
returning goods. The terms of any such 

policy must be reasonable according to the 

CPA. What a supplier may not do, however, 

is merely to announce “no returns,” as this

The correct position is that there are 

various provisions under the CPA that 

deal with the return of goods, each with 

a different time frame. Before considering 

them, it needs to be stressed that the CPA 

does not create a general right to return 

goods on a no-questions-asked basis: 

A mere change of mind is not sufficient 

reason to entitle a consumer to return 

goods.

It is, however, a widespread practice 

of certainly the large suppliers to permit 

consumers to return goods for a refund, 

exchange or credit note under these 

circumstances in the interest of good 

customer relations. 

The practice is so commonplace that 

customers have come to expect suppliers 

to let them return goods – so much so 

that the Tribunal might well rule in the 

future that suppliers are obliged to warn 

customers if they do not accept change-of-

mind returns.

It is therefore advisable for suppliers to 

inform consumers of their returns policy, 

including permissible timeframes for

would be a breach of the CPA: consumers 

have a right to return goods under the 

circumstance outlined in the table:

Suggested Returns Notices
For a supplier not prepared to accept 

returns other than CPA returns (see table):

No returns accepted other than products 

that are faulty or do not perform as 

intended within 6 months after purchase in 

terms of the Consumer Protection Act. 

For a supplier prepared to accept returns 

over and above CPA returns (see table):

Returns policy: We will repair or exchange 

any product that is faulty or does not 

perform as intended within 6 months after 

purchase or return your money using the 

original method of payment (your choice).

If you wish to return a product within  

30 [/specify other] days of purchase 

because you have changed your mind, we 

will provide you with a refund using the 

original method of payment/ a store credit.

Proof of purchase is required for all 

returns. [optional: The product must be 

returned with its original packaging]

Advocate Neville Melville is the Consumer Goods 
and Services Ombud. Visit www.cgso.org.za for more 
information.
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There is a widely held belief that there is a five-day cooling off period  

for all goods sold under the Consumer Protection Act (CPA). This mistaken 

understanding of the provisions of the CPA has led to a lot of frustration 

and strife between suppliers and customers.

SCeNARio 5 BuSiNeSS 
dAyS

10 BuSiNeSS 
dAyS 6 MoNThS

Direct marketing (supplier approaches 
customer)

x

No opportunity to examine – e.g. goods 
bought from a catalogue

x

Not fit for the particular purpose communi-
cated by the consumer to the supplier

x

Mixed goods – only some of the goods 
delivered as per order

x

Goods not fit for purpose generally intended 
for goods of that nature

x

Goods not of good quality or in working order/ 
free from material defects

x

Goods not usable and durable for a reasonable 
period of time

x

Goods do not comply with standards/ 
regulations

x

happy returns

A more detailed explanation of the rules regarding returns is available at: http://www.cgso.org.za/wp-content/
uploads/2016/05/CGSO-ADVISORY-NOTE-1-RETURNS-REVISION-3.pdf?87ab66


