GRANDCITY RETURNS & REFUND POLICY
Effective Date: September 07, 2026
Last Updated: September 07, 2026

1. POLICY OVERVIEW
This Returns & Refund Policy establishes the process for returning products purchased on the GrandCity Mart platform and receiving refunds. This policy works in conjunction with the Shipping Policy (timelines and cost allocation) and the Dispute Resolution Policy (investigation and decision-making).
Core Principle: Returns are evaluated based on the reason for return (defective, wrong item, not as described, latent defect, or voluntary) and evidence-based determination of fault using the photo and system documentation available from the Shipping Policy.
Key Principle: This policy uses the same timelines, evidence hierarchy, and decision process as the Shipping and Dispute Resolution policies. There are no parallel or competing return windows.

2. DEFINITIONS
· "Return" — A buyer's request to send a product back to the vendor and receive a refund.
· "Defective Product" — A product that does not function as intended, is damaged, or is not in the condition described at the time of purchase.
· "Not As Described" — A product that does not match the listing description (color, size, specifications, quantity, etc.).
· "Wrong Item" — A product that differs from what the buyer ordered (vendor shipped incorrect SKU).
· "Latent Defect" — A defect that is not immediately visible at delivery but is discovered within 14 days (e.g., software crash, screen failure, hidden damage).
· "Voluntary Return" — A buyer's request to return a product for reasons other than defect, damage, or misdescription (e.g., changed mind, wrong color preference, size doesn't fit).
· "Confirmation Window" — The period during which a buyer can report issues (48 hours for individual orders; 24 hours for bulk orders—per Shipping Policy Section 6.4).
· "Latent Defect Window" — The period (days 3–14 post-delivery) during which a buyer can report defects discovered after delivery (per Shipping Policy Section 6.5).
· "Return Approval" — Formal authorization from GrandCity or vendor permitting the return and refund.
· "Restocking Fee" — A percentage of the refund (10%) deducted for voluntary returns, representing vendor's cost to re-list and resell.

3. ELIGIBLE RETURNS
3.1 Returnable Scenarios (Vendor Fault)
Buyers may request returns for the following reasons:
A. Product Damaged at Delivery
· Photographic evidence shows damage at pickup (vendor's responsibility) or in transit (courier's responsibility)
· Per Shipping Policy Section 6.2–6.3
· Eligible return window: Within 48 hours of delivery (individual orders) or 24 hours (bulk orders)
B. Wrong Item Delivered
· Buyer ordered Product A; vendor shipped Product B
· Per Shipping Policy Section 6.3
· Eligible return window: Within 48 hours of delivery confirmation
C. Product Not As Described
· Product's actual condition, color, size, or specifications do not match the listing
· Per Dispute Resolution Policy Section 6.2 (Product Quality Disputes)
· Eligible return window: Within 48 hours of delivery; or within 14 days for latent quality defects
D. Defective or Non-Functional Product
· Product does not work as intended (software crashes, hardware failure, etc.)
· Per Dispute Resolution Policy Section 6.2 (Product Quality Disputes)
· Eligible return window: Within 48 hours if obvious; within 14 days if latent defect
E. Product Missing or Incomplete
· Advertised items are missing or accessories/documentation are absent
· Per Shipping Policy Section 6.2
· Eligible return window: Within 48 hours of delivery
F. Latent Defects (Days 3–14 Post-Delivery)
· Defect discovered after initial delivery confirmation (e.g., phone screen fails on day 5)
· Per Shipping Policy Section 6.5
· Eligible return window: Within 14 days of delivery (buyer must provide evidence of defect)
3.2 Voluntary Returns (Buyer Discretion)
Buyers may request voluntary returns for reasons unrelated to product quality:
Examples:
· Changed mind; no longer wants product
· Wrong color/size preference
· Decided not to use after purchase
Conditions:
· Product must be unused or minimally used (comparable to "new")
· All original packaging and accessories must be included
· Buyer bears 100% of return shipping cost
· 10% restocking fee is deducted from refund
· Vendor approval required (vendor may deny for good reason)
Refund for Voluntary Return:
Example: 
Product price = ₦10,000
Return shipping cost = ₦1,000 (buyer pays)
Restocking fee = 10% of ₦10,000 = ₦1,000
Buyer refund = ₦10,000 - ₦1,000 = ₦9,000
Buyer's net loss = ₦2,000 (₦1,000 shipping + ₦1,000 restocking fee)

