
CONOW Return & Exchange Policy 

This policy applies to the European region only. 

We hope you love your order! However, if you are not completely satisfied with a product, you may 

contact us to arrange a return or exchange. 

Purchasing channels other than CONOW may have their own policies. Please contact them directly 

for more information. 

Please note that return and refund policies may vary according to local laws and regulations. 

 

Return & Exchange Policy 

1. If a product has a quality defect or performance failure, a return & refund or exchange may be 
requested upon confirmation by CONOW Official Support (official email address: 
support@conow.com). 

2. Distributors are responsible for providing return & refund and exchange services to their end 
customers. Distributors must then initiate the return/exchange request to the official CONOW 
email address. 

3. Shipping cost reimbursement rules are as follows: 

For returns/exchanges due to quality or performance defects, CONOW will cover the shipping 
costs. 

For returns/exchanges without quality issues, the distributor is responsible for the shipping 
costs. 

End users may contact their point of purchase to inquire about specific shipping cost rules. 

 

Return & Exchange Conditions 

1. Valid proof of purchase (receipt, invoice, or other documentation) must be provided. A detailed 
description of the product defect is required. Photos or videos demonstrating the fault must be 
sent to the official CONOW email address for verification of eligibility. 

2. Once the return/exchange request is officially approved, the product must be returned within  
15 business days. Failure to return the product within this period will result in automatic 
cancellation of the request. 

A new request must be submitted if needed. 

3. The product and all its accessories must be free of any man-made damage. 
Returns/exchanges are not accepted for damage resulting from: unauthorized use or 
modification of the product (including exposure to moisture, ingress of foreign objects such as 
water, oil, and sand); uncontrollable external factors (e.g., fire, flood, strong wind, lightning, 
traffic accidents); or improper installation/operation. 

4. All accessories must be returned to CONOW together with the main product. All parts and 
accessories must be packed securely to ensure they remain intact and undamaged during 
transit. 

5. The product label and serial number must be clearly visible, with no signs of tampering or 
alteration. 

6. The use of unauthorized third-party parts and any resulting damage due to reliability or 
compatibility issues invalidates eligibility for return/exchange. 

 



Return & Exchange Process 

 

 

Node 1: The end customer submits a return/exchange request to their point of purchase for 
handling. CONOW can assist the distributor in processing the request. 

  

Node 3: Review 
Result 

Node 6: Inspection of 
Returned Product 

Node 6: If the returned product does not meet the requirements, 
the distributor is informed of the reason. The distributor must 

re-initiate the process according to the guidelines; otherwise, the 
product will be shipped back and the process terminated. 

Node 3: If the request does not meet the 
conditions, the distributor is informed via email of 

the reason for rejection. The distributor may 
reapply, or the process ends. 

Node 2: Initiates a request via the official 
email address: support@conow.com. 

Node 5: The distributor returns the product in accordance with 
the return/exchange requirements. 

Node 4: CONOW Official Support provides a prepaid return shipping 
label. 

Does not meet conditions 

Meets conditions 

Meets conditions 

Does not meet conditions 

Node 7: Return & Refund/Exchange 

Process Ends 

Node 1: Distributor Node 1: End Customer 
Return/exchange 
is processed by 

the point of 
purchase. 

Requests 
return/exchange. 



Node 2: To initiate a request, contact the official support email address. The following information 
must be provided: 

Order Number:  

Image of Proof of 
Purchase/Invoice/Receipt: 

 

Date of Purchase:  

Distributor Name:  

Distributor Address:  

Reason for Return/Exchange:  

Photos/Videos of the Fault:  

 

Node 3: Request Review. CONOW support staff will review the provided information. If the request 
is not approved, an email will be sent stating the reason. A new application must be submitted. If the 
request ultimately cannot be approved, the process is terminated at Node 3. 

 

Node 4: Approved Request. A prepaid return shipping label will be provided, along with instructions 
for proper packaging to ensure safe return. The product must be returned within 15 business days. 
Requests exceeding this period will not be accepted. 

 

Node 5: Returning the Product. The distributor must pack the main unit and all accessories 
securely. After confirmation, the product is shipped to the provided return address. The proof of 
purchase must be included with the shipment. 

 

Node 6: Product Inspection. Upon receipt, CONOW will inspect the returned product and its 
packaging. If the return does not meet the conditions, a new request must be submitted following 
the requirements. Otherwise, the product will be returned and the process terminated. Return 
shipping costs will be the responsibility of the returning party. 

 

Node 7: Return & Refund/Exchange. For an exchange: After receiving your exchange request, 
CONOW will ship the replacement product within 7 business days of receiving the returned item. 
Logistics information will be notified via email. For a return & refund: After receiving your refund 
request, CONOW will process the refund within 14 business days. A confirmation email will be sent 
upon completion. If you have not received your refund after 14 business days, please contact the 
official CONOW email address. 

 

Important: Do not return any product before obtaining official confirmation from CONOW. 
Returns/exchanges initiated without prior confirmation will not be processed. 

 


