection Consumer Protection Act 2003 Consumer rights, fair pricing, dispute resolution, and 
refund entitlements

Data Protection MACRA (Data Protection Authority) Data Protection Act, 2024 (Act No. 3 of 2024) — 
lawful processing, data subject rights, breach 
notification; Malawi Constitution s.21 (Right to 
Privacy); Electronic Transactions & Cyber Security Act 
2016 for matters not covered by the Data Protection 
Act

Competition Competition & Fair Trading Act (Cap. 
48:07)

Anti-competitive practices, fair market conduct, and 
pricing transparency

3.2 Constitutional Basis: This Policy upholds Section 13(e) of the Malawi Constitution, which promotes economic 
growth and the right of citizens to freely engage in commerce; Section 21 (Right to Privacy); and Section 44, relating 
to consumer rights and protection of the economic interests of all Malawians.
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4. Subscription Plans

4.1 Customer Plans

Plan Price What Is Included

Basic (Free) MWK 0 / month Full access to all platform services — rides, food delivery, 
marketplace, courier, and accommodation booking.

AI Premium MWK 2,000 / month Unlimited AI assistant queries, smart personalised 
notifications, priority search results, and additional perks.

4.2 Provider & Merchant Plans

4.2.1 Registration and onboarding on the Platform are commission-free. Creating a provider or merchant profile, 
posting listings, and receiving orders does not attract any commission. Commission is charged only on completed 
transactions, in the manner set out in Clause 5.

Plan Price What Is Included

Basic Listing MWK 0 Create profile, post listings, receive orders, built-in chat with 
customers. No commission applies at registration.

Verified Seller Setup MWK 5,000 (one-time) KYC/NID verification processing and Verified Badge on all 
listings and search results. This is a one-time verification fee, 
separate from and not a form of transaction commission.

Promoted Listing MWK 5,000 – 15,000 / 
month

Top placement in search results and increased platform 
visibility.

Provider Pro MWK 3,500 / month Full analytics dashboard, priority support, unlimited bookings, 
and revenue reports.

5. Transaction Commission Policy

5.1 Vero360 charges a Commission on completed transactions processed through the Platform. Commission rates 
are set by Vero360 per service category, based on operational costs, market conditions, and service complexity, and 
are disclosed to merchants and providers during onboarding and ahead of any change. No commission is charged 
during registration, listing creation, or account setup.

5.2 How Commission Is Calculated

5.2.1 Commission is added on top of the Price set by the merchant or provider in the app. It is not deducted from that 
Price, and Vero360 does not take any portion of the amount the merchant chooses to charge for their goods or 
services.

5.2.2 Worked example: where a merchant sets a Price of MWK 5,000 and the applicable commission rate is 3%, the 
customer is charged MWK 5,150 at checkout (MWK 5,000 plus MWK 150 commission). The merchant receives the full 
MWK 5,000 they set; Vero360 receives only the MWK 150 commission collected on top.

5.2.3 Where a merchant subsequently agrees a different or discounted price directly with a customer outside the 
Price set on the Platform, the commission remains calculated on the Price the merchant set in the app, and not on 
any privately negotiated amount. The commission obligation is not reduced or waived by such negotiation.
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5.3 Merchant Price-Setting Notice

5.3.1 Before a price is published, the following notice is displayed to the merchant or provider in the app, so that 
pricing terms are clear and well understood from the outset:

How Commission Works — Commission is added on top of the price a merchant sets; it is never subtracted 
from that price. For example, a price of MWK 5,000 with a 3% commission means the customer pays MWK 
5,150, while the merchant still receives the full MWK 5,000. Vero360 does not take any part of the price a 
merchant sets — only the small commission added on top of it. If a merchant later agrees a lower price directly 
with a customer, the commission still applies to the original price set on the Platform, not the discounted 
amount. This keeps pricing clear, fair, and predictable for merchants and customers alike. Thank you for pricing 
fairly on Vero360 — happy selling!

5.4 Commission Deduction and Settlement

● Commission is calculated on the Price set by the merchant or provider, excluding applicable taxes, and is 
added to and collected as part of the amount charged to the customer at checkout via the Paychangu 
payment gateway.

