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Changes to 14 Day Money Back Policy on Orange

From 15th October 2007 Orange will be removing the 14-day money back policy for new connections for indirect and direct dealers. This policy is already in place for upgrading customers.

New connections include pay monthly, pay as you go and Small Business

The purpose of the 14 day money back policy was to give customers confidence in the Orange network and reassurance that should they experience issues with coverage, they would have an opportunity to cancel their contract and return their handset within 14 days of signing the agreement. The 14 day money back policy however, has been misused and Orange have taken the decision to remove this policy to ensure customers do not cancel contracts and return handsets for the wrong reasons.

Any connections processed via a website or telesales can offer a 7 day money back guarantee. This process is the same as our current returns policy (14DMB) however customers will only be able to return their handset within 7 days instead.

The 28 day faulty handset replacement policy will continue.

An Inform on PAYG Christmas Gifting Policy will follow shortly.

To ensure customers receive a sound experience, Orange are making improvements to the network coverage checker so that store advisors can check predicted coverage for one or more postcodes at point of purchase. 

You can access the coverage checker at: http://www1.orange.co.uk/coverage_landing/ The coverage checker enables you to check the customers predicted coverage by postcode and is also available on the hub.

There are several benefits with the removal of this policy:

· Saves time doing returns in-store

· Less chance of cost to stores when an RA is not issued

· Certainty of how much commission will be paid on sales

· At point of purchase, customers should be fully informed to what they are signing up to, therefore ensuring a sound customer experience

The CIF will reinforce that the customer cannot terminate their contract between the date they register and the end of their agreement. 

Further support will be available via your Sales Executives who will be able to answer any questions you may have.

Please contact your dealer manager should you have any queries.
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