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ANYONE CAN SELL

Join thousands of merchants. Sell to over 50 million buyers on Konga.

START SELLING ON KONGCA

GETTINGSTARTED

O &

Visit shq.konga.com Click onsign up Fill the information Visit your email to Use OTP code to
Boxes required verify emailaddress Verify mobile number




GETTINGSTARTEDCONTD. ovongs

1. 2. 3. 4, D. 6.
Accepttermsand Download orientation Tickthecheckbox  Upload Nationally ~ Upload passport ~ Upload bankdetails
conditions guide recognized ID card photograph

WELCOME ONBOARD

You can now proceed by clicking on “SELECT APLAN” to subscribe toamonthly plan



REGISTERON KongaPay Shongs

< C 88 ® www.kongapay.com @0 ® > QO .i,. =
n Facebook O TraveiStart ﬂ eBay AliExpress & Sports Betting
Ko Pa ' CliCk
/ WHY KONGAPAY? DEMO FAQ MERCHANT DOCUMENTATION LOG IN SIGN UP
— here
. N |
Send mobile number to
" onboarding@konga.com
INTRODUCING KONGAPAY W | e - e
FOR MERCHANTS Sl B i i
Accept payments Online and In-store using (1 ¥ | Confirm mobile number,
KongaPay. \ ‘ﬁj-‘f-—* Save, and add bank detalls
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1
]
Fillin all necessary details :
Then create a pin I
]
1
1
1
1
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1
1
Visit www.kongapay.com i
1
1

Then click on signup as shown
STEP 1 STEP 2 STEP 3 STEP 4
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TPSTOSUCCESSHLSHING

Asaseller,youmustlearnthe art of successfulsellingviathree

major strategies:

Master the art of pricing
You must learn the art of setting good prices for your products as

wrong product pricing can cause a decline in sales for your store.
These can be doneby:
O Knowingyour customersi.e profiling your buyers by what

they value.

© Pricingsimilarlyasbuyersare muchlesslikelyto buyonethan
the other if their prices are even slightly different.

O Compare Prices across other online malls orstores

“konga




TPSTOSUCCESSFUL SELLINGOONTD.... Skonga

Social mediasavvy

Social mediaisfastbecomingavalue-adding marketingchannel. It
has become very significantand hasa greatimpacton marketing.

Word ofmouth:

Throughsocialmedia, word of mouth hasbecome very helpful.
It's a great advantage. Communications spread fast across
various social mediasites.

Communicating withBuyers

Throughthe use of socialmedia you canreach out to unsatisfied
customers directly and privately.

Influence Buyers

In creating a social media account, youmust be careful of who
your targetaudience are. Audiences have been brokendowninto
3 groups, Social Broadcaster , Mass Influencers, Potential
Influence. The potentialinfluencersare usuallythe mostinfluential
being the highest population of people on social media.




TIPSTOSUCCESSRULSHLINGCONTD....

Excellent Customer Service

Kongaencouragesyou to strive for good feedback from buyers as these
feedbacksencouragesyou to do better and willkeep your buyers coming
back.

Good customer service skills entails:

Understandingyour customers'needsand figure outhowtheycan
be met. This will encourage positive feedback and repeat of
business.

0 Willingness to answerquestions

0 Providingvaluebyoffering free giftswhen buyer purchases, itdoes
not have to be expensive.

0 Checkinby makingthe buyer feelloved and cared for during the
process oftransaction

“konga
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TIPSTOSUCCESSRULSHLLINGCONTD....

PACKAGING

Proper Packaging plays a vital role in online selling and product
marketing and is especially significant for growing businesses as
it has a direct impact on sales.

Order for your packaging materials onwww.konga.com by typin¢
‘KOS STORE” in the search space.

© Attraction: How your product is packaged may be
what attracts the buyer to purchase an item from
your store.

0 Proper Research: Do a research on the type of product
packaging that is most suitable for the product you are
selling. Good packaging brings new customers and also =
keeps existing customers coming back. I

0 Avoid Bad Images: Weadvise that you do not take images
of products that have rough packaging as it will lead to

returns.



http://www.konga.com/

Zkonga

IN THE PROCESS OF DELIVERY

To prevent product damage, It is necessary that your
products are packaged securely to guard against being
dropped or crushed during the shipmentprocesseither by
you or by a third party delivery service. You should also
packageyour productsadequatelyto guard againsthigh
temperatures, insects or microorganisms.