● Upon confirmation of service delivery, escrow releases the full merchant-set Price to the provider. Vero360 
retains only the commission collected separately from the customer, and does not deduct any amount from 
the Price set by the merchant.

● Commission rates are reviewed periodically, and merchants and providers are notified at least 30 days in 
advance of any change.

● New verified providers receive zero commission on their first 30 transactions as an introductory offer.

● Any system error resulting in an incorrect commission charge will be identified and refunded within 48 hours.

5.5 Commission on Cancelled or Refunded Orders

5.5.1 Where a customer or a merchant cancels an order, or a refund is otherwise issued, after commission has been 
charged on that transaction, the commission is retained by Vero360 as earned and is non-refundable. Only the 
merchant's Price portion is refunded to the customer, where applicable.

5.5.2 Where no commission has yet been charged on a transaction, for example where an order is cancelled before it 
is confirmed, no commission is payable, since none has accrued.

6. Payment Methods & Processing

6.1 Accepted Payment Methods

6.1.1 All payments on the Platform are processed through the Paychangu payment gateway, in compliance with the 
National Payment Systems Act 2016 and RBM Mobile Money Guidelines. Accepted payment methods are:

Method Provider Availability

Airtel Money Airtel Malawi All platform services — launch

TNM Mpamba Telekom Networks Malawi All platform services — launch

Cash on Delivery Selected services only Vero Ride, Vero Bike — launch
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Bank Transfer All licensed Malawian banks Year 2 — post-launch

6.2 Paychangu Gateway Fee

6.2.1 A payment processing fee is charged by Paychangu on each transaction. This fee is separate from Vero360's 
commission and is disclosed to merchants and providers during onboarding. Vero360 will seek to renegotiate 
favourable gateway rates over time, in line with RBM guidance on promoting affordable digital payments.

7. Escrow Payment Protection

7.1 Vero360 operates a full escrow payment protection system on all digital transactions, in compliance with 
consumer protection principles under the Consumer Protection Act 2003 and RBM payment regulations. The 
customer's full payment, comprising the merchant's Price plus Commission, is held in Escrow until the order is 
confirmed, cancelled, or the Confirmation Window lapses, as set out below.

Step Action Timeline

1 Customer pays the merchant's price plus commission via Paychangu 
— funds held in escrow

Immediate

2 Provider receives booking notification and confirms fulfilment Within SLA

3 Service delivered — customer confirms receipt in app On delivery

4 Escrow releases the merchant's price to the provider in full; Vero360 
retains the commission collected from the customer

Within 24 hrs of confirmation

5 If the customer does not confirm receipt and no claim has been 
raised, escrow automatically releases the merchant's price to the 
provider in full

7 days after service completion

6 If the customer raises a claim or dispute before the 7-day window 
expires, funds remain frozen and a refund review is triggered instead 
of automatic release

Any time within the 7-day window

7 Claim reviewed — funds released to the provider or refunded to the 
customer based on the outcome

Within 5 days of the claim

7.2 In summary: confirmation releases the full price to the provider; silence for 7 days with no claim also releases the 
full price to the provider; a claim raised within the 7-day window pauses release and moves the order into the dispute 
and refund process instead.

8. Subscription Billing Terms

8.1 Billing Cycle

● All monthly subscriptions are billed on the same date each month from the date of first subscription.

● Subscriptions auto-renew unless cancelled before the renewal date.

● Users receive a 3-day advance reminder via in-app notification and WhatsApp before renewal.
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8.2 Cancellation Policy

● Subscriptions may be cancelled at any time through the Vero360 app settings.

● Cancellation takes effect at the end of the current billing period.

● No refunds are issued for unused portions of monthly subscription periods.

● Cancellation does not affect access to the free Basic plan.

8.3 Failed Payments

● Failed payments are retried after 24 hours.

● After 3 failed attempts, the subscription is suspended — basic access remains.

● Users are notified of payment failures via SMS, email, and in-app notification.

9. Refund Policy

9.1 Vero360's refund policy is designed in accordance with the Consumer Protection Act 2003, which guarantees 
consumers the right to a refund where services are not rendered as agreed. Where commission has already been 
charged on a transaction, it is retained by Vero360 and is non-refundable, in accordance with Clause 5.5.

