
Terms  
& Conditions.

Pricing.
• All prices quoted include Value Added Tax (‘VAT’).

• As exchange rates fluctuate continuously, Voke Rugs 
reserves the right to change prices from time to time 
without prior notification.

• A quotation given by Voke Rugs is valid for 7 days only.

Orders & Stocks.
• Official order numbers / names must be quoted on all 

trade orders.

• All back orders are subject to the price ruling at the 
time of delivery.

• Material ordered is subject to availability, which can 
change daily. If a product is out of stock or cannot be 
supplied for some reason, Voke reserves the right to 
cancel the order and refund the payment. 

Delivery.
Delivery dates for goods are approximate and Voke Rugs 
cannot be held responsible for any delays, due to this being 
outsourced to a third party. 

Product Discrepancies.
• Dye-lot variations occur in all handmade rugs and are 

unavoidable.  The customer must examine the product 
against its general intended purpose and normal use 
before accepting delivery thereof.

• With items being handmade, there may be imperfections 
such as loose tufts, stitching or joins not matching 100% - 
this is an inherent quality of the fibres used and handmade 
process and will not be considered as a fault. If a Client 
is not happy with any of these features, Voke needs to be 
notified within 7 days of receipt. 

• Certain natural fibres can give off a smell – this is a natural 
occurrence either from being packaged for a long period 
or because of the fibre. This will not be considered a fault.

• Certain fibres shed more than others – this too is a natural 
process and should subside over a few weeks. This will not 
be considered a fault. 

• Voke Rugs will not accept any responsibility for rugs 
fading as a result of exposure to harsh sunlight. Fading as a 
result of exposure to sunlight will be accepted as fair wear 
and tear in line with the normal end use for which the rug 
is generally intended, even with rugs that are considered 
“outdoor.” Voke cannot stipulate the time frame of when 
fading will / will not occur.
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• Certain rugs can sprout where the fibres will come 
loose, creating a ‘tuft’. Please refer to the cleaning and 
maintenance instructions on how to handle this.

Please refer to cleaning & maintenance instructions for 
all rug maintenance. Voke cannot be accountable for any 
items that have been cleaned/treated incorrectly.

Returns & refunds.
Please refer to product discrepancies section.  
Voke Rugs will not accept any responsibility for  
issues listed in this section.

• Items cannot be returned after 7 days from the date 
of invoice, unless the product becomes defective 
within six (6) months from the date of invoice, having 
regard for its general intended purpose and normal 
use, and that care has been taken to look after the rug 
according to Voke’s care and cleaning instructions, 
obtained from the website.

• Please note that items arriving after the 7 working  
day return deadline will not be accepted and will  
be returned to sender. 

• NB: If goods are not returned in the same condition 
they were sent out in, we reserve the right to withhold 
refund. Return requests will be approved at the 
discretion of Voke Rugs. 

• No credits (price differences etc.) will be passed  
after 7 days from the date of the original invoice.

• No quality complaints can be accepted after 6 months  
of the date of invoice.  

• No returns will be accepted without a valid  
reason given in writing and approval from  
Voke Rugs representative. 

• No returns will be accepted without a copy  
of the original invoice.

• Size variations may occur as a result of items being 
handmade. Rugs with a width variation of ± 3%  
cannot be returned for credit.

• Credits can only be passed once the central distribution 
centre in Pietermaritzburg has received the item and 
the required documentation, and an inspection is 
completed to ensure the item is in its original condition 
and not soiled. If an item is returned and is not in its 
original condition or has been damaged in transport on 
return, it will be the Client’s responsibility. 

• Voke Rugs cannot be held responsible for any loss or 
damage suffered by a customer as a result of a product 
having been incorrectly cleaned or handled. Please 
refer to cleaning & maintenance instructions.

• No claims will be accepted if rugs have been  
chemically treated after purchase.

• The Voke Rugs return policy does not apply to  
items bought during a SALE. We will not refund  
rugs that have been on sale.

• Voke Rugs will not be held responsible for any 
consequential loss as a result of a defective or 
hazardous product.

• We cannot accept returns, refunds or exchanges  
on custom made and custom size items, as there  
are made to order.

• We reserve the right to refuse any return in line  
with the above-mentioned terms.

Return Fees.
A handling fee and delivery fee will be charged on all 
returned items, unless otherwise agreed. The handling fee  
for rugs is R500.00 including VAT per rug. Delivery fees 
average between R100 - R500 including VAT per rug 
depending on your area and size of the order and weight of  
the product.  Delivery fees can exceed R500 on very large 
orders or if you are situated in outlying areas on South Africa. 

For goods to be credited, a customer needs to supply  
us with the following documentation: 

1. A copy of invoice. 

2. Proof of return (signed copy of delivery note/waybill). 

3. Written reason for return, signed off by a  
Voke Rugs representative.

4. Name of the Voke Rugs representative who approved 
the credit. 

• The refund will be made in the same tender as the 
original payment.

• Products must be returned in their original packaging 
and will not be eligible for return if they have been 
damaged. Please notify Voke rugs if packaging needs to 
be supplied to you prior to return of the rug. 

• Item needs to be sufficiently wrapped for transport 
ensuring that all ends of the roll are sealed. Items 
damaged on their return will be the Client’s responsibility. 

• Rugs needs to be rolled neatly on the supplied core and 
not folded. 

• We will not accept wrapping in the form of bin bags or 
bubble wrap.

These terms and conditions do not affect our statutory  
legal rights.
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