
20.1 If you wish to return your box, you must do this within 14 days of receiving 

your order. The box must be received by us within 14 days or proof that it has 

been mailed within the 14 day period for the return to be valid.

20.2 Your right to return an order will expire 14 days from the day after the day 

on which your order was received.

20.3 You will have to bear the full cost of returning the goods to us, including 

any customs charges or duties that may be payable, except in cases where 

there is damage, defects or incorrect sizes, and in such cases we will issue a 

returns label at our cost. All damage, defects and incorrect sizes must be 

reported to us within 48 hours of receipt by email to info@heat.io including 

your name, order number and photographic evidence. If you choose to use our 

preferred logistics partner, DHL, we can provide a return shipment quotation 

that will have the flexibility for you to arrange a collection or drop off date to 

suit you. This will need to be paid by you to us in advance of the shipping label 

being emailed to you, and for returns from outside of the UK, will ensure that 

no additional duties or charges will be payable. If you choose to select a 

carrier other than DHL for returns outside of the UK, your refund, if applicable, 

will only be issued on receipt of written confirmation from your carrier that all 

duties and charges have been paid by you. Please be aware that this process 

can take several weeks.

20.4 When sending a return, please include your order number and sender 

details inside your box to allow for easy identification and prompt processing. 

Unidentified returns will not be actioned

20.5 Any Box you wish to return must be returned in its original packaging and 

must contain its original items. For any returns from outside of the EU, clearly 

mark on the box “UK MERCHANDISE RETURN” See attached illustration at the 

end of this document.
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20.6 In the case of multiple boxes being purchased, you cannot mix items 

from different Boxes in order to return a Box. This is because items have 

been specifically curated for a particular Box so that the recommended retail 

price for all items contained in the Box meets our minimum requirements. 

20.7 If boxes are returned containing items from different boxes (i.e. not from 

their original Boxes) you will be required to keep all Boxes and no refund will 

be made. In these circumstances, we reserve the right to charge a sum as 

reasonable compensation for the net costs we will incur as a result of you 

breaking the contract in addition to the return shipping costs which will be 

paid by you.

20.8 For accepted returns, we may make a deduction from the 

reimbursement for loss in value of any goods supplied, if the loss is the result 

of unnecessary handling by you.

20.9 We may make a deduction of £15.00 from the reimbursement for any 

damage to the original Heat Box provided with your purchase or if the original 

Heat box is not returned to us.

20.10  The address for returns is: Returns, Box of Heat Limited, Unit 12A, 31 

East Business Park, Kingfisher Way, Dinnington, S25 3AF..

20.11 If we choose to supply and you agree to accept a replacement box or 

boxes, shipping is complementary, but exchanges made to destinations 

outside of the EU will be processed for customs clearance and therefore if 

any relevant import duty and tax charges apply these will be payable by the 

customer. Non-EU customers may be able to recover these duties and 

charges by contacting your local custom’s bureau or by hiring a customs 

broker.

20.12 Items should be returned unused and with any Heat and designer 

garment tags still attached. Returns that are damaged or soiled will not be 

accepted and will be sent back to the customer and/or a refund refused. In 

these circumstances the shipping will be paid for by the customer before 

dispatch. We can advise a shipping cost or the customer can arrange a 

collection.

20.13 Where provided, belts and any designer packaging such as authenticity 



cards, dust bags, and leather tags should be included with your return.

20.14 All shoes should be tried on a carpeted surface before wear.

20.15 Boxers, briefs, and swimwear should be tried on over underwear. 

Returns will not be accepted if items are soiled.

20.16 Goods are only classified as faulty if they are not of satisfactory quality, 

fit for purpose or as described. Please note that items which are damaged or 

as a result of normal wear and tear; by accident; or through misuse will not 

be considered faulty.

20.17 We make every effort to display as accurately as possible the colours of 

our products that appear on Heat.io. However, as computer monitors vary, we 

cannot guarantee that your monitor’s display of any colour will be completely 

accurate.

20.18 We are under a legal duty to supply products that are in conformity with 

the contract and nothing in this contract affects your legal rights under the 

Consumer Rights Act 2015. You may also have other rights in law.

20.19 We promise that any items purchased through our Site will, be of 

satisfactory quality and fit for their purpose. If this promise is not met, you 

may request for a full refund.

20.20 We offer a flexible returns policy to make your online shopping 

experience even easier. However, customers returning items repeatedly may 

be refused at our discretion.

20.21 Please note that we will only ever be able to return the items to you 

directly, and not to any third party or company.

20.22 Where a refund is agreed, we will make reimbursement without undue 

delay, and not later than 14 days after the day we receive back from you any 

of the box or boxes supplied.

20.23 All reimbursements will be paid back via the original payment method/

account/card.




