GRANDCITY MART DISPUTE RESOLUTION POLICY
Effective Date: September 07, 2026
Last Updated: September 07, 2026

1. POLICY OVERVIEW & PURPOSE
This Dispute Resolution Policy establishes a fair, transparent, and efficient process for resolving disagreements between buyers, vendors, and GrandCity Mart. The policy applies to all disputes arising from transactions conducted on the GrandCity Mart platform.
Core Principles:
· Evidence-based decisions: Disputes are resolved based on documented evidence, not assumptions.
· Speed and fairness: Simple disputes are resolved within 24–48 hours; complex disputes within 5–7 days.
· Appeal rights: Parties have the right to appeal GrandCity's decision based on dispute amount.
· Transparency: All decisions are explained in writing with reasoning and evidence cited.
· Consistency: Similar disputes receive similar remedies across all transactions.

2. SCOPE OF THIS POLICY
2.1 Disputes Covered
This policy applies to disputes in the following categories:
A. Shipping & Delivery Disputes
· Product damaged in transit or at delivery
· Product lost or not delivered
· Late shipment
· Failed delivery attempts
· Non-receipt of product despite system confirmation
B. Product Quality Disputes
· Product is counterfeit or not authentic
· Product does not match description (color, size, specifications, etc.)
· Product is defective or non-functional
· Product is missing or incomplete (advertised items not included)
· Product is unsafe or causes harm
C. Payment & Transaction Disputes
· Buyer claims unauthorized charge
· Vendor claims non-payment despite delivery
· Escrow payment not released as promised
· Double-charging or billing errors
D. Vendor Conduct Disputes (if affecting transaction fairness)
· Vendor harassment, threats, or abusive language
· Vendor refused delivery without cause
· Vendor refused to accept return/refund without cause
2.2 Disputes NOT Covered
The following are handled by GrandCity's Customer Support team, not the Disputes team:
· General account issues (password reset, profile visibility, etc.)
· Platform technical issues (app crashes, website errors) — unless they directly affected a transaction
· Feature requests or complaints about GrandCity's service
· Complaints about other buyers or general conduct (no transaction involved)
· Regulatory complaints or legal threats (escalated directly to legal team)
Escalation: If a Customer Support issue remains unresolved after 7 days, the buyer may escalate to the Disputes team.

3. DISPUTE INITIATION & SUBMISSION
3.1 Who Can File a Dispute
· Buyers: May file disputes against vendors or GrandCity regarding any covered dispute category.
· Vendors: May file disputes against buyers (e.g., non-payment, fraudulent return claim) or GrandCity (e.g., incorrect payment release).
· GrandCity: May initiate disputes for suspected fraud, policy violations, or system errors.
3.2 How to File a Dispute
Step 1: In-App Filing (Preferred)
Disputes must be filed through the GrandCity app within the applicable timeframe:
· For Shipping Disputes: Within 48 hours of delivery confirmation (per Shipping Policy Section 6.4)
· For Product Quality (Latent Defects): Within 14 days of delivery (per Shipping Policy Section 6.5)
· For Payment Disputes: Within 30 days of transaction date
· For Vendor Conduct: Within 30 days of incident
Step 2: Required Information
The dispute filer must provide:
1. Order number (auto-populated)
2. Dispute category (dropdown: Shipping, Product Quality, Payment, Conduct)
3. Detailed description (250+ characters; explain the issue clearly)
4. Evidence (see Section 4 below for valid evidence types)
5. Remedy requested (refund, replacement, credit, etc.)
Step 3: Confirmation
Upon submission, the filer receives:
· Dispute ticket number (for reference)
· Expected resolution date (based on dispute complexity)
· GrandCity contact email for questions
3.3 Filing Outside the Timeframe
If a party files a dispute after the applicable deadline:
· For shipping disputes: The dispute may be rejected per Shipping Policy Section 6.6 (unless System Failure, see Section 11).
· For product quality: Disputes filed after 14 days must demonstrate latent defect (hidden flaw not apparent upon receipt). Burden of proof is on the filer.
· For payment disputes: Disputes filed after 30 days require GrandCity discretion; late filing may result in rejection or reduced remedy.