4. NON-RETURNABLE ITEMS & EXCEPTIONS
4.1 Items Normally Non-Returnable
The following categories are generally non-returnable for voluntary reasons:
	Category
	Reason
	Exception

	Perishable Goods
	Cannot safely resell if opened/used
	Returns allowed if arrived spoiled/defective

	Personalized/Custom Items
	Cannot resell to others
	Returns allowed if wrong personalization or defective

	Digital Products
	Cannot reverse delivery
	No returns (refund only if non-functional)

	Opened Health/Hygiene Products
	Health/safety concern to resell
	Returns allowed if defective or unopened

	Underwear & Intimate Apparel
	Hygiene concern to resell
	Returns allowed only if genuinely defective (not for fit/preference)

	Gift Cards
	Cannot be returned
	No exceptions


4.2 Exception: Defective Non-Returnable Items
If a normally non-returnable item arrives defective, damaged, or not as described:
✅ Return is allowed with following conditions:
	Item Type
	Remedy If Defective

	Perishable (Arrived Spoiled)
	Full refund; buyer keeps spoiled item (no resend for safety)

	Opened Hygiene Product (Defective)
	Full refund; buyer keeps opened item (no resend for safety)

	Personalized Item (Wrong Personalization)
	Full refund; buyer keeps item; vendor ships replacement if applicable

	Personalized Item (Correct but Defective)
	Full refund; buyer keeps item; vendor must replace or refund

	Digital Product (Non-Functional)
	Full refund; buyer keeps access; vendor troubleshoots or refunds

	Underwear (Genuinely Defective)
	Full refund; buyer keeps item; vendor investigates defect claim


Verification: Defect must be verified via evidence (per Dispute Resolution Policy Section 4—photo evidence Tier 1, system logs, expert assessment if applicable).

5. RETURN WINDOWS & TIMELINES
5.1 Return Window by Scenario
This policy uses the same timelines as Shipping Policy and Dispute Resolution Policy. There is no separate "return window"—returns are evaluated within existing dispute windows.
	Scenario
	Report Window
	Action Window
	Reference

	Obvious Defect (Photo Shows Damage)
	48 hrs (individual) / 24 hrs (bulk)
	Return auto-approved within 24 hrs
	Shipping Policy 6.4

	Not As Described (Photo Evidence Clear)
	48 hrs (individual) / 24 hrs (bulk)
	Return auto-approved within 24 hrs
	Shipping Policy 6.4

	Wrong Item
	48 hrs (individual) / 24 hrs (bulk)
	Return auto-approved within 24 hrs
	Shipping Policy 6.4

	Latent Defect (Discovered Day 3–14)
	14 days from delivery
	Investigation within 5–7 days; decision within 7 days
	Shipping Policy 6.5

	Voluntary Return
	Anytime (no deadline)
	Vendor approval within 5 days; refund within 5–7 days
	This Policy 3.2

	Disputed/Complex Return
	Initial report within 48 hrs / 14 days (per scenario)
	Dispute Resolution process: 5–7 days
	Dispute Resolution Policy 5.2–5.3


5.2 No Returns After Confirmation Window (Exception for Latent Defects)
General Rule:
If a buyer does not report an issue within the Confirmation Window (48 hours for individual, 24 hours for bulk), they forfeit the right to claim damage/wrong item/obvious defect.
Exception: Latent Defects
A buyer may report defects discovered after the Confirmation Window if they occurred within the Latent Defect Window (14 days post-delivery). Burden of proof is on buyer to demonstrate the defect is genuinely latent (hidden at delivery, not caused by buyer damage).
Example:
· Day 2: Delivery confirmed; no issues reported
· Day 5: Phone screen fails (latent defect discovered)
· Buyer may report and request return within 14-day window
Counter-Example:
· Day 2: Delivery confirmed; no issues reported
· Day 20: Buyer decides they don't like the product
· Buyer cannot return (outside 14-day window; not a defect)

