
Our returns policy for EE stores for EE, Orange and T-Mobile customers 

 

Terms and Conditions 

We want you to be happy with what you‟ve bought from us. If you‟re not, here is how you 

may be able to return your purchase. 

This policy is for new and existing customers who join or upgrade in this store only, apart 

from the purchase of: 

 EE home broadband ; 

 accessories; 

 any extra services added to your account after you join or upgrade; and 

 insurance services (where separate insurance terms will apply).  

If you take out or upgrade more than one line with us, this policy applies to each separately. 

We do not offer a change of mind policy on any of our products in store. However, we do 

offer a 14 day return on our products if you are experiencing coverage issues or our 

coverage does not meet your expectation.You‟ll have 14 calendar days from when you join 

or upgrade, including the day of original purchase or upgrade, to return your phone and/or 

plan to the store where you purchased. You can only make one return within this time.  

You‟ll need your original receipt and the phone/device you‟re returning must be complete 

and in “as new” condition. That means you‟ll have to return the phone and any inclusive „in-

box‟ accessories (including the charger) supplied. You‟ll also have to return any free or 

promotional items that you got at the same time as joining or upgrading in “as new” condition 

too. We‟ll then refund you what you paid us, bearing in mind the points below. 

 If you‟re returning an upgrade, you‟ll then go back onto your previous phone and plan and 

any remaining minimum term commitment will still apply. If you‟re a pay monthly customer, 

we‟ll refund any deposit or upfront payments back to you, using the payment method that 

you originally used. 

You will have to pay your line rental and charges for any services that you‟ve used before 

you returned your phone to us. We‟ll set off any services you use against your allowance, 

based on the number of days before you returned your phone. This will be reflected on your 

final bill, plus any refund of any upfront payments you paid for with your first bill.  

If you‟re a pay as you go customer, we‟ll refund what you paid for your phone, but not what 

you paid at the same time for any top up or any remaining top up balance left on your SIM. 

If you‟re a mobile broadband customer, you‟ll be treated the same as either a pay monthly 

customer or pay as you go customer, depending on how you pay for your plan 

EE home broadband  
 
If you join an EE home broadband plan, and your internet speeds are significantly lower than 
estimated when you joined, you may be able to cancel your Broadband plan and call 



package within 3 months of provisioning your plan. See your plan‟s terms and cond itions for 
more information. 
 

Just remember that your statutory rights aren‟t affected by this policy. 

Faulty phones and accessories 

If you are experiencing any faults with your handset or accessory, then pop into one of our 

stores where we can better service your needs. Again, your statutory rights are not affected. 