4. EVIDENCE FRAMEWORK
4.1 Valid Evidence Types (Ranked by Weight)
Tier 1 (Highest Weight):
1. Photographic/Video Evidence 
· Photos taken by dispatch rider at pickup (shows condition before transit)
· Photos taken by dispatch rider at delivery (shows condition upon arrival)
· Buyer photos of damaged/defective product (taken within 48 hours of receipt)
· Video unboxing by buyer (taken within 48 hours of receipt)
· All photos must be timestamped and geolocation-tagged (if available)
2. Digital System Evidence 
· Dispatch rider toggle/click timestamps ("Picked Up," "Delivered")
· Buyer confirmation toggle ("Confirm Delivery")
· GPS location data from dispatch rider at pickup and delivery
· Payment escrow release timestamps
· System logs showing order status changes
Tier 2 (Moderate Weight):
3. Third-Party Documentation
· Courier/logistics partner incident reports (damaged package in transit, non-delivery)
· Customs records (international orders)
· Bank/payment processor records (payment authorization/denial)
· Return/replacement shipping documentation
4. Written Communication 
· In-app messages between buyer and vendor (timestamp-stamped)
· Email correspondence
· Screenshots of messages (must include metadata: sender, recipient, timestamp)
Tier 3 (Lower Weight):
5. Verbal/Statement Evidence
· Written statement from buyer or vendor (affidavit format preferred)
· Third-party witness statement (signed, with contact info)
· Vendor/buyer account history and reputation score
4.2 Evidence Rules
Admissibility Standards:
· Evidence must be relevant to the dispute at hand.
· Hearsay (testimony about what someone else said) is only admissible if supported by Tier 1 or Tier 2 evidence.
· Fabricated, manipulated, or doctored evidence results in automatic loss of the dispute + potential account suspension.
Burden of Proof:
· For shipping disputes: Photos + system toggles create a rebuttable presumption (default assumed correct unless contradicted by strong counter-evidence).
· For product quality: Buyer bears burden to prove product does not match description (photos/video required).
· For payment disputes: System payment logs are controlling; disputes require evidence of unauthorized charge or system error.
Conflicting Evidence:
If evidence is contradictory (e.g., photo shows damage, but vendor denies shipping damaged):
· Tier 1 evidence prevails (photos + GPS > written statement).
· If both parties have Tier 1 evidence, GrandCity investigates further (see Section 5: Investigation).

