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RETURN AND 
EXCHANGE POLICY



EACH 

 In accordance with the laws and regulations in force in the State of Qatar
 in relation to consumer protection and based on circular No. (3) of 2016
 by the Director of Consumer Protection and anti-Commercial Fraud
 department, the following policy and mechanism govern transactions

between suppliers and consumers

RETURN AND EXCHANGE LEGALLY BINDING CASES IF A 
REPLACEMENT IS NOT AVAILABLE, THE SUPPLIER MUST 

REFUND THE PRICE OF THE ITEM.

• Establishment is entitled to set its own return and 
exchange policy

• Consumer is entitled to exchange or return a product 
during the period specified in accordance with the policy 
of the establishment

FIRST: PRODUCT DEFECT

SECOND: NON-CONFORMITY WITH 
STANDARD SPECIFICATIONS

If the product has a defect

In case the item is not 
delivered in its original 
condition

consumer, upon his request, 
the opportunity, to try the 
product if applicable

Example

Example

A consumer buys an electrical device that 
fails to conform to the standards issued by 
Qatar General Organization for Standards 
and Metrology.

When using a product
that turns out to be 
defective 

After delivery, the item
was found to be damaged 
(scratches, fractures…)

When you buy a machine 
without testing it and find 
out upon its first time use 
that it is non-operational



Other similar cases that give you the right for a 
partial refund

Cases in which the sale of a product to a consumer 
involves a violation committed by the supplier 

THIRD: THE ITEM FAILS TO MEET THE PURPOSE 
OF THE TRANSACTION

If when buying a particular item, the sale was accompanied by a violation of laws and 
regulations related to consumer protection, the consumer has the right to return and 
exchanged the item with another product. In the absence of another product, the 

supplier must refund the consumer.

When the supplier advertises that it is selling a product at the lowest market price and 
the consumer finds that the same product is being sold at a lower price at another shop.

Example

When purchasing an item 
fails to meet the purpose that 
it was bought for. 

When the trader fails to secure 
a place to try outfits although 
the nature of the product 
requires consumers to try it 
before purchasing it.

Example

When a consumer purchases an 
electronic device on the basis 
that it has multiple functions (a 
TV, mobile phone ...) and finds 
that some of these functions do 
not exist

After purchasing the clothes, 
consumers discover that their 
size is inappropriate

Purchasing a product that has expired.

Purchasing a supposedly original car spare part that 
turns out to be counterfeit.



When purchasing a product that fails to match what 
was agreed upon with the supplier

Ways to recover money when returning a product

When you receive a product that is not the same as the required item, or that the 

exchange it.

In case the product is purchased by

The amount is refunded to the used card. 
Credit Card

The consumer should be refunded either in cash or 
by check.

Check 

The refund should be made in cash.
Cash 

If the refund of cash value was agreed upon, the 
consumer may not be forced to accept an alternative 
solution such as store credit or points for purchases.

Obligatory situations of
exchanges and returns

The refund should be made in cash.
Debit Card



WHEN YOUR RIGHT TO EXCHANGE OR RETURN A 
PRODUCT IS DEPENDENT ON THE STORES’ POLICY

TIPS FOR CONSUMERS BEFORE
MAKING A PURCHASE

For instance, in cases including 

• Regretting spending the amount paid to the shop

• Finding a similar but cheaper product

• Taking the product home and being dissatisfied with the color 

• Purchasing the item as a gift to someone who wants to exchange it

• When the product is used, damaged, or when the trade mark is removed 
among other issues that might a�ect its resale

• Buying clothes without trying them and discovering that they don’t suit 
you

To protect your right to exchange or return the product 

• When purchasing from a store or website, make sure to check the return 
and exchange policy

• You can negotiate additional privileges in terms of the exchange and 
return policy with the shop owner. Make sure to document them to 
protect your right.

• Ask for an invoice 

• Make sure that the item is in a condition that allows the shop to resell it.

• Make sure to check the size of the item or to try it before making a 
purchase



GUIDANCE FOR SUPPLIERS

• Suppliers should clearly display the return and exchange policy in a 
prominent place at the front of the shop. The policy should be written in 
Arabic (as well as other languages chosen by the merchant).

• Merchants should post the exchange and return policy on the back of the 
invoice handed to consumers.

• Merchants shall refrain from posting any banner indicating that products 
cannot be exchanged or returned.

• If the item is delivered to consumers through home delivery service, the 
exchanged product should be delivered free of charge.

• Merchants shall provide a space for consumers to try products before 
making a purchase.

• Merchants shall fully refund consumers for the price of products as well as 
shipping and delivery fees in case consumers are entitled to a refund. 