For Proper Containment & Proper ldentification: It is
necessaryto keepyour productstogetherand we encourage
that you label your items so as to make them easier to
identify when shipped separately.




COMMISSIONS AND CLASSES OF MERCHANTS “konga

Commissionsg\%\_

Whenyouritemissuccessfullysold, youwill
be chargedacommissionfee basedonthe
item sales per category. This commission fee
Is a percentage of the selling value

Classes of merchants

1. Classic: Merchants with an active subscription plan

2. Classicplus:Merchantsareupgradedaftera
successful dsale of N2m in value or 1,000 orders in
violume, for two months consecutively (that is,

back-to-back).
Special: Merchants without an active subscription

plan




KONGA COMMISSION RATES “konga

Seller(§0]
® Commissions
e Vihen your item i successfully soid, you will b charsed 2 commission

PHYSICAL GOODS

Commission is charged based on two characteristics

1. Category under which you are selling: Different
categorieshave differentcommissionratesandthis
can be viewed on your dashboard

2. Class of merchants you belong to: The class of
merchants with the highest commissionrate are the |2
“SPECIAL MERCHANTS” andthisisbecausethey are
on the freeplan.

The class of merchants with the lowest
commission are the “CLASSIC PLUS”

merchants. And this is because they have sold  vewsrox |
a total of 1000 orders in volume or N2wm in
value consecutively in two months
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PRODUCT CREATION

UPLOAPING GOODIMAGES | | GOOD IMAGE BAD IMAGE
Productimagesarethe mostessentialelementsforanonline
storeas it helps for good product presentation.

Ensure that your image is of highest quality at 500 x 500 pixels
or more before uploading them and always use photos with
white or clear background.

PRODUCT TITLEANDDESCRIPTION

A good producttitle isa comprehensive summary of the
product.In

naming a productensure that you create an effective title by:

O Usingdescriptive keywordsto makeyourtitleasclearas
possible

Including brandname
Includingspecificslikesize, colorormodelnumber

Not using profane or obscene languages

vIvIv
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PRODUCT CREATION CONID...

PRODUCT TITLE AND DESCRIPTION(CONT’D)
Itis necessaryto give a detailed description of a product so
the customerknows exactly what to expect. This can bedone

by:

0 Avoiding using manufacturers descriptions by writing up
your own unique descriptions that feature relevant

keywords to help make them more search friendly.

© Describing your item the best way you can with at
least 200words.

0 Using bold headers with font sizes of 12 or 14 atmaximum.

0 Using unique identifiers such as author's name, brand’s details,
manufacturer’s details, ISBN .e.tc.
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KONGASHQDASHBOARD

OVERVIEW

The Konga SellerHQ dashboard is your personal

. 90 y0u ko rou i start drepning o your nan Konga packages st K4 Lacations! - .
Seller ) i selling portal that helps you:
i WS Register & upload the products you want to sell on
Konga.
Manage all your products listing
NO 0 2yrs Smths Store your bank details to enable immediate payout

of funds owed to you on items sold after you have

successful created a Kongapay accountfor personal

accounts or setting threshold for corporate
0 O O 0s 0 accounts.

Manage your escrow(payment in waiting) Accept &

ship neworders

Update your product quantity to ensure all your

listed.

Items are still available for sale
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KONGA SHQDASHBOARD

Seller (0] A Dashboard LISTING ANITEM

MO 0 Smths © Tolistan Item, click onthe
“sell an ltem” tab
© Pick your product Category

© Describe yourltem

© Review and Confirmtheitem

®O
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KONGA SHQDASHBOARD

CHECKING THE STATUS OF AN ITEM

® Products

Tocheckfor productsthat are
live on site, under review,
3 0 0 0 rejected, pausedandsoldout,
", Click AL PRODUCT o - - click on the “Products” tab.

