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          Shopping and Donating


Make smart shopping decisions, know your rights, and solve problems when you shop or donate to charity.


View Shopping and Donating
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Sham charity turns the Big C into a Big Con.  Here’s what to know to avoid a cancer charity scam
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            The pleas pulled at heartstrings — donate now to help women struggling with breast cancer pay their rent or their utilities — and generous people responded. In truth, barely a penny of every dollar donated went to cancer patients. Today the FTC and ten state partners sued the so-called “charity” that lied to donors about helping cancer patients.



      




  






      

    
                      
        View all Consumer Alerts

Get Consumer Alerts

      

          





          

  


      

    
  


      




            

          

              
	
                              
              Show/hide Credit, Loans, and Debt menu items
            
                    
            
              
  
  
              
  

          
        
  
    
        
    

  
  
  
    


    
          Credit, Loans, and Debt


Learn about getting and using credit, borrowing money, and managing debt.


View Credit, Loans, and Debt
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            Are you looking for ways to pay off credit card debt? Offers to help you cut down or wipe out your debt might sound like a perfect solution, but dishonest debt relief companies will take your money and do little or nothing to help. So how do you get real help and skip the scammers?
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          Jobs and Making Money


What to know when you're looking for a job or more education, or considering a money-making opportunity or investment.


View Jobs and Making Money
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Job scams targeting college students are getting personal
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            If you’ll be seeing college-age relatives over the holidays, warn them about a variation on the “job interview” scam that students looking for summer or permanent employment have reported to us.
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          Unwanted Calls, Emails, and Texts


What to do about unwanted calls, emails, and text messages that can be annoying, might be illegal, and are probably scams.


View Unwanted Calls, Emails, and Texts
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Fake shipping notification emails and text messages: What you need to know this holiday season
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            When you order something online, you might get several emails or text messages about your order: Confirming your order. Telling you it shipped. Saying it's out for delivery. Notifying you about delivery. Did you know that scammers send fake package shipment and delivery notifications to try to steal people's personal information — not just at the holidays, but all year long? Here's what you need to know to protect yourself from these scams.
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          Identity Theft and Online Security


How to protect your personal information and privacy, stay safe online, and help your kids do the same.


View Identity Theft and Online Security
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            When you order something online, you might get several emails or text messages about your order: Confirming your order. Telling you it shipped. Saying it's out for delivery. Notifying you about delivery. Did you know that scammers send fake package shipment and delivery notifications to try to steal people's personal information — not just at the holidays, but all year long? Here's what you need to know to protect yourself from these scams.



      




  






      

    
                      
        View all Consumer Alerts

Get Consumer Alerts

      

          





          

  


      

    
  


      




            

          

              
	
                  Scams
              
	
                              Search
            
              Show/hide Search menu items
            
                    
            
              
  
  
                
    
      
  
    
      
            
              

    

  
    
      Items per page
  
  
  

  


  20
50
100



  





  
  
  


  



    
      
      Filters
      
        
        
      Fulltext search
  
  
    


  
  
  


      

    

  
  
  








          

  


    

  


      




            

          

              





  

  


          

        
        
        

            
  CFG: Translation Menu

  

        


      	
                                                  Español
                  


  

  

            
  CFG: Secondary Menu

  

        
    
    	
          Report Fraud
        
	
          Read Consumer Alerts
        
	
          Get Consumer Alerts
        
	
          Visit ftc.gov
        


  



  




        
            
  CFG: Main Navigation

  

          
  
          	
      
                    
          Shopping and Donating
        
              
          Show/hide Shopping and Donating menu items
        
      
                
  
          	
      
      
                      
          Shopping
        
              
              
	
      
      
                      
          For the Home
        
              
              
	
      
      
                      
          Health
        
              
              
	
      
      
                      
          Funerals
        
              
              
	
      
      
                      
          Buying and Owning a Car
        
              
              
	
      
      
                      
          Donating to Charity
        
              
              


    
  

      
              
	
      
                    
          Credit, Loans, and Debt
        
              
          Show/hide Credit, Loans, and Debt menu items
        
      
                
