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13/419

	COMPLAINT NUMBER
	13/419

	COMPLAINANT
	J. Colquitt

	ADVERTISER
	Biomag New Zealand

	ADVERTISEMENT
	Biomag Website

	DATE OF MEETING
	26 September 2013

	OUTCOME
	No Grounds to Proceed


Complaint: The Woolrest Biomag website www.biomag.co.nz advertised their “Return’s” policy. The policy said, in part: 
“We offer a 60 day money back product guarantee on all our Woolrest BioMag range of magnetic mattress pads... As long as you are still within your guarantee period, you are able to return it and receive a full product refund […] When you are refunded, you get the full amount back on the product, apart from a small $20 handling and processing fee.”
Complainant, J. Colquitt, said: the advertisement was misleading because it said when you are refunded, you get the full amount back on the product, apart from a small $20 handling and processing fee. The Complainant was of the view that a $20 handling and processing fee was not a “money back guarantee.” 
The relevant provisions were Basic Principle 4 and Rule 2 of the Code of Ethics. 
The Chairman noted the Complainant took issue with the returns policy advertised, however, she was of the view that the Advertiser’s “Returns” policy was clear regarding the money back guarantee and the $20 postage and handling.
The Chairman said that the advertisement was not misleading and was clearly concerned with customer satisfaction which including several suggestions to discuss the product with a customer service representative on the Advertiser’s website before returning it. The Chairman noted that the Advertiser also offered a warranty on their products and said sending a product back because the customer was dissatisfied or had changed their mind, was different from the product being returned under warranty because it was faulty.
Considering the above, the Chairman was of the view that the advertisement was not likely to deceive or mislead consumers as the conditions associated with returning the product were clear in the advertisement. Therefore the Chairman said the advertisement had been prepared with a due sense of social responsibility and was not in breach of Basic Principle 4 and Rule 2 of the Code of Ethics. 

Accordingly, the Chairman ruled that there were no grounds for the complaint to proceed.

Chairman’s Ruling: Complaint No Grounds to Proceed
2

[image: image1.png]