PPPPPP

Great Products

“reasteed an: 00, 2005
i
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KONGA SHQDASHBOARD

NOTIFICATIONSFROMBUYERS

Mbiueicon would be here = | The blue notification icon
FEBI8IBT732001 - 1 Item 2 t I “ . .

s - ; indicates thatyou have an order
from a buyer. Notifications of
orders also come invia emails

V-1N = ew |
> Time Lo and textmessages
X3
)
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KONGA SHQDASHBOARD

RETURNS

Fand ¥ Settings Returns
Seller [{8)

Dashboard

- The green icon indicates

© T “Select Return Location” to
i receive yourreturned orders

at a preferable location.

¥ Orders

Products
Transactions
Customers

Reviews
DELIVERY

. e N SR Returns are inevitable soprepare
B KonoPay AR for at least 30% of returns of
orders delivered.

Click to select
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RESTRICTED BRANDS ON KONGA

Certain brands are restricted from being sold on

Konga Mall. By permitting the sale of these brands, Brand Not Permitted on ©konga

we will be violating Trademark Infringement,

CopyrightInfringementand Affiliation/ Endorsement/ @ Longrich VEMMA dmart
Trade Diversion. S PLLECT IO
Other specific high end brands will need to undergo a ﬁ

"a

i
llll“‘

GNC
. ne. N.S %

..... O HEALTHG ARDE

verification process to ensure such products listed for
sale are authentic on Konga Mall.

For more information on these high end brands, you R
may send an emailto verifyproducts@konga.com i:Y} ORIFLAME
SN W TREVO

FOREVER  A1GXINTERNATIONAL®
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DELVERYFULHLLMENT OPTIONS

KEEP ON SHIPPING(KOS)

KOS is Nigeria’s first order fulfilment service provider combining e-
commerce, warehousing and logistics services and is Konga'’s primary
logistics and supply chain partner for merchants across Nigeria.

Toview allKOS locations,log onto https://kxpress.ng/locationandcheck
under your “drop off centers". For inquiries reach out to
enquiries@kxpress.ng

KOS has drop-off locations nationwide.

SELFFULFILLMENT

Self-fulfilment is a delivery option for a seller who wants to ship an
order by self or use anothershipment service differentfrom KOS as
long as the orderis only a “Prepaid Order”

“konga



https://kxpress.ng/location
mailto:enquiries@kxpress.ng

“konga
FULFILLINGYOURORDERS

ltems Not Shippable by Kxpress

Coupled Furniture (plastic chairs, tablesetc.)

O

Coupled Bicycle
Generatorsabove 10kva
Bags ofRice

Bags of Cement

Liquids-cream,oliveoil, etc. (ShippedatMerchant’srisk

Perishables - food, vegetable

O 000 0 O

Wet Batteries

Glasses - Flower vessel, mug, etc




ULALLING YOUR ORDERS CONID...

- e
Sel Ier I lQ W Orders [ & Print Return Form I Search by Order No
ALL @ SHIPPED DELIVERED m ARBITRATION CANCELED
Dashboard
2.
Filter Orders [ Sort: Newest v I
Orders
I:J ORDER DATE AMOUNT PAYMENT DELIVERY STATUS
Products
Transaction& F787144534001 -1 Item Oct12. 2016 H10.500 PcD “
Destination: lagos, Lagos O 4 DAYS Left to Ship
Customers Return Policy: No Return Policy

Reviews

To manage your orders, click on “orders” on the left pane on your screen. \

Click the “new” tab to view all new orders and click on ship then check the box for self
fulfill if you are self-fulfilling and print your order summary/invoice.

If you are shipping through Kxpress, print out the order summary and take the product
and invoice to the nearest Kxpress location to you.

All these should be done within 48hrs.

You can see the order information when you click on the order nos.
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FULHLLING YOUR ORDERS CONID....

Steps To Shipping A New Order

" W Orders / No. F787144534001
Seller[§l6)

ORDER NO. F787144534001

Dashboard
CUSTOMER DETAILS SHIPPING ADDRESS
Orders
stock exchange bullding. 2/4 ¢
Products I street. marnna
Transactions . 08083039668

Customers

http://track.konga.com



http://track.konga.com/
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ULALLING YOUR ORDERS CONID...

Things to note when shipping with Kxpress

0 Order status is updated to “SHIPPED” with an email notification stating that Your Order has been shipped.

0 If delivery is successful, Kxpress updates order status to “DELIVERED” and merchant receives an email notification
confirming delivery.

