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Returning unwanted gifts: Martin Lewis’s MoneySavingExpert.com website looked 
at 100 retailers’ websites and found that some household names such as 
Accessorize and Oasis had given online shoppers incorrect information about their 
return rights for sale items, while others, including Marks & Spencer, were not being 
as clear as they should be. 

At the time of writing, Accessorize’s online returns policy stated: “Get them back to 
us within 30 days of receipt (14 days for outlet or sale pieces).” MoneySavingExpert 
says: “This isn’t right – you have 14 days to cancel and a further 14 days to get the 
goods, back” – whether or not they were in a sale.  While you can only return goods 
bought in-store if they are faulty (though many retailers’ policies are more generous), 
when you buy goods online you have additional rights to return them, without having 
to give a reason. 

The Consumer Contracts Regulations give you a cancellation period that starts when 
you place your online order and ends 14 days from the day you receive your goods 
(there are a few products that are exempt, such as DVDs if you have opened the 
wrapping, and goods with a seal for health or hygiene reasons that has been 
broken). You need to notify the retailer of your wish to cancel within this period. You 
then have a further 14 days from the date you notify the retailer to return the goods. 
All of the above applies even if you have simply changed your mind. And be aware 
that many online retailers extend the cancellation period further, which may even 
mean you have longer to return unwanted items. 

MoneySavingExpert’s investigation found that of the 100 retailer websites it looked 
at, 15 fell short when it came to their stated returns policies. Of those, 10 were 
providing incorrect information. For example, Accessorize, Monsoon, Oasis and 
Boden all talked about 14 days for sale items. But MoneySavingExpert said all three 
statements were “wrong – you’ve 14 days after delivery to cancel, then a further 14 
days to return”. 

Another five websites did not explain people’s legal rights fully, says 
MoneySavingExpert. For example, the M&S site said you had 14 days to return sale 
items bought online – but only added briefly that “this does not affect your statutory 
rights”, leaving shoppers to click through if they wanted further explanation. New 
Look’s website also referred to sale items being returned within 14 days (the 
company has apparently now amended the wording). 

What about the cost of posting back unwanted items – who pays? Which? says the 
individual must pay, unless the retailer says it will stump up. Make sure you get proof 
of postage, in case the retailer says it didn’t receive the goods. If the thing you 
bought was faulty, you shouldn’t have to pay to return the goods. 

Don’t forget that the retailer has to refund the delivery cost of getting the goods to 
you in the first place. Your refund for the goods must be paid within 14 calendar days 
after returning them. With some shops already in full-blown sale mode, it’s important 
to remember that consumers have exactly the same rights to refunds when they buy 
items in a sale as when they buy them at full price. 



Under the law, a shop only has to accept a returned item from the person who 
originally bought it, so if you are buying a present for someone, always ask for a gift 
receipt so that they can change it themselves if necessary. Accessorize, Monsoon 
and Boden were approached for comment. Oasis said it had amended the 
information on its website, while M&S told us: “At M&S we pride ourselves on 
offering one of the best returns policies. Customers can find full details including 
cancellation and returns rights on our website.” 

Energy supplier Economy Energy has been banned from taking on new 
customers until it improves its customer service: The energy regulator, Ofgem, 
said the ban would remain in place for three months to allow the firm to improve its 
customer contact procedures. It must also address billing and payment failures, and 
issue customer refunds in a timely manner. 

Ofgem said if the company - which has 244,000 customers - failed to improve it 
could have its licence revoked. In addition to the ban on new customers, Economy 
Energy has also been prevented from requesting one-off payments and increasing 
direct debits. Anthony Pygram, Ofgem's director of conduct and enforcement, said: 
"Ofgem is taking action to protect customers from suffering more harm from the 
unacceptable level of customer service provided by Economy Energy. 

"We expect the supplier to take immediate action to rectify its failings or face having 
its ban extended. All suppliers are required to treat their customers fairly. Where they 
do not, Ofgem will take the necessary steps to ensure suppliers change their 
behaviour and to prevent further harm to customers." 

If Economy Energy fails to make improvements within three months, Ofgem can 
extend the ban and, ultimately, cancel the company's licence. Matthew Vickers, chief 
executive at the Energy Ombudsman, which referees disputes between companies 
and consumers, said: "In November alone we opened investigations into 399 
complaints about the company, compared to just 112 last January.”Common issues 
include disputed account balances, failure to issue refunds and concerns over billing 
delays." 

Gillian Guy, chief executive of consumers' association Citizens Advice, said: 
"Today's action by Ofgem is a welcome and necessary step towards fixing the 
consistently poor service experienced by Economy Energy customers. "We've raised 
a number of concerns in recent months about Economy Energy to the regulator. 
These include failing to refund customer credit balances and not properly billing 
people switching to a different supplier. 

"But there's a wider problem behind this news. Ofgem's upcoming licensing review 
offers a major opportunity to stop underprepared firms entering the market. Further 
action is needed now to address the ongoing issues caused by poorly performing 
companies already operating." 
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