5. INVESTIGATION PROCESS
5.1 Dispute Classification: Simple vs. Complex
SIMPLE DISPUTES (Clear Evidence, One-Party Fault)
· Photo shows product damaged at pickup → Vendor fault (clear)
· Photo shows product damaged in transit → GrandCity/Courier fault (clear)
· Product never picked up (system shows no toggle) → Vendor fault (clear)
· Product never delivered (system shows picked up but no delivery photo/toggle) → Courier/GrandCity fault (clear)
COMPLEX DISPUTES (Conflicting Evidence, Unclear Causation)
· Buyer claims product defective, vendor denies → Requires evaluation of photos + product description
· Dispute over who caused damage (seller says buyer damaged it after delivery, buyer says it arrived damaged) → Requires timeline analysis
· Payment dispute (buyer claims unauthorized charge, vendor claims payment sent) → Requires payment system investigation
5.2 Simple Dispute Resolution (24–48 Hours)
Workflow:
Hour 0–2: Automatic Review
· System auto-analyzes photos, timestamps, toggles.
· If evidence clearly favors one party, system drafts decision.
Hour 2–8: GrandCity Review
· GrandCity disputes officer reviews system assessment.
· If decision is clear, disputes officer approves and issues decision.
Hour 8–24: Party Notification
· Decision is communicated to buyer and vendor via in-app notification + email.
· Both parties receive written explanation of decision and evidence cited.
· Appeal window opens (see Section 7).
Hours 24–48: Appeal Period
· If either party appeals (and dispute amount qualifies), appeal process begins (see Section 7).
· If no appeal, decision is final; remedy is implemented.
5.3 Complex Dispute Resolution (5–7 Business Days)
Workflow:
Day 1: Evidence Gathering
· GrandCity disputes officer is assigned to the case.
· Officer sends formal request to both parties: "Submit additional evidence within 48 hours."
· Both parties receive evidence submission template.
· Officer contacts dispatch rider/courier for additional documentation (incident reports, GPS logs).
Day 1–3: Evidence Review
· Officer reviews all submitted evidence.
· Officer ranks evidence by weight (per Section 4.1).
· Officer identifies gaps or inconsistencies.
· If clarification needed, officer may request follow-up evidence (24-hour window).
Day 3–5: Investigation (If Needed)
· For product quality disputes: Officer may request physical inspection of returned product.
· For payment disputes: Officer verifies payment processor logs and escrow system records.
· For vendor conduct: Officer reviews chat logs and account history.
Day 5–7: Decision & Documentation
· Officer prepares written decision with: 
· Clear statement of facts
· Evidence considered and weight assigned
· Reasoning (why this evidence favors this party)
· Decision (who is at fault)
· Remedy (refund, replacement, credit, penalty)
Day 7: Notification
· Decision is issued to both parties via in-app notification + email.
· Written decision is provided (minimum 250 words explaining reasoning).
· Appeal window opens (see Section 7).
5.4 Dispute Officer Assignment & Conflict of Interest
Officer Assignment:
· Disputes involving vendors are assigned to disputes officers who have no prior relationship with that vendor.
· Disputes involving GrandCity employees (as parties, e.g., GrandCity staff as a buyer) are assigned to a neutral third party or escalated to arbitration.
Conflict of Interest:
If a disputes officer has a material conflict (prior relationship with party, financial interest, etc.), they must recuse themselves and request a different officer.

6. REMEDIES & DECISION FRAMEWORK
6.1 Types of Remedies
GrandCity awards one or more of the following remedies depending on the dispute outcome:
	Remedy
	Description
	Used For

	Full Refund
	Buyer receives full refund of product price to original payment method
	Defective products, wrong items, non-delivery, unauthorized charges

	Partial Refund
	Buyer receives partial refund (e.g., for missing item or damage)
	Missing items, partial damage

	Shipping Credit
	Buyer receives credit toward future orders (typically 10–20% of shipping cost)
	Delivery delays, minor damage, inconvenience

	Replacement Product
	Vendor ships replacement product at no cost to buyer
	Defective items, damage at pickup, not as described

	Return Authorization
	Buyer is permitted to return product; vendor processes return per Return Policy
	Defective products, latent defects, buyer preference

	Vendor Warning
	Formal warning placed on vendor's account (visible to GrandCity internal team)
	First policy violation, minor infractions

	Account Suspension
	Vendor account is disabled for 7–30 days; new sales are blocked
	Repeated violations, serious infractions

	Permanent Ban
	Vendor account is permanently closed and removed from platform
	Systematic fraud, counterfeiting, severe violations

	Compensation Payment
	GrandCity pays buyer additional compensation beyond remedy
	GrandCity system failure, gross negligence, or exceptional circumstances


6.2 Decision Matrix by Dispute Type
SHIPPING DISPUTES
	Scenario
	Evidence
	At-Fault Party
	Remedy

	Damage at Pickup
	Photo shows damage pre-transit
	Vendor
	Vendor ships replacement product at no cost; Buyer pays 40% of reshipping; GrandCity covers 60%

	Damage in Transit
	Pickup photo shows good condition; delivery photo shows damage
	Courier/GrandCity
	Full refund to buyer + 20% shipping credit; No penalty to vendor

	Lost Package
	System shows "Picked Up" but no delivery photo/toggle; Courier cannot locate
	Courier/GrandCity
	Full refund to buyer + 20% shipping credit; GrandCity pursues courier for reimbursement