O If Deliveryfails, Kxpress creates areturn Wayhbillto process shipmentback to merchantand a failed delivery notification
is sent to merchant by email. Returnis processed back to your Preferred Pickup Location.

O Whenthe returned order arrives at your selected Preferred Pickup Location, merchant receives notification via mail &
sms stating “Order is ready for Pick-Up”

0 You are then required to pick up returned order(s) within 7 DAYS. Failure to pick up returns from your

preferred pick up location will result in orders being returned to Kxpress warehouse.
® @




How to self — fulfillan order

Merchant receives a new order
and confirms shipmentmethod as
self-fulfill

ULHLLING YOUR ORDHE

2 Rufai Close Off Makinde Street Ojuelegba,
Lagos

Surulere, Lagos

08027174469

Payment Method
Pay On Delivery

E-Ru;alc-k;;eoff Makinde Street Ojuelegba,

Lagos

Landmark: Qjuelegba Bus Stop
Surulere, Lagos

08027174469

Shipping Method

Zkonga

Product Brand SKU Price QTy
Washing Machine - 4 Skg Polystar 3032184 N22.500.00 1
Sald by Blue Hills
\ Fayment Breaknawn
\ Shipment Value: N22.,500.00
Custumuy by peying at polnt af delivary Shipping & Handling: §750.00
; e " Total Amount Paid: ND.00
Balance Due for this shipment: #23,250.00
Order Total

Order Subtotal: #23,250.00
Discount: -#0.00

/ custnmer did nut prepay
Total Amount Paid: 80.00

Confirm the payment method by
checking the amount due on the

invoice.

@konga,

ORDER SUMMARY

Docommnt & OO35YY952 Shpreet # HI0ITI0639
Orctwer # 56610042 3001 T in thés anvpment: L
[ha sovvmes Date Momy 16 JULK CARew Raws 45 poner Oriier O
D TO
mageals tayo masssts Tyo
R LT el vt Pt LIT e e
3 hatwi, AW Lanaran. ety hate
R0 0804 XD 1 b, Advde
DAGYCHIAL IS
Method Shipeiag Method
Poy On Dulivary
et ——— .o Eanad oy
A T et Pand Ve 1oeataz . S
-
s . carns
Vme Van hd o
[y - ———
s A 00 00
SApping & Mending 000
Toho! Amenert Past g 00

Balance Ous fer s shupmen. B8 500 00

Printorder invoice and prepare order
for shipping (ensure the order invoice
ispastedordroppedin the package)
Confirm the payment method by
checking the amount due on the

invoice.
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ULHLLING YOUR ORDERS CONID....

® Orders ® ks 5B 1) [ mvm s How to self — fulfill an order....contd.

N - E=3
L o = Lo AN

...... Update order status to SHIPPED by clicking
‘I shipped by myself“ once item has been
dropped off with courier service or shipped
by self to the customer.

Enter contact details of the delivery
personnel orcourier.

Please note that where you fail to update
your order to shipped, and customer fails to
confirm delivery, it will be impossible to
process your payment.

‘&._ details




ULALLING YOUR ORDERS CONID...

How to self — fulfill an order....contd.

[ hitps://shg.konga.com/orders

Z“konga

QA O T r & =

ckmarks S "“Black Maternity Sk= A 10 Great Beauty Habi kg 17 Africans You Didn @ 25 Types of Heels: Tr m 6 Daily Habits of Hug 7 Foods to Remove F & Daily Habits That E| » (] Other bookmarks

W Orders

ALL NEW || SHIBPED | ELUVERED | RETURNED || ARBITRATION | CANCELED |
ORDER DATE AMOUNT PAYMENT
FI187980222001 -1 Item Jun 40 ZDIE 850
Ekpoma

y No 8stum Policy

m When you deliver order, click delivered

FE659563450001 - 1 Item Jun'd 2096 =,

o

FO31542209001 -1 Item Jon 8. 2006 =

T Newest v

DELIVERY STATUS

-

ACTIVITY

e Order No 87250222001
nas been shipped

& CrderNo 70
has been s

Once item has been delivered, click ” Delivered” and click “deliver order” to confirm
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ULALLING YOUR ORDERS CONID...

How to self — fulfill an order....contd. Merchant
Receives Order

Merchant Self-
Fulfills Order

{

Merchant Marks
Order to Delivered

Note:
Failure to update your order status promptly and
correctly may resultin store suspension.

