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1. CORE PRINCIPLES & CONSUMER PROTECTION
This Refund & Cancellation Policy governs financial reversals and cancellations for services booked through the WilteX Direct platform. WilteX Direct is a marketplace platform connecting Customers with independent Fleet Partners; it does not own the vehicles or transport assets used to fulfil bookings, but it administers refunds and cancellation fees on behalf of the parties as set out below. This policy adheres to the South African Consumer Protection Act (CPA) 68 of 2008 and is intended to ensure equitable financial adjustments for Customers and Fleet Partners.
2. REFUND ELIGIBILITY MATRIX

	Scenario / Trigger
	Refund Eligibility
	Cancellation Fee / Deduction Details

	Cancellation before Driver Dispatch
	100% full refund
	Zero deduction if cancelled prior to a Driver accepting or dispatching toward pickup.

	Cancellation En-Route (Driver Dispatched)
	Partial refund
	A base call-out fee is deducted to compensate the Driver for fuel and time incurred; the balance is refunded.

	Driver No-Show / Service Abandonment
	100% full refund
	Full refund issued immediately; the Driver is penalised on platform quality metrics.

	Unsuccessful Delivery (Customer Fault)
	No refund
	If the recipient is absent or an invalid address was provided, the full trip fee applies and return-trip costs are billed separately.



3. REFUND PROCESSING MECHANICS
All approved refunds are automatically routed back to the original card or bank account used at checkout, via the licensed payment service provider(s) integrated with the platform in accordance with the Settlement & Payout Policy (POL-SET-2026-V2). Funds typically reflect within 3 to 5 business days, depending on the card-issuing institution.
	Cross-Reference: Section 18 of POL-SET-2026-V2 confirms that WilteX Direct may use, add, or replace one or more licensed payment service providers without altering the underlying settlement schedule; the same principle applies to how a refund is routed back to the Customer.


4. NON-REFUNDABLE PROCESSING FEES
Standard platform technology fees or third-party card-processing surcharges are non-refundable where cancellation occurs due to Customer error after dispatch confirmation.
5. RELATIONSHIP TO OTHER POLICIES
This policy operates alongside, and does not replace, the Settlement & Payout Policy (POL-SET-2026-V2) and the Dispute Resolution Policy (POL-DSP-2026-V2). Where a refund arises from a formally lodged dispute rather than a straightforward cancellation, the process in POL-DSP-2026-V2 governs how the underlying evidence is reviewed before this eligibility matrix is applied. Where a refund is recovered from a Fleet Partner's settlement after payout, Section 16 (Chargebacks, Reversals & Refund Recovery) of POL-SET-2026-V2 applies.
6. GOVERNING LAW
This policy is governed by the laws of the Republic of South Africa and adheres to the Consumer Protection Act (CPA) 68 of 2008.
7. CONTACT
WilteX Direct (Pty) Ltd
Finance & Customer Billing
Email: support@wiltex.direct
Website: https://wiltex.direct/legal/refunds
Johannesburg, South Africa
Document Control Note: This version supersedes POL-RFD-2026-V1 and aligns all domain references, contact details, and payment-provider language with the WilteX Direct Settlement & Payout Policy (POL-SET-2026-V2), the platform's word of truth on payment mechanics. WilteX Direct is a marketplace platform connecting Customers to independent Fleet Partners; it does not own transport assets.
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