Situation Outcome Timeline

Service not delivered by provider Full refund via escrow reversal (no commission 
applies, as none was charged)

Within 48 hrs

Service cancelled by provider before 
commencement

Full refund — no deductions Immediate

Customer cancels before service starts Full refund — no deductions Immediate

Customer or provider cancels after 
commission has been charged

Merchant's price refunded; commission retained by 
Vero360

Within 48 hrs

Dispute resolved in customer's favour Merchant's price refunded; commission retained if 
already charged

Within 5 days

Monthly subscription plan No partial refunds N/A

Verified Seller Setup Fee Non-refundable N/A

System error / incorrect commission 
charge

Automatic full refund of the overcharge Within 48 hrs

10. Introductory & Referral Offers

Offer Who Qualifies Benefit

Zero Commission Introduction All new verified providers No commission on first 30 
transactions

Provider Referral Reward Providers who refer a peer 1 month Promoted Listing free

User Referral Credit Users who refer a new verified provider MWK 500 platform credit
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University Ambassador UNIMA Zomba & Lilongwe students Exclusive campus promotions

11. Price Changes & Notifications

● Vero360 reserves the right to adjust subscription prices with 30 days' written notice.

● Commission rates may be reviewed periodically in line with operational and market conditions, with 
merchants and providers notified at least 30 days in advance of any change.

● All price changes are communicated via in-app notification, email, and WhatsApp Business broadcast.

● Continued use of the Platform after the notice period constitutes acceptance of the revised pricing.

● Providers may terminate their subscription without penalty if they do not accept revised pricing.

12. Tax Obligations

12.1 In compliance with the Taxation Act (Cap. 41:01) and regulations administered by the Malawi Revenue 
Authority (MRA):

● All subscription fees and commissions are subject to applicable taxes under Malawian law.

● Vero360 will issue tax-compliant receipts for all transactions upon request.

● Providers earning above the MRA threshold are responsible for declaring platform income to MRA.

● Vero360 will cooperate fully with MRA in any audit or compliance review of platform transactions.

● VAT will be applied to subscription fees where required by MRA VAT regulations.

13. Data Protection & Privacy

13.1 Payment and subscription data is handled as a data controller in accordance with the Data Protection Act, 2024 
(Act No. 3 of 2024), Section 21 of the Malawi Constitution (Right to Privacy), and, for matters not covered by the Data 
Protection Act, the Electronic Transactions & Cyber Security Act 2016. The Malawi Communications Regulatory 
Authority (MACRA) is designated as Malawi's Data Protection Authority under the Data Protection Act, 2024:

● All payment data is encrypted end-to-end through Paychangu and Firebase secure infrastructure.

● Vero360 will never sell, share, or disclose user payment data to third parties without consent.

● Financial transaction records are retained for 7 years in compliance with Malawian accounting standards and 
the storage limitation principle in Section 12 of the Data Protection Act, 2024.

● Users may request a complete record of their transactions by contacting info@vero360.app.

● Data breaches affecting payment information will be reported to MACRA within 72 hours of detection, as 
required by Section 36 of the Data Protection Act, 2024.

14. Dispute Resolution

Stage Action Timeline

Stage 1 Customer or provider raises a claim in the Vero360 app Within 7 days of service completion
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dispute centre

Stage 2 Operations Manager reviews evidence from both parties Within 48 hrs

Stage 3 Both parties notified of Operations decision Within 5 days total

Stage 4 CEO escalation if parties disagree with decision Within 7 days

Stage 5 Legal Officer involvement and formal arbitration As required

Stage 6 Referral to Malawian courts under Consumer Protection Act 
2003

As required

15. Governing Law & Jurisdiction

15.1 This Policy is governed by and shall be construed in accordance with the laws of the Republic of Malawi. Any 
disputes arising from this Policy shall be subject to the exclusive jurisdiction of the courts of Malawi.

15.2 Vero360 is committed to full compliance with all directives, circulars, and guidelines issued by MACRA, RBM, 
MRA, and MBRS from time to time. This Policy will be updated promptly to reflect any changes in the regulatory 
environment.
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