O Orders updated to SHIPPED by SELFmust be delivered
within 8days and updated accordingly. Failure to do so,
order will be auto-delivered (if Pay on Delivery) or auto-
cancelled (if Prepaid) after 8days from the date order
was shipped.

g

Customer Confirms

Delivery of Order

{

Merchant
Receives Payment

o Self-Fulfilled Orders Must be confirmed by customers
before Merchant isPaid

@ Self-Fulfillment Flow Chart




FUL

LLING YOUR ORDE

RSCONID...

You Have Delivered, It’s Time to Get Paid!

® Wallet
alle
Seller[§0)
15U
Dashboard
Orders
867,979
Products s
Transactions
Customers HISTORY

.

Reviews

Wallet

REMARKS

’44,620

DATE ANOUNT

STATUS

NEW BALANCE

“konga

After making a sale from an order
and after the expiration of the 7-
days return policy the amount
made from the sale is moved into
“Escrow” which is therefore
released to merchants after a
‘Request Payout” has been
made.

1. In using the Wallet system,
payments are made 3-7 working
days.

2. In using Konga pay, payout is
made seamlessly  without
request.

NOTE: Payment days on Konga are Tuesdays and Fridays only.



FULHLMENT BY KONGA

“konga

Overview

In order to make your selling and fulfilment much
easier and affordable, Konga has created the
Fulfillment by Konga (FBK)service.

With FBK, merchants are allowed to store their products
at Konga'’s fulfillment center at an affordable cost ONLY
when the item has been successfully sold.

Benefits of FBK
Affordable cost of warehousing withKonga

Konga handles the entire delivery process from order
placement to the last miledelivery.

High er speed of delivery as orders are shipped much
faster from the warehouse (3 hours from the time the
orde r was placed).



Z“konga
FULFILMENTBYKONGACONTD...

T Prjcjng

g’

Merchants are billed based on the size and weight of the
item. Billing only occurs once an item has been

delivered.
0-10kg Light NGN1575
11-25kg Heavy NGNG2S
>25kg VeryHeavy NGN840

Please note that weight band pricing is subject tochange




ORDER LIFECYCLE “konga

Ordersnotmarkedas ‘shipped’ within48 hours will be auto
cancelled.

Buyers will be able to cancel orders still in the ‘new’status.

For Prepaid orders not fulfilled - store will be suspended for two
months.

ForPOCandPOD -Aninvoicewillbe chargedonthe storeforauto-
cancellation charges.

In the case of prepaid orders, refund will be issued to buyers
with orders that are automatically cancelled after 48 hoursof
not being marked as ‘shipped’.

Orders cancelled by buyers after order has been updated by
sellerto “shipped” status will go under delivery dispute

Self fulfilled, Pay on Delivery (POD), Pay On Collect (POC) orders
updated to shipped but not marked as delivered in 10 days will be
marked to ‘auto-delivered’ after 10days

Self fulfilled Pre-paid orders updated to shipped but not marked
as delivered in 10 days will be marked to ‘auto-cancelled' after 10
days.




KONGA SANCTION POLICY

Sanctions Offence Description & Penalty
: : o ._.__|Any product delivered to a customer must meet quality standards.
First confirmed incident of delivering y p L . ; y_ .
: L The first occurrence of delivering a defective product within a month
a defective product within a month | . .
triggers a warning
First case of order cancellation [Cancelling an order impacts customer experience on the platform.
Warning within a month The first case in a month result in a warning

First Case of Incomplete or Wrong
ltem

Customers expect the correct and complete items. The first
occurrence of delivering incomplete or wrong items leads to a
warning and inclusion in the QA list. Merchant is to ship out the
correct item at the merchant's cost.

Product Disabled

2 or more confirmed cases of the
same product defect in a month

Repeated defects in the same product indicate a serious quality
iIssue. Two confirmed cases of the same product defect in a month
trigger the action to disable the product.

30% of products delivered in a
month are confirmed defective from
the same store

A high percentage of defective products in a month harms customer
trust. When 30% of products delivered in a month are confirmed
defective from the same store, the products are disabled. The
merchant may also be reported to the appropriate regulatory agency
for violation of standards and quality.

