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A quick look at rules of refund guarantee scheme
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(Editor's note: To protect visitors taken to go shopping by travel agents, the TIC launched the 14-Day, 100% Refund Guarantee Scheme in early 2002. Under the
Scheme, travel agents must register the information of shops with the TIC before taking visitors to them, and those registered shops must pledge to offer a "14-day,
100% refund guarantee". The following are some questions often raised by travel agents and registered shops. Please note that the answers given here apply to
general situations only, and that the TIC may give consideration to other factors when handling complaints.)

1. Does a watch with its bracelet adjusted meet the condi-
tions for a full refund?
If the watch bracelet is adjusted by a registered shop at
the request of a customer, who then leaves the shop with
the watch, the shop must not refuse to refund on the grounds
that the bracelet has been adjusted, and must offer a full
refund to the customer so long as the watch is returned
with "the original packaging when [. . .] collected".

2. According to the Scheme, is it true that visitors must
return their purchases to the registered shops within
14 days after purchase in order to enjoy the full re-
fund guarantee?
No. Visitors who make a refund request within 14 days
after purchase are entitled to a full refund.

3. Suppose a visitor asks a registered shop for a refund,
and the shop finally reaches a settlement with him/
her by offering a replacement of the purchased item.
Does the shop violate its refund pledge?
If the visitor asks for a refund for the first time and the
shop refuses to comply, that already constitutes a viola-
tion of the refund pledge.

4. Is it true that receipts issued by registered shops must
have a "14-day, 100% refund guarantee" phrase printed
in accordance with rules set down by the TIC?
All receipts issued by registered shops must be printed in
Engl ish and Chinese with the phrase "14-day, 100% re-
fund guarantee (the purchased items must be completely
undamaged and returned with the original packaging when
they were bought or collected)". Apart from that, the TIC
also has a rule on the size of the characters of the phrase,
and requires that receipts should not be printed with any
provisions at odds with the phrase. The Warranty signed
by registered shops contains all the details. 
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