6. RETURN PROCESS & APPROVAL
6.1 Step 1: Buyer Initiates Return (Within Applicable Window)
Buyer must:
1. Open in-app return request form within applicable return window
2. Select return reason (defective, wrong item, not as described, voluntary, other)
3. Provide photographic evidence (required for defects)
4. Provide written description of issue (250+ characters)
5. Specify desired remedy (refund, replacement, exchange)
6.2 Step 2: Return Approval (Scenario-Based Hybrid)
Approval pathway depends on complexity:
SCENARIO A: OBVIOUS DEFECT (Clear Photographic Evidence)
Definition: Photo shows damage/defect at delivery; no ambiguity about fault.
Evidence:
· Dispatch rider pickup photo shows defect OR
· Dispatch rider delivery photo shows defect (if not in pickup photo) OR
· Buyer photo shows defect consistent with damage-in-transit (compare to pickup photo)
Approval Authority: GrandCity (automatic, not vendor decision)
Timeline:
· Review and approval: Within 24 hours
· Return decision communicated: Via in-app notification + email
Approval Status: ✅ AUTO-APPROVED — No vendor debate
Refund Timeline: 24–48 hours after return authorization issued

SCENARIO B: DISPUTED/VENDOR DISAGREEMENT (Conflicting Evidence)
Definition: Vendor disputes that product was defective, or evidence is unclear.
Example:
· Buyer claims "arrived damaged"
· Vendor says "shipped in perfect condition; buyer damaged it"
· Photos show conflicting information
Approval Authority: Dispute Resolution Process (per Dispute Resolution Policy Section 5)
Timeline:
1. GrandCity escalates to Dispute Resolution within 24 hours
2. Dispute Resolution investigates within 5–7 days (gather evidence, contact parties)
3. Decision issued within 7 days
Evidence Hierarchy (Per Dispute Resolution Policy Section 4):
1. Tier 1 (Highest): Dispatch rider photos (pickup vs. delivery); system toggles; GPS data
2. Tier 2 (Moderate): Courier incident reports; buyer photos with metadata
3. Tier 3 (Lower): Written statements from buyer/vendor
Approval Status: Depends on dispute outcome
· If evidence favors buyer → Return APPROVED
· If evidence favors vendor → Return DENIED
· If evidence inconclusive → Return DENIED (burden on buyer to prove)
Refund Timeline: If approved, refund within 5–7 days after decision

SCENARIO C: LATENT DEFECT (Discovered Day 3–14)
Definition: Defect not visible at delivery, discovered later (e.g., software crash, screen failure).
Evidence Required:
· Buyer must provide photographic or video evidence of defect
· Buyer must explain when defect appeared and circumstances
· Comparison to delivery photos showing good condition
Approval Authority: Dispute Resolution Process (per Dispute Resolution Policy Section 6.2)
Timeline:
1. Buyer reports within 14-day window
2. GrandCity escalates to Dispute Resolution
3. Vendor has 5 days to respond with counter-evidence
4. GrandCity decision within 5–7 days
Approval Outcome:
· If defect is confirmed as latent (not buyer-caused): Return APPROVED
· If vendor proves buyer caused damage post-delivery: Return DENIED
· If unclear: Evidence hierarchy applies (Tier 1 evidence controls)
Refund Timeline: 5–7 days after approval

SCENARIO D: VOLUNTARY RETURN (Buyer Discretion)
Definition: Buyer wants to return for non-defect reason (changed mind, preference, etc.).
Approval Authority: Vendor (vendor decides to permit or deny)
Timeline:
· Vendor responds: Within 5 business days
· Vendor may approve or deny (vendor's discretion)
Approval Status: Vendor discretion
· If vendor approves → Buyer may proceed with return
· If vendor denies → No return permitted
Note: GrandCity does not override vendor decision for voluntary returns (vendor's prerogative).
Refund Timeline (if approved): 5–7 days after vendor receives returned goods

