EUPHRATES- PHYSICAL GOODSRETURNS & EXCHANGESPOLICY

1. Our products

« We supply physical products.

2.Read instructions

+ Please carefully read and follow all instructiomstt come with our products. F
example, any documents that help you usepooducts. Please also read our webs|
www.euphrates.co.za for tips on our products.

3. Cooling-off period

« Section 44 of the ECT Act may apply to your elecitdransactions. If you qualify a:
consumer under the Electronic Communications @r@hsactions Act, you may
entitled to cancel some electronic transactionsiwiseven days, without reason
penalty. Section 44 is only applicable if you ar@aural person i other words,
human being. You must also be the end user of théupts or service. The transact
must be an electronic transaction — a transactimcladed via (in whol@r in part) th
website, email or SMS.

4. Our productswarranty
« We warrant that all our products are new and ofdggaality unless we clearly deduxi
them as used or reconditioned or as having spetefiects.
5. Return of productsin terms of cooling-off period
« You must return any products in new condition vathpackaging and materials sealed
We will refund the purchase price of the produatin(is the direct costs of returnitige
products) within one to thregays of the date of cancellation. Regrettably wendi
refund any shipping fees when applicable to a ogetiff period requesiVe also do nc
offer refund to used products. All our jhuates products do not offer cash guare
after the products has been used.

6. Statutory products warranty for three months

« We warrant all our new device products against @efects for threenonths of normi



use, from the time we supplied theducts. This is the statutory warranty in terrhthe
Consumer Protection Act of 2008 (the CPA).

7. Statutory compensation

+  We will replace or refund the price of any defeetpwoducts that you return to us du
the 1 week statutory warranty. Returns must foltaw returns procedure below.

8. Choice of compensation

« Any customer that is also a consumer under the @R# decide whether we sho
either replace or refund the defective products.\wWledecide how to compensaany o
our other customers.

9. Invalidation of warranties and right to return unsuitable products

« Our products are very precise, and are manufactamedl repaired under stric
controlled conditions. For this reason, warrantiesany of our productwill be invalid if
any person who is not suitably qualified has opertathpered with or altered 1
products contrary to the instructions or removes wharranty label. This also applies
products found to be unsuitable. It may be fraudamage produs deliberately to clai
a refund.

10. Statutory right to return unsuitable products
« Our customer that is also a consumer under the @B return products within three
days of delivery if they could not examine themdoefdelivery and then discover that
the products are not what they ordered or expede@re not suitable for a spec
purpose that they communicated to us in writing.
11.Returnsof unsuitable products
« A consumer must return unsuitable products withiree¢ days of delivery accordirig
our returns and refunds procedure below.
12.Refund of price of unsuitable products
«  We will refund the full price of any unsuitable prets in their original unopen

packaging. For opened products, we may deduct amgeha reasonable amount for
use of the products plus certain costs necessargfpackaging and restocking, subjexct



the CPA. These costs are usually up to 25% of dseaf the products.

13.Ddlivery costs

« We will cover costs of returning defective or unahle products. We may inspect
products to confirm that they are defective, ocase of unsuitable oped products, th
guantities used seem reasonable, before we do so.

14.0Our returns and refunds procedure
« You must use our returns and refunds procedureeimrning defective or unsuital
products, or else we may refuse to accept them.y Qmbducts ptchased o
www.euphrates.co.za will be considered by Euphr@es.ine for refund or exchange.
Our returns and refunds procedure is as follows:
STEP ONE — Completing the Necessary Documentation
« You should receive a Returns Natéh your order, detailing our returns processydt
have not received this document, please contacto@es Services on 0177z

7877 (Monday to Friday 9am 5pm, excluding public holidays) or by emailing
atsales@euphrates.co.xgith your order details.

- If you are dissatisfied with the products delivetedyou and want to apply for eithe
product exchange or a refund, kindly complete tleéuRhs Note document with all 1
required information. Confirm gur contact details, date of purchase, Order/Ire
Number, and all details of the physical products §ou want to return, including h
and why you believe the products are defectiversuitable for your purpose. If goc
need to be returned fromdéferent location than the shipping address tochtihe Orde
was delivered, please indicate so at that timeth&n event you require an exchat
please indicate what alternative product you believay be better suited, or ask
Customer Service contact centre to assist you.

« Email this completed document back to customerse@ieuphrates.co.zale will
confirm your Return Claim Number via email withinrée business dayd receiving
your claim. Authorisation will be issued by our @ser Care Centre within 3 to
Business Days from time of receiving your request.

« Once your return request has been approved, arRistruction will be communicat
to our courier company, for collection of the goods



STEP TWO - Returning the Product(s)

Returns and exchanges

If the product(s) ordered and delivered are unblétand you wish to exchange them
another selection, we will gladly assist you inigating which alternative product(s) n
be more suited for you.

Kindly note that we will onlyprocess Exchange of product(s), if products retlitoeus
are in original condition, eg unopened, and in tiginal intact packaging. On
returnedgoods have been received and inspected, we witleggexchange and initi
the shipment of replacemeptoducts to you. Our Team will liaise with you tondirm
when goods have been validated for exchange, aed védplacement products have
shipped to you. Note that replacement of produets only take place if alternati
product is of the same vaulf you wish to have the original product(s) se@d by othe
products of a higher value, we may decide to refilnad transaction entirely and as
you in placing a new order for a new amount.