	Non-Delivery (Buyer Error)
	3+ failed delivery attempts; wrong address or buyer unavailable
	Buyer
	Buyer may retry (1 complimentary attempt) OR accept refund + pay up to 50% additional shipping for next attempt

	Late Shipment
	Vendor did not initiate pickup within processing window
	Vendor
	Vendor warning (1st occurrence); If buyer cancels order within 5 days, full refund issued; Vendor account shows adverse rating

	Dispute Over Delivery Photo
	Buyer claims photo doesn't show actual delivery; dispute over authenticity
	Complex
	GrandCity investigates using GPS data, courier statement, alternative evidence; Decides based on preponderance of evidence


PRODUCT QUALITY DISPUTES
	Scenario
	Evidence
	At-Fault Party
	Remedy

	Counterfeit/Fake Goods
	Expert analysis, comparison with authentic, documentation
	Vendor
	Full refund to buyer + 20% shipping credit + return authorization; Vendor warning (1st); Suspension (2nd); Ban (3rd within 90 days)

	Not As Described
	Buyer photo vs. product listing; clear mismatch in color, size, specs
	Vendor
	Full refund to buyer (option to keep product) OR replacement product; 20% shipping credit; Vendor warning

	Defective/Non-Functional
	Buyer demonstrates product does not work (video/photo evidence)
	Vendor
	Replacement product at no cost to buyer + 20% shipping credit; Vendor warning; Suspension if repeated (3+ defects in 90 days)

	Missing/Incomplete
	Order receipt shows item quantity; delivery photo/buyer shows fewer items
	Vendor
	Partial refund (for missing item) OR replacement of missing item; 10% shipping credit

	Latent Defect (discovered after 48-hour window)
	Defect discovered 5–14 days after delivery; buyer provides evidence
	Vendor
	Replacement or refund (buyer's choice); 20% shipping credit; Vendor warning if systematic pattern


PAYMENT DISPUTES
	Scenario
	Evidence
	At-Fault Party
	Remedy

	Unauthorized Charge
	Buyer claims charge without authorization; payment processor confirms unauthorized
	Payment processor/GrandCity
	Full refund to original payment method; Investigation of system; Compensation (25% of order value) if GrandCity system failure confirmed

	Double Charge
	Buyer charged twice for same order
	Vendor/GrandCity
	Refund of duplicate charge; 20% credit on next purchase; Investigation to prevent recurrence

	Non-Payment Claim (Vendor files)
	Vendor claims funds not released despite delivery confirmation
	Escrow system/GrandCity
	GrandCity verifies escrow system records; If funds held incorrectly, immediate release + 5% compensation to vendor


VENDOR CONDUCT DISPUTES
	Scenario
	Evidence
	At-Fault Party
	Remedy

	Harassment/Abusive Messages
	Chat logs show threatening, abusive, or harassing language
	Vendor
	Vendor warning (1st); Account suspension (2nd); Ban (3rd); Buyer may block vendor and request refund if order affected

	Refusal to Accept Return
	Buyer initiated return per policy; vendor refused without cause
	Vendor
	GrandCity enforces return policy; Vendor forced to accept return; Vendor warning

	Refusal to Ship
	Vendor accepted order, took payment, refused to ship without valid reason
	Vendor
	Full refund to buyer; Vendor warning (1st); Suspension (2nd); Ban (3rd)



7. APPEALS PROCESS
7.1 Appeal Eligibility & Thresholds
Right to Appeal:
Either party (buyer or vendor) may appeal a GrandCity decision only if the dispute amount meets the threshold below.
Appeal Thresholds:
	Dispute Amount
	Appeal Available?
	Appeal Process
	Timeline

	Under ₦100,000
	No
	None; GrandCity decision is final and binding
	N/A

	₦100,000 – ₦500,000
	Yes
	Internal review by different GrandCity staff member
	5–7 business days

	Over ₦500,000
	Yes
	External arbitration (Lagos Chamber of Commerce or neutral arbitrator)
	10–14 business days (arbitrator's timeline)