6.3 Step 3: Return Execution (After Approval)
Once return is approved, buyer:
1. Arranges return shipping (cost per Section 7 below)
2. Receives return address (GrandCity or vendor, depending on scenario)
3. Sends package back with proof of shipment
4. Notifies GrandCity of return tracking info
5. Awaits receipt confirmation (GrandCity confirms when goods arrive)
6.4 Step 4: Goods Inspection & Verification
Upon receiving returned goods, GrandCity/vendor:
1. Inspects condition (compares to photos)
2. Verifies it matches return authorization (correct item, product condition consistent)
3. Checks for fraud (condition must match claimed defect, not seller damage)
4. Initiates refund (if inspection passes)
If Inspection Fails (Fraud Suspected):
· Return is rejected
· Goods returned to buyer (buyer pays return shipping)
· Buyer account flagged for suspected fraud (per Dispute Resolution Policy Section 11)
· No refund issued

7. RETURN SHIPPING COSTS & ALLOCATION
7.1 Cost Allocation by Scenario
This section uses cost allocations from Shipping Policy Section 4.3 and applies them to returns.
	Return Reason
	Shipping Cost Responsibility

	Damage at Pickup (Vendor Fault)
	Buyer: 40% / GrandCity: 60%

	Damage in Transit (Courier Fault)
	GrandCity: 100%

	Wrong Item (Vendor Fault)
	Vendor: 100%

	Not As Described (Vendor Fault)
	Vendor: 100%

	Defective Product (Vendor Fault)
	Buyer: 40% / GrandCity: 60%

	Latent Defect (Vendor Fault)
	Buyer: 40% / GrandCity: 60%

	Voluntary Return (Buyer Fault)
	Buyer: 100%


7.2 Return Shipping Mechanics
GrandCity provides return label/address:
· After return is approved, GrandCity provides return shipping label (if vendor/GrandCity covering cost)
· Buyer prints label and attaches to package
· Buyer drops off at courier (no additional charge if covered by GrandCity/vendor)
Buyer-paid return shipping:
· Buyer arranges own return shipping (100% cost)
· Buyer provides tracking to GrandCity
· GrandCity reimburses shipping cost after goods confirmed received

8. REFUND TIMELINE & PROCESSING
8.1 Refund Timeline by Complexity
	Scenario
	Approval Time
	Refund Processing
	Total Time

	Auto-Approved (Obvious Defect)
	24 hours
	24–48 hours
	24–72 hours total

	Dispute Resolution (Complex)
	5–7 days
	5–7 days
	10–14 days total

	Vendor-Approved (Voluntary)
	5 days
	5–7 days after goods received
	10–14 days total


8.2 Refund Amount
Refund calculation depends on scenario:
	Scenario
	Refund Amount
	Example

	Defective (Vendor Fault)
	100% of product price
	Product ₦10,000 → Refund ₦10,000

	Wrong Item
	100% of product price
	Product ₦10,000 → Refund ₦10,000

	Not As Described
	100% of product price
	Product ₦10,000 → Refund ₦10,000

	Voluntary Return
	90% of product price*
	Product ₦10,000 → Refund ₦9,000 (10% restocking fee)


*After 10% restocking fee deduction
8.3 Refund Method
Refunds are issued to buyer's original payment method:
· Original payment method: Returned within 3–5 business days (depending on payment processor)
· Buyer may not request alternative payment method (original payment method is standard)
Tax withholding (if applicable):
· If buyer's purchase included VAT/tax, refund includes tax reversal
· GrandCity handles tax reversal with relevant authorities