Once the goods authorised for return have beeratetlby our courier company, ples
send an email to customerservice@euphrates,cpaviding us with the trackir
number communicated to you by the courier compdnyree of collecting the parc:
Shipping of the returned parcel back to Euphratas.®e wil take place via stande
ground shipping. Please allow up to 10 working dagm the date on which the pack
was collected for it to reach us.

Once we have received the package, we will notify yia email that we have recei
the physical products.

In the event the goods received are not in thegiral condition, we reserve the right
not agree on an exchange or refund, and will themact you to notify you of potent
alternative process we may agree upon.

Any return of physical products rsuinclude all accessories and instructions, ai
original packaging that is still available. If nagkaging is available, please make
the products are in protective packaging as wenateresponsible for any damage
transit.

STEP THREE - Processing a Refund

If you require a refund we will refund the priceigpody you for the goods (exclusive
the initial delivery charge) within twenty (2@ays of receiving your returned goc
provided that you have returned the goods to usheir origind condition at ou
distribution centre within 14 working days of dery.

Refunds will only be made against the original d@fddbit card usedWe do no



guarantee cash back for any of the our Euphratetupts that are purchased.

Until such goods areeturned to us, you are obliged to exercise allaealsle care |
store the cancelled goods safely and in apprope@tditions.

Please Note: We cannot accept returned goods teatemsonably believe have b
used. In such circumstances, we will notyffyu that no refund will be available and
will be responsible for arranging for such good$éoreturned to you within 28 days
our notification.

As a Customer, you are entitled to apply for amdfif you believe products deliver
are unsuitable (as stated in Clause 10), or ifdeide to invoke a coolingf period (a
stated in Clause 5).

In either cases, you need to communicate to us intingg via emai
to customerservice@euphrates.cpwedh reasons as to why you believe the produd
unsuitable, or to notify us of your intent to exseca cooling-off period.

Processing of a refund claim will only take place® Euphrate®©n Line has receive
the returned goods and been able to inspect tltripi®

If you claim that our products arefdetive, our technicians will examine the produoi
defects. They will report to us whether the produgere defective, were misused or
of good quality.

If you claim that our products are unsuitable four purpose, we will first investige
whetter you communicated the purpose to us. If youw&will then provide you with
written report indicating whether we believe theogucts were unsuitable for yc
specific purpose or not. If you returned the prdagdugithin the seven day coolirgft
peiod and our technician reports that the productsevdefective, were provided to y
for your specific purpose and were unsuitable i@t purpose, then we will either con
you and ask you whether you would like us to replacrefund the price of é¢hproduct
(if you are also a consumer under the CPA) or adyisu how we have decided
compensate you (if you are not a consumer undeCB#%). If the products were returr
outside the seven day cooling-off period, or oghigcian reports that theroducts wer
misused, were of good quality, were not providegda for a specific purpose or w
suitable for that purpose, then we will not replaceefund the products. Our custol
services department may tell you that they do etiebe you have claim, for examp
because the warranty period of the products haseskpn this case we may refuse
replace products, or refuse to pay a refuhgou choose for us to replace the produc
we decide to do so ourselves, we will contact ysus®n as reasonably possible
organise the necessary steps to repair or replec@roducts.flyou choose for us
make a refund or we decide to do so ourselves, Mieantact you and arrange paym
of the refunded amount into the Credit Card accoget to process the purchase, w
30 days of cancellation.



15. Damaged items

« When your order arrives, please inspect the bagrigrdamage that mdave occurre
during shipment. It is normal for the shipping bagshow some wear, however
damage occurred to the item(s) in your shipmemiage contact us immediatelyCHtZ
772 7877 Please provide the order number along with yonaieaddress and phc
number for fastest service. To assure prompt résaluplease retain the shipping bag
packing materials and the damaged items for ingpebly the carrier.

16. Dispute resolution

« If we do not accept that we supplied defective msuitable products, and our custo
services department has not been ableetp, any customer may still take the matte
with a suitable dispute resolution body, or takgaleaction. The dispute resolut
procedures under the CPA do not necessarily applglittransactions with us. TI
policy does not exclude any other rights customeayg have.

17.0ur customer services department contact details
« Our customers can contact our service departmefotlagss:
Telephone number: 012 772 7877

Email Address: customerservice@euphrates.co.za
Office hours: 09:00 to 17:00 on business days, Butlic Holidays



RETURNS FORM

Need to make an exchange or return?
Complete the below form and return with your product within 14 days of delivery.

Name:

Address:

Suburb:

Postcode:

State:

Telephone Number:

Please refer to your delivery Note to complete this section

Order Number:

PRODUCT NAME QTY REFUND/EXCHANGE REASON CODE

Exchange details

If you have indicated ‘exchange’ above, please list the product you would like us to replace your
item with below.

Reason Codes

PRODUCT NAME SIZE

1. Faulty/Damaged
2. Poor quality

3. Sent incorrect item
4. Arrived too late

5. Incorrectly ordered
6. Wrong skin type

Items must be in their original condition. To view our full returns and exchanges policy, please visit www.euphrates.co.za
Or contact Euphrates Customer Service at 012 772 7877 (Monday - Friday 9am - 5pm).