7.2 Internal Appeal Process (₦100k–₦500k)
Step 1: Appeal Filing (Within 5 Days)
· Appealing party submits appeal via in-app form within 5 days of GrandCity's decision.
· Appeal must include: (a) specific errors in original decision, (b) new evidence not considered, or (c) procedural violation.
· Appeal fee: None (GrandCity absorbs cost).
Step 2: Appeal Officer Assignment
· Appeal is assigned to a different GrandCity staff member (not the original disputes officer).
· Appeal officer reviews original decision, evidence, and appeal argument.
Step 3: Appeal Decision (5–7 Days)
· Appeal officer may: (a) Uphold original decision, (b) Reverse original decision, or (c) Modify the remedy.
· Appeal officer issues written decision with reasoning.
Step 4: Finality
· Appeal decision is final. No further appeal is available unless new evidence emerges (within 30 days).
Step 5: Remedy Implementation
· If appeal reverses or modifies decision, GrandCity implements new remedy within 5 business days.

7.3 External Arbitration (Over ₦500k)
Step 1: Arbitration Filing (Within 5 Days)
· Appealing party submits arbitration request via certified email to: Grandcitynigltd@gmail.com
· Request must specify: (a) grounds for appeal, (b) evidence supporting appeal, (c) proposed remedy.
· Arbitration fee: ₦50,000 filing fee (split 50/50 between parties unless arbitrator determines otherwise).
Step 2: Arbitrator Selection
· GrandCity provides list of 3 neutral arbitrators (or relies on Lagos Chamber of Commerce roster).
· Each party may strike 1 arbitrator; remaining arbitrator is selected.
· Arbitrator is bound by Nigerian arbitration law and GrandCity's terms.
Step 3: Arbitration Hearing
· Arbitrator reviews written submissions from both parties (no oral hearing unless both agree).
· Arbitrator may request additional evidence or clarification.
· Hearing (if held) conducted virtually or in-person in Lagos.
Step 4: Arbitration Award (10–14 Days)
· Arbitrator issues written award with reasoning.
· Award is binding on both parties and GrandCity.
· Award is enforceable under Nigerian arbitration law.
Step 5: Cost Allocation
· Arbitrator determines who pays arbitration costs (default: 50/50 split, or loser pays if arbitrator decides fault is clear).
Step 6: Remedy Implementation
· If arbitration award modifies GrandCity decision, GrandCity implements remedy within 5 business days.

8. DECISION TIMELINES & DEADLINES
	Stage
	Deadline
	Responsible Party

	Dispute filed
	Within 48 hrs of delivery or incident (per Section 3.2)
	Buyer/Vendor

	Initial review (simple disputes)
	24–48 hours after filing
	GrandCity Disputes Officer

	Complex dispute investigation
	5–7 business days after filing
	GrandCity Disputes Officer

	Decision issued
	Within 48 hrs (simple) or 7 days (complex)
	GrandCity

	Party notified
	24 hours after decision issued
	GrandCity

	Appeal filing deadline
	5 days after decision
	Appealing party

	Internal appeal decision
	5–7 business days after appeal filed
	GrandCity Appeal Officer

	Arbitration filing deadline
	5 days after decision (or after internal appeal denial)
	Appealing party

	Arbitration award
	10–14 business days (or as arbitrator determines)
	Arbitrator

	Remedy implementation
	5 business days after final decision
	GrandCity


Note: All timelines are business days (Monday–Friday, excluding public holidays). GrandCity may extend timelines by up to 5 business days if complex investigation or third-party coordination is needed; parties will be notified.

9. REMEDIES FOR SYSTEM FAILURES
9.1 GrandCity System Failures
If GrandCity's platform, payment system, or escrow system malfunctions and causes a dispute, GrandCity assumes full liability:
	System Failure
	Remedy

	Escrow payment released before Confirmation Window
	Full refund + 25% compensation (additional credit)

	Photo upload failure (rider cannot upload evidence)
	Dispute decided in buyer's favor; Full refund + 20% credit

	Toggle system malfunction (shows contradictory delivery status)
	GrandCity investigates using GPS/courier records; Decides based on available evidence; Loses party receives compensation (10% of order value)

	Payment system double-charges buyer
	Full refund of duplicate charge + 20% credit

	Data loss (order or payment records deleted)
	Treated as if buyer's claim is true; Full refund issued


9.2 Compensation for GrandCity System Failure
· Compensation ranges: 10–25% of order value depending on severity.
· Minimum compensation: ₦5,000 (even for small orders).
· Maximum compensation (per single failure): ₦500,000 (for catastrophic system failure affecting many transactions).