“konga




KONGA SANCTION POLICY ~konga

Sanctions Offence Description & Penalty

Violating copyright or selling unauthorized products leads to the immediate disabling

Copyrightinfringement/unauthorized sale of the product and a report sent to the appropriate regulatory authority.

Product Disabled , . .
Auto-cancellation may occur for various reasons. Merchants are to closely monitor

Order is Auto-Cancelled their store alerts while ensuring that product prices and quantities are always
updated. When a merchant can't fulfill an order, the quantity is set to zero.

Replacement orders Shipment of a replacement order for incomplete/wrong items and defective products
will result in the merchant bearing the shipping fee and cost of retrieval.

Timely retrieval of returned orders is crucial to prevent additional costs and maintain
efficient order management.

For returns sent to merchant’s preferred pick up locations, merchant is expected to
pick up package within 7days.

If a returned order is not picked up within 7days from day of arrival at pick-up

Monetary Fine locations, such order is sent back to Konga Distribution Center and the merchant will
Failure to pick up returned orders within 7 |0€ required to pick up the item at the Konga Distribution Center at the specified
days pickup time given by Konga.

For replacement/reshipment, merchant would be required to ship as a walk-in
customer which would attract a charge solely based on the weight and location for
the delivery of a returned item.

Failure to pick up the returned item within 7 days from the specified pickup time will
result in demurrage.

A demurrage fee of N1,000 will apply for returned orders not picked outside the 7
days SLA at the Konga Central Distribution.




KONGA SANCTION POLICY ~konga

Sanctions Offence Description & Penalty
Upon confirmed shipment of an incomplete/wrong item, the merchant
will be placed on QA for a 3-month duration.

QA Charge. Placing the merchant on Quality Assurance (QA) ensures a thorough
evaluation of their processes after shipping an incomplete or wrong
item. A QA charge of N1,000 applies to every order shipped from Konga
Logistics locations.

Order cancellations on the merchant's store impact customer
expectations and hamper trust in the platform.

Orders that are cancelled on merchantiorders that are cancelled on merchant stores for any reason such as
store auto cancellation, out of stock, price change etc will attract Quadruple

Monetary Fine the Commission charge with a minimum cap of N2,500 and Maximum

charge of N50,000.

A second confirmed case of wrong/incomplete/defective items indicates

recurring issues, resulting in a fine of N10,000 and a longer Quality

Assurance (QA) period of 6 months.

Second confirmed Case of
wrong/incomplete/defective item
within a month.

Selling products that are fake, counterfeit, or expired poses significant
risks to customer health and safety. The first case will result in a

First case of selling a monetary fine of N50,000
fake/counterfeit/expired product




KONGA SANCTION POLICY ~konga

Sanctions Offence Description & Penalty

False order status update. Providing inaccurate order status information
misleads customers and disrupts the transparency of the order

False order status update fulfillment process. The merchant store will be suspended for one
month.

A second case of order cancellation in a month signals a need for

merchants to optimize inventory management and pricing. The

Second case of order cancellation in almerchant's store is suspended until product quantities and prices are
month updated before reinstatement. Repeated cases within a quarter will lead

to store closure.

Store Suspension Timely resolution of disputes is crucial for maintaining customer trust

and satisfaction. Delay in responding to arbitration and issue resolution

Delay in responding to arbitration and |beyond agreed SLA will result in store suspension until the case is
issue resolution closed.

Merchants must honor bulk prepaid orders at the agreed-upon price to

ensure fair and transparent transactions. Merchants who cancel orders

Refusal to accept bulk prepaid orders (after price verification was confirmed via a phone call will be suspended
at the price verified by merchant  [for one month.




KONGA SANCTION POLICY ~konga

Sanctions Offence Description & Penalty

Repeatedly listing products inaccurately may confuse customers,
impacting the overall shopping experience.

Inaccurate Product Listing Merchants with more than two cases of inaccurate listing within a month
will have stores suspended until they attend mandatory product listing
training

Misleading customers by selling refurbished/used items as brand-new

Selling refurbished/used items harm's trust and will result in the store being suspended for 2 weeks.

described as brand new

Store is suspended for three weeks for the first time use of a derogatory
Use of derogatory words word in either oral or written communication with a Konga rep or
Store Suspension customer by a merchant.