9. RESTOCKING FEES (Voluntary Returns Only)
9.1 What is a Restocking Fee?
A restocking fee is a deduction from the refund amount for voluntary returns, representing the vendor's cost to re-inspect, re-list, and potentially re-sell the returned product.
9.2 When Restocking Fee Applies
Restocking fee (10%) applies ONLY to:
· Voluntary returns (buyer changed mind, preference, etc.)
· Product is unused or minimally used
· All packaging and accessories included
Restocking fee does NOT apply to:
· ❌ Defective products (vendor's fault)
· ❌ Wrong items (vendor's fault)
· ❌ Not as described (vendor's fault)
· ❌ Damaged products (vendor/courier fault)
· ❌ Latent defects (product fault)
9.3 Restocking Fee Calculation
Formula:
Refund Amount = (Product Price) - (10% Restocking Fee)
Restocking Fee = 10% of Product Price

Example:
Product Price = ₦10,000
Restocking Fee = 10% × ₦10,000 = ₦1,000
Refund to Buyer = ₦10,000 - ₦1,000 = ₦9,000
9.4 Vendor Prerogative on Voluntary Returns
Vendors are permitted to:
· ✅ Approve voluntary returns and apply 10% restocking fee
· ✅ Deny voluntary returns entirely (no return permitted)
· ✅ Approve with conditions (e.g., must be unopened, original packaging intact)
GrandCity does not override vendor decisions on voluntary returns.

10. FRAUD PREVENTION & VERIFICATION
10.1 Fraud Risk & Detection
Common Return Fraud Scenarios:
	Fraud Type
	Red Flag
	Prevention

	Buyer claims defective but photos show good condition
	Delivery photo shows no damage; buyer photo shows damage
	Compare photos (Tier 1 evidence); deny if inconsistent

	Buyer uses item, then claims defective
	Condition of returned item vs. delivery photo inconsistent
	Inspection on return receipt; condition must match claim

	Buyer returns different item (claims it's the original)
	Returned item doesn't match purchase (different color, model, etc.)
	Photo comparison; SKU verification

	Buyer claims "not as described" but listing matches product
	Product specs match listing exactly
	Review listing photos vs. returned item


10.2 Verification Process
All returns are verified using this hierarchy:
Tier 1 Evidence (Highest Weight—Per Dispute Resolution Policy):
· Dispatch rider pickup photo (shows condition before transit)
· Dispatch rider delivery photo (shows condition at arrival)
· System toggles (timestamps of pickup/delivery)
· GPS location data (confirms delivery location)
· Buyer's photo (taken at time of report, timestamped)
Verification Steps:
1. Compare delivery photo to return photo 
· If return photo shows damage NOT in delivery photo → buyer caused damage (fraud likely)
· If return photo shows damage also in delivery photo → delivery defect confirmed
2. Verify returned goods match order 
· Item SKU/model
· Color/size specification
· Quantity matches
3. Assess product condition 
· Is it used/misused?
· Does condition match claimed defect?
· Any signs of intentional damage?
10.3 Fraud Consequences
If return is suspected as fraudulent:
1. Return is DENIED (no refund issued)
2. Goods returned to buyer (buyer pays return shipping)
3. Buyer account flagged (per Dispute Resolution Policy Section 11—Fraud Detection)
4. Pattern documentation: If buyer files multiple suspicious returns, account is escalated
5. Account escalation: 
· 2+ fraudulent claims → Warning issued
· 3+ fraudulent claims → Account suspension (30 days)
· Systematic fraud pattern → Permanent ban
Appeal: Buyer may appeal fraud determination via Dispute Resolution Policy Section 7.

11. REPLACEMENTS & ALTERNATIVES TO REFUND
11.1 Buyer Choice: Refund or Replacement
For defective/wrong/not-as-described returns, buyer may choose:
Option A: Refund (money back; buyer keeps or returns item)
Option B: Replacement (vendor ships new item at no cost)
Buyer Preference: Specified in return request; GrandCity honors buyer's choice
11.2 Replacement Process
If buyer chooses replacement:
1. Vendor ships replacement (free shipping, same return window for problems)
2. Buyer returns defective item (shipping cost per Section 7)
3. Replacement is new/like-new condition
4. Warranty: Replacement item includes same warranty as original
Timeline: Replacement shipped within 5 business days of approval
11.3 Exchange (Different Item)
If buyer wants different item (e.g., wrong color):
· Not as Described return: Buyer can return for defect-based remedy (refund/replacement)
· Voluntary exchange: Treated as voluntary return (10% restocking fee applies; buyer may pay upgrade cost if exchanging for higher-priced item)