10. VENDOR REPUTATION & CONSEQUENCES
10.1 Vendor Warnings & Progressive Discipline
Vendor violations are tracked cumulatively. Consequences escalate:
	Violation Type
	1st Offense
	2nd Offense (90 days)
	3rd Offense (90 days)

	Late Shipment
	Warning
	Warning
	30-day suspension

	Damage at Pickup
	Warning
	Warning
	30-day suspension

	Counterfeit/Fake Goods
	Warning
	30-day suspension
	Permanent ban

	Policy Violation (minor)
	Warning
	Warning
	30-day suspension

	Fraud/Scam
	Immediate 30-day suspension
	Permanent ban
	N/A

	Harassment/Abuse
	Warning
	30-day suspension
	Permanent ban


10.2 Vendor Adverse Rating & Transparency
· Adverse Rating: Vendors with 3+ violations (any type) in 90 days receive an adverse rating on their public profile.
· Buyer Visibility: Buyers see "⚠️ This seller has recent complaints" when browsing this vendor.
· Search Ranking: Vendors with adverse ratings are deprioritized in search results.
· Suspension Notification: If a vendor is suspended, all active orders are paused. Buyers are notified and offered refund or wait option.
10.3 Vendor Appeals Against Discipline
Vendors may appeal a warning, suspension, or ban:
Appeal Process:
1. File appeal within 10 days of notification.
2. Appeal must present evidence that: (a) decision was procedurally incorrect, or (b) new evidence contradicts original finding.
3. Appeal is reviewed by a different GrandCity staff member (not original disputes officer).
4. Decision issued within 7 business days.
Outcome: Appeal officer may uphold, reverse, or reduce discipline.

11. FRAUD DETECTION & PREVENTION
11.1 Fraud Indicators
GrandCity disputes team monitors for red flags suggesting fraud:
Buyer Fraud Indicators:
· Pattern of claiming damage/non-delivery on multiple orders with different vendors
· Requesting refund while keeping product (multiple times)
· Requesting cancellation after delivery confirmation
Vendor Fraud Indicators:
· Pattern of shipping damaged or counterfeit goods
· Multiple chargebacks filed against GrandCity
· Refusal to ship after payment, then claiming buyer cancelled
· Selling same product at vastly different prices to different buyers
· Bulk orders with immediate claims of damage/loss
11.2 Fraud Response
Upon Fraud Suspicion:
1. GrandCity freezes vendor/buyer account pending investigation.
2. Investigation conducted (3–7 days) to confirm or rule out fraud.
3. If fraud confirmed: 
· Buyer/Vendor account is permanently banned.
· Funds are forfeited (not refunded).
· GrandCity reports to law enforcement if criminal fraud is suspected.
· Other affected parties are refunded by GrandCity.
11.3 Chargeback Protection
If a buyer makes a legitimate purchase, receives goods, confirms delivery, then disputes the charge with their bank (chargeback):
· GrandCity and vendor will defend the chargeback using: delivery photos, buyer's in-app confirmation, payment records.
· If chargeback is lost, GrandCity may sue buyer for recovery or ban buyer from platform.

12. CONFIDENTIALITY & DATA PROTECTION
12.1 Confidentiality of Disputes
· Dispute details (evidence, decision, reasoning) are confidential between GrandCity, buyer, and vendor.
· GrandCity does not publicly disclose individual dispute details.
· Exceptions: GrandCity may disclose if legally required (court order, regulatory authority).
12.2 Data Retention
· Dispute records (evidence, decision, communications) are retained for 7 years for legal/audit purposes.
· After 7 years, records are deleted unless ongoing legal matter requires retention.
· Photos and system logs are retained for 30 days after dispute closure; may be extended if appeal is filed.