Failure to customize delivery fee for merchants with self-fulfil access that
Failure to customize delivery fee for |results in poor customer experience and cancellation will result in the
merchants with self-fulfil access |store being suspended until the prices are reviewed.

Selling products that are fake, counterfeit, or expired poses significant
risks to customer health and safety.

The first case of selling a fake/counterfeit/expired product will result in a
1-month suspension placing the merchant on a watchlist for future
infractions.

First case of selling a
fake/counterfeit/expired product.




KONGA SANCTION POLICY ~konga

Sanctions Offence Description & Penalty

A second case of selling a fake/counterfeit/expired product on the
platform emphasizes the severity of the offence, triggering store closure
and possible legal consequences

Second case of selling a
fake/counterfeit/expired product

Second case of selling

refurbished/used items described as A second case of selling refurbished/used items described as brand new

on the platform will trigger store closure.

brand new
Store will be closed for the second time use of derogatory word(s) in
Store Closure Second case of use of derogatory  \yritten or verbal communication to a customer or Konga rep.
words

Diverting orders off the platform to evade commission charges is a
violation of platform policies designed to maintain fair business
practices. This will trigger the closure of the merchant's store.

Diverting orders off the platform to
avoid commission charges.




KONGA SANCTION POLICY ~“konga

Sanctions

Offence

Description & Penalty

Iltem Forfeiture

Non retrieval of returned items

Extended non-retrieval of returned items after 1 month in the demurrage
location results in the forfeiture of items.

DISCLAIMER

Konga or her proprietary delivery partners shall not be responsible or liable for any escalation not done within
30days from the day a shipment is updated to “Returned”.

Konga will not be liable for damaged claims made for returned items signed and collected by the merchant.

LEGAL ACTION

Legal action will be instituted against merchant found to have sold a fake/counterfeit/expired product to a

customer.




OTHERS “konga

DELIVERY DISPUTE THE“KONGADISPUTE RESOLUTIONTEAM” ACTS
Wheremediationfails, thecomplaint is escalated
Customer disputes after deliverycan include: to the Trust & Safety Team, who step in as an
arbitrator for a final resolution.
O Incomplete shipment, Konga conductsathoroughinvestigationto ensureall
claims made to the dispute resolution team are
© Itemchangerequest(dueto genuine.
incorrect size, coloretc.), An outcome of resolutionmaybe:
© Non-functional/defective items, o Returnof anltemfor a “Full Refund"

© Sub-standard or counterfeititems, “ .
oReturnof anltemfor “Repair

© Wrongitems (different fromwhat

the customerordered O Returnof an Itemfor “Replacement/Exchange”
© Whensuchcomplaintsareraised, © Refundwithout Return
the: ordersareplacedonhold
(Arbitration) © Compensation (with or without the return of an

item)
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UPDATING ORDERS

Asaseller,youareresponsible for ensuringthatall order updatesyou
make on your SellerHQ dashboard is accurate

Ensureall self-fulfilledordersare markedas “delivered” only
after confirmation of delivery by your buyers.

Wrongly updated self-fulfilled orders will stillbe charged commissions

accordinglyand you will be requiredto pay these chargesto avoid store
suspension.

Kongawillnotissuearefundfor any paid/issuedinvoicedue
to inaccurate/false updates on orders.




OTHERS Z“konga

SHIPPING EXACT PRODUCT ORDERED TOBUYERS
Ensure that you ship exactly what was ordered by the
customer.If the productis not available be sureto reach out
to the customer, apologizing for the non-availability of the
product and if possible propose another item to the
customer. By doing soyou:

» Reducereturns
» Create a good reputation for your store

» Create a buyer/customerrelationship

IMPORTANCE OFSELLING ORIGINALPRODUCTS

The sale of counterfeit items on Konga Mall is frowned upon and
prohibited as this will lead to store suspension and possibly legal
consequences.

Weadvisethatyouavoidsellingfake productsasbydoingso, youare
violating the law. It is also a criminal offence to use a trademark
without the owner'spermission. By selling on Konga, you agree to
Konga's Merchant Service Agreement.
http://www.konga.com/authentic-items-policy

If you are caught selling counterfeit products or caughtin any
fraudulent act,your store will be permanently closed.



http