  
          	
      
      
                      
          Credit and Debt
        
              
              
	
      
      
                      
          Loans and Mortgages
        
              
              


    
  

      
              
	
      
                    
          Jobs and Making Money
        
              
          Show/hide Jobs and Making Money menu items
        
      
                
  
          	
      
      
                      
          Money-Making Opportunities and Investments
        
              
              
	
      
      
                      
          Jobs
        
              
              
	
      
      
                      
          Education and Training
        
              
              


    
  

      
              
	
      
                    
          Unwanted Calls, Emails, and Texts
        
              
          Show/hide Unwanted Calls, Emails, and Texts menu items
        
      
                
  
          	
      
      
                      
          Unwanted Calls
        
              
              
	
      
      
                      
          Unwanted Emails, Texts, and Mail
        
              
              


    
  

      
              
	
      
                    
          Identity Theft and Online Security
        
              
          Show/hide Identity Theft and Online Security menu items
        
      
                
  
          	
      
      
                      
          Identity Theft
        
              
              
	
      
      
                      
          Online Privacy and Security
        
              
              
	
      
      
                      
          Protecting Kids Online
        
              
              


    
  

      
              
	
      
                    
          Scams
        
              
          Show/hide Scams menu items
        
      
                
  
          	
      
      
                      
          Gift Card Scams
        
              
              
	
      
      
                      
          Government and Business Impersonators
        
              
              
	
      
      
                      
          Phone Scams
        
              
              
	
      
      
                      
          Romance Scams
        
              
              
	
      
      
                      
          Scams Against Immigrants
        
              
              
	
      
      
                      
          Scams Against Older Adults
        
              
              
	
      
      
                      
          Scams Against Small Businesses
        
              
              
	
      
      
                      
          Wire Transfer Scams
        
              
              


    
  

      
              


    
  



  

  
    
      
            
              

    

  
    
      Items per page
  
  
  

  


  20
50
100



  





  
  
  


  



    
      
      Filters
      
        
        
      Fulltext search
  
  
    


  
  
  


      

    

  
  
  








          

  



        



              

          

    



      
      
    
      

  
    
      
            
              
      
      Breadcrumb

      	
                              Home
                          
	
                              Articles
                          


    
  
    

  
    
      
            
              

                            Vea esta página en español
            

          

  





          

  



  
    
      
            
              

  
    
        
            
          
            

  
  
  
    
              


    
          Article

      





  Solving Problems With a Business: Returns, Refunds, and Other Resolutions




      
  


      
        





      

    
                      





          

  


    

  


  
        
  


  
  
      
      
        
        
            
    

  
    
      
            
              

  
    
        
            
    
                      





          

  



  
  
  
    
              
                      


    
          Disappointed by a product or service? These strategies and this sample complaint letter can help you get your money back or reach another resolution.



	Go Back to the Store or Website
	Write a Letter
	Get Outside Help
	Post an Online Review
	Consider Dispute Resolution Alternatives





Go Back to the Store or Website


Before you go back to the store or website, learn about the company’s return policies and collect documents related to your purchase.


	Look for return policies, deadlines, customer service numbers and other important information on receipts, product packaging, warranties, or the seller’s website.
	Check deadlines. Many stores will not take returns or exchanges after a certain time, like 30 or 90 days. Promptly return your undamaged item to have the best chance of a refund, exchange, or store credit. You might have to contact the manufacturer to return a defective or damaged product after a seller’s return deadline.
	Collect key documents. Gather your receipts, warranties, canceled checks, credit card statements, invoices, contracts, or other documents. Make copies of documents to give the business and keep the originals. If you go to a store, bring any tags and original packaging you have.



Tell the business what happened. Give details about the problem, and about the resolution you want.