13. FEEDBACK & CONTINUOUS IMPROVEMENT
13.1 Dispute Metrics & Reporting
GrandCity tracks:
· Number of disputes per month
· Resolution time (average)
· Dispute categories (most common issues)
· Vendor dispute rates (identify problem vendors)
· Buyer dispute patterns (identify problem buyers or product categories)
Monthly Report: GrandCity leadership reviews dispute metrics to identify systemic issues.
13.2 Policy Updates
This policy is reviewed quarterly. Updates may be made to:
· Timelines (if average resolution time changes)
· Remedies (if new dispute patterns emerge)
· Vendor discipline (if violations escalate)
· Appeal thresholds (if dispute volume warrants change)
Policy Change Process:
1. Proposed change identified (based on metrics or feedback).
2. Stakeholder input sought (from vendors, buyers, customer support).
3. Updated policy drafted and reviewed by legal counsel.
4. Policy implemented with 30-day advance notice to platform users.

14. ESCALATION TO LEGAL/LAW ENFORCEMENT
14.1 When Disputes Escalate to Legal
The following disputes are escalated to GrandCity's legal team instead of the standard disputes process:
· Disputes involving criminal activity (fraud, theft, counterfeit goods, etc.)
· Disputes involving personal injury or property damage claims
· Disputes involving intellectual property claims (copyright, trademark, patent)
· Disputes where either party threatens legal action
· Disputes involving potential violation of Nigerian laws
14.2 Law Enforcement Referral
GrandCity may report disputes to law enforcement if:
· Systematic fraud is discovered
· Counterfeit goods are confirmed
· Theft or embezzlement is suspected
· Product is dangerous/defective in a way that poses public safety risk

15. CONTACT & SUPPORT
15.1 Dispute Filing Support
For questions about filing disputes or checking dispute status:
· Email: Grandcitynigltd@gmail.com
· In-App Chat: Available 24/7
· Phone: 08100270000
· Response Time: 24 hours
15.2 Appeal Support
For questions about appeals:
· Email: Grandcitynigltd@gmail.com
· Response Time: 24 hours

16. DEFINITIONS
	Term
	Definition

	Dispute
	A disagreement between buyer/vendor/GrandCity regarding a transaction or platform interaction.

	Simple Dispute
	A dispute with clear evidence pointing to one at-fault party; resolved within 24–48 hours.

	Complex Dispute
	A dispute with conflicting evidence or unclear causation; requires investigation and resolved within 5–7 days.

	Confirmation Window
	The period during which a buyer may report issues post-delivery (24 hours for bulk, 48 hours for individual orders).

	Latent Defect
	A product defect not immediately apparent upon delivery but discovered within 14 days.

	System Failure
	A malfunction in GrandCity's platform, payment, or escrow system that directly affects a transaction.

	At-Fault Party
	The party determined to be responsible for the dispute outcome based on evidence.

	Remedy
	The corrective action awarded (refund, replacement, credit, warning, suspension, etc.).

	Appeal
	A request to review a GrandCity dispute decision by a higher authority (different officer or arbitrator).

	Arbitration
	An independent third-party review of a dispute (for high-value disputes over ₦500k).



17. APPENDICES
APPENDIX A: DISPUTE FILING FORM (Template)
GRANDCITY MART DISPUTE FORM

Dispute Ticket #: [Auto-generated]
Date Filed: [Auto-populated]

FILER INFORMATION:
- Name: 
- Account Email: 
- Account Type: ☐ Buyer ☐ Vendor

ORDER INFORMATION:
- Order #: 
- Product Name: 
- Transaction Date: 
- Order Amount (₦): 
- Dispute Amount (₦): 

DISPUTE DETAILS:
- Category: ☐ Shipping ☐ Product Quality ☐ Payment ☐ Vendor Conduct ☐ Other
- Subcategory: [Dropdown based on category]
- Issue Description (250+ characters):
  [Free text]
  