12. INTEGRATION WITH SHIPPING & DISPUTE RESOLUTION POLICIES
12.1 Alignment with Shipping Policy
This Return Policy uses and references the following from Shipping Policy:
	Shipping Policy Section
	Application in Returns

	Section 6.4 (Confirmation Window)
	Defines 48-hr/24-hr dispute reporting window for returns

	Section 6.5 (Latent Defects)
	Defines 14-day window for latent defect returns

	Section 4.3 (Reshipping Cost Allocation)
	Defines cost split (40/60) for reshipping after return approval

	Section 6.2–6.3 (Damage Determination)
	Photo evidence used to verify defects and determine fault


Reference: For shipping cost details, delivery timelines, and photo evidence requirements, see Shipping Policy in full.
12.2 Alignment with Dispute Resolution Policy
This Return Policy integrates with Dispute Resolution Policy as follows:
	Dispute Resolution Section
	Application in Returns

	Section 4 (Evidence Framework)
	Photo evidence (Tier 1) used to verify return claims; evidence hierarchy determines approval

	Section 5 (Investigation Process)
	Complex/disputed returns escalated to Dispute Resolution for investigation

	Section 6.2 (Product Quality Disputes)
	Defective/not-as-described products handled via Dispute Resolution matrix

	Section 11 (Fraud Detection)
	Suspected fraudulent returns escalated per Fraud Prevention Section 11 (this policy)

	Section 7 (Appeals)
	Buyer may appeal return denial if dispute amount exceeds ₦100k (per arbitration thresholds)


Reference: For dispute investigation timelines, evidence rules, and arbitration procedures, see Dispute Resolution Policy in full.
12.3 What This Means (In Plain Language)
There are no separate return timelines, approval processes, or evidence rules. Instead:
· Shipping Policy handles delivery (when/how goods arrive, photo evidence)
· Return Policy handles the return process (how buyer initiates, approval, refund)
· Dispute Resolution Policy handles conflicts (when buyer and vendor disagree, GrandCity investigates and decides)
All three work together seamlessly.

13. SPECIAL SITUATIONS
13.1 Returns on Bulk Orders (Bulk Buyer Advantage)
Bulk buyers have shorter confirmation window: 24 hours (vs. 48 hours for individual buyers—per Shipping Policy)
For returns:
· Bulk defects reported within 24 hours → Auto-approval, 24-hour refund
· Bulk defects reported after 24 hours → Treated as latent defect (per Shipping Policy 6.5)
13.2 Partial Returns (Return of Some Items in Multi-Item Order)
If buyer ordered 5 units and 2 arrive defective:
1. Buyer may return just the 2 defective units
2. Refund applies only to defective units
3. Non-defective units remain with buyer (no refund)
Cost allocation: Applies to returned items only
13.3 Returns on Sale/Discounted Items
Sale or discounted products:
· Refund is based on price paid (not original list price)
· If item was ₦10,000 on sale for ₦7,000 → Refund is ₦7,000 (or ₦6,300 if restocking fee applies)
13.4 Defective Replacements
If replacement item is defective:
1. Buyer may return replacement within original 14-day latent defect window
2. Vendor must replace again or refund original amount
3. If vendor refuses, GrandCity intervenes (escalates to Dispute Resolution)
13.5 International Returns (Cross-Border Orders)
If buyer is outside Nigeria and product needs return:
· Return shipping: Buyer or vendor pays depending on fault (per Section 7)
· Customs/duties: Buyer responsible for any import duties on replacement shipment
· Timeline: Same as domestic (may be longer due to customs/shipping duration)

14. RETURNS DURING DISPUTES (Overlap Scenarios)
14.1 Buyer Files Dispute AND Requests Return (Same Issue)
If buyer files both a Dispute Resolution claim AND a return request for the same issue:
→ They are consolidated into ONE dispute resolution process
Result:
· Single investigation (not parallel processes)
· Single decision (addresses both dispute and return together)
· Outcomes integrated (e.g., decision awards refund + return authorization simultaneously)
14.2 Vendor Accepts Dispute Claim but Denies Return
If vendor agrees to refund in Dispute Resolution but rejects return request:
→ GrandCity enforces refund regardless
Rationale: Dispute Resolution decision is binding; return denial doesn't override.