	Explain the problem. Is the product defective or damaged? Did you get poor service or repairs that didn’t fix the problem? Reputable businesses want to know about their customers’ problems so they can act and avoid future complaints.
	Be clear about what you want. Say if you want a full refund, an exchange, a store credit, a markdown on the item you bought, or a percentage discount on a future purchase. Explain why you want that result. Sellers are often more willing to offer a store credit than a refund. It’s less expensive for them and keeps you as a customer.
	Ask to speak with a manager. If a customer representative doesn’t offer the result you want, be calm, polite, and persistent. Ask for a manager or supervisor. A manager will likely have more flexibility and authority to resolve the issue. Explain the problem to each person you talk with and describe what you want them to do.
	Keep notes about what you did to solve the problem. List the people you talked to, the date of your conversation, and what they promised to do. If you chat online or send forms to customer service, save a copy of what you wrote, or take a picture of the screen before you exit, and note the date.



Write a Letter


If you can’t resolve the problem by going back to the store or website, use this sample letter to write an effective complaint. When you write


	
Give your name, mailing address, and email address. Include your phone number too, if you want the business to contact you that way. Include your account number if you have an account with the business, and the related order or transaction number.


	
Give the basics. Describe the product or service you bought and important details of the transaction. Give the product’s name, its serial or model number, and the date and place you bought it or had it repaired or serviced.


	
Explain the problem. For example, say the product doesn’t work, you were billed incorrectly, something wasn’t disclosed clearly, or a product’s features were misrepresented.


	
Tell the business what you want. For example, say you want a refund, repair, exchange, or store credit.


	
Include copies of relevant documents , like receipts, repair orders, and warranties. Keep the originals.


	
Describe your next steps. Say how long you’ll wait for the business to answer. Give time for the business to act, and let it know you’ll report the matter to your state attorney general or state consumer protection office if you don’t hear by your deadline.


	
Make a copy of your letter to keep. Send your letter by certified mail and ask for a return receipt. If you send your complaint letter online, print the screen that shows your letter or take a screenshot of your letter before you click “submit.”





Get Outside Help


If you’re not satisfied with a business’s response to your complaint


	
Contact your state attorney general or state consumer protection office. These government agencies might mediate complaints, conduct investigations, and take other action against those who break consumer protection laws.


	
Contact a national consumer organization. Groups like Call for Action and Consumer Action try to help people with complaints.


	
Contact your local Better Business Bureau The Better Business Bureau is made up of organizations supported by local businesses. Local Better Business Bureaus try to resolve customer complaints.


	
File a report with the FTC. The FTC doesn’t resolve individual complaints, but your report helps law enforcement detect patterns and might lead to an investigation. Tell your story at ReportFraud.ftc.gov.


	
Visit USA.gov/complaints to get information about filing complaints about specific types of products, steps to filing a complaint with a seller or manufacturer, links to product recall information, and more.








Post an Online Review


If you can’t resolve the problem and feel the business has been unfair, write an online review. The Consumer Review Fairness Act protects your ability to share your honest opinions about a business’s products, services, or conduct, in any forum, including social media.


It’s illegal for companies to threaten or penalize you for posting honest reviews. Many companies check social media and might reply if they see you’re dissatisfied with their response to your complaint.


Consider Dispute Resolution Alternatives


Many consumers and businesses use dispute resolution programs instead of going to court.


	In mediation , a neutral third party helps you and the other party try to resolve the problem. However, it's up to you and the other party to reach an agreement.
	In arbitration you and the other party might appear at hearings, present evidence, or question each other’s witnesses, although the setting is less formal than court. An arbitrator or panel makes a decision or award after you present your case. The decision might be legally binding.



Many dispute resolution programs are voluntary, so you decide whether to use them. But in some states, a court might order you to try mediation or arbitration. Some companies require you to use arbitration for disputes and give up your right to go to court. Check your contract or product packaging to see what a business requires.


Your state consumer protection office or bar association might be able to suggest alternative dispute resolution programs in your area.


Small claims courts can resolve many financial disputes. The dollar limits on claims vary by state, but some states set the limit as high as $25,000. The costs of using small claims courts is relatively low, the procedures are simple, and you usually don’t need a lawyer. Check with your local small claims court for information about how to file your lawsuit.


If all else fails, consider a lawsuit. You’ll be able to sue for damages or any other type of relief the court awards, including legal fees. A lawyer can advise you about your options.
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