EVIDENCE SUBMITTED:
☐ Photo(s) of product/packaging
☐ Video (unboxing, product demonstration)
☐ Screenshot(s) of messages/communications
☐ Dispatch rider photo(s)
☐ Receipt/proof of payment
☐ Return shipping documentation
☐ Other: ___________________

REMEDY REQUESTED:
☐ Full Refund
☐ Replacement Product
☐ Partial Refund
☐ Shipping Credit
☐ Vendor Penalty
☐ Other: ___________________

ADDITIONAL COMMENTS:
[Free text]

I certify that the information above is accurate and truthful.
Signature: _______________  Date: _______________
APPENDIX B: DECISION NOTIFICATION TEMPLATE
GRANDCITY MART DISPUTE DECISION

Dispute Ticket #: [Number]
Order #: [Number]
Decision Date: [Date]

PARTIES:
- Buyer: [Name]
- Vendor: [Name]

DISPUTE SUMMARY:
[Brief description of the issue]

EVIDENCE REVIEWED:
1. [Evidence item 1 + weight assigned]
2. [Evidence item 2 + weight assigned]
3. [Evidence item 3 + weight assigned]

FINDINGS OF FACT:
[Summary of what happened based on evidence]

DECISION:
[Who is at fault and why, with clear reasoning]

REMEDY AWARDED:
[Specific remedy with amounts/credits]

IMPLEMENTATION TIMELINE:
Remedy will be implemented by: [Date]

APPEAL RIGHTS:
If you believe this decision is incorrect, you may appeal within 5 days [ONLY IF dispute amount is ₦100k or more].
To file an appeal, submit the appeal form here: [Link]

Questions? Contact: disputes@grandcitymart.com

Signed,
GrandCity Disputes Officer
[Name & Title]
APPENDIX C: APPEAL FORM (Template)
GRANDCITY MART APPEAL FORM

Original Dispute Ticket #: [Number]
Appeal Filing Date: [Date]

APPEALING PARTY:
- Name: 
- Account Email: 
- Role: ☐ Buyer ☐ Vendor

GROUNDS FOR APPEAL (Select one or more):
☐ Original decision was procedurally incorrect
☐ Evidence was misinterpreted or given wrong weight
☐ New evidence has emerged that changes the outcome
☐ Remedy awarded is inadequate or excessive
☐ Other: ___________________

DETAILED EXPLANATION (500+ characters):
[Explain why the original decision was wrong]

NEW EVIDENCE (if applicable):
☐ Photo(s)
☐ Video
☐ Document(s)
☐ Message screenshot(s)
☐ Witness statement
☐ Other: ___________________

PROPOSED REMEDY:
[What should be done instead]

I certify that the information above is accurate.
Signature: _______________  Date: _______________

End of Dispute Resolution Policy







SUMMARY: DISPUTE RESOLUTION WORKFLOW AT A GLANCE
DISPUTE FILED
    ↓
[AUTOMATIC REVIEW - 2 HOURS]
    ↓
SIMPLE DISPUTE? ──YES→ AUTO-DECISION ──→ OFFICER REVIEW ──→ NOTIFY PARTIES (24-48 hrs)
    ↓
    NO
    ↓
COMPLEX DISPUTE ──→ ASSIGN OFFICER ──→ REQUEST EVIDENCE ──→ INVESTIGATE (5-7 days)
    ↓
DECISION ISSUED
    ↓
APPEAL ELIGIBLE? ──NO→ FINAL DECISION ──→ IMPLEMENT REMEDY
    ↓
    YES
    ↓
Under ₦500k? ──YES→ INTERNAL APPEAL ──→ DIFFERENT OFFICER (5-7 days)
    ↓
    NO
    ↓
Over ₦500k? ──YES→ EXTERNAL ARBITRATION ──→ NEUTRAL ARBITRATOR (10-14 days)
    ↓
FINAL DECISION ──→ IMPLEMENT REMEDY (5 business days)