15. CONTACT & SUPPORT
15.1 Return Support
For questions about returns or to initiate a return:
· Email: Grandcitynigltd@gmail.com
· In-App Chat: Available 24/7 in GrandCity app
· Phone: +2348156308652
· Response Time: Within 24 hours
15.2 Return Status Tracking
Buyers can track return status in-app:
· Return request status (pending, approved, denied, completed)
· Tracking number (if return shipment initiated)
· Refund status (processing, issued, received)
· Estimated timeline to receive refund

16. POLICY UPDATES & AMENDMENTS
GrandCity reserves the right to update this Returns Policy at any time. Changes take effect 30 days after publication on the platform. Continued use of GrandCity constitutes acceptance of updated policy.

17. DEFINITIONS & REFERENCE SUMMARY
	Term
	Definition
	Reference

	Confirmation Window
	48 hrs (individual) / 24 hrs (bulk) to report delivery issues
	Shipping Policy 6.4

	Latent Defect Window
	14 days post-delivery to report defects discovered later
	Shipping Policy 6.5

	Cost Allocation (Defects)
	40% buyer / 60% GrandCity for reshipping
	Shipping Policy 4.3

	Photo Evidence (Tier 1)
	Dispatch rider photos are highest-weight evidence
	Dispute Resolution 4.1

	Simple Dispute Timeline
	24–48 hours for investigation
	Dispute Resolution 5.2

	Complex Dispute Timeline
	5–7 days for investigation
	Dispute Resolution 5.3

	Fraud Escalation
	Account flagging, warning, suspension, ban
	Dispute Resolution 11

	Arbitration Threshold
	Disputes over ₦500k go to external arbitration
	Dispute Resolution 16.2



APPENDIX A: RETURN DECISION FLOWCHART
BUYER INITIATES RETURN
    ↓
[OBVIOUS DEFECT?] ← (Photo shows damage)
    ↓ YES                    ↓ NO
AUTO-APPROVE          [DISPUTE/UNCLEAR?]
24-hour refund        ← (Vendor disagrees or evidence conflicting)
                            ↓
                      ESCALATE TO DISPUTE RESOLUTION
                      (5–7 day investigation)
                            ↓
                      [EVIDENCE SUPPORTS BUYER?]
                            ↓ YES          ↓ NO
                        APPROVE         DENY
                        Refund within   No refund issued
                        5–7 days        Goods returned to buyer
                                        Account flagged if suspected fraud

APPENDIX B: COST ALLOCATION QUICK REFERENCE
	Fault Party
	Return Shipping Cost
	Restocking Fee
	Refund Amount

	Vendor (Defective/Wrong/Not As Described)
	Buyer 40% / GC 60%
	❌ No
	100%

	Courier (Damage in Transit)
	GrandCity 100%
	❌ No
	100%

	Buyer (Voluntary Return)
	Buyer 100%
	✅ 10%
	90%

	Buyer (Damage Post-Delivery, Proven)
	Buyer 100%
	❌ No
	₦0 (Return denied)



APPENDIX C: RETURN TIMELINE COMPARISON
	Process
	Timeline
	Refund

	Auto-Approved Defect
	24 hours approval + 24–48 hrs refund = 24–72 hrs total
	Within 48 hours of approval

	Dispute Resolution (Complex)
	5–7 days investigation + 5–7 days refund = 10–14 days total
	Within 5–7 days of decision

	Voluntary Return (Approved by Vendor)
	5 days approval + 5–7 days refund = 10–12 days total
	Within 5–7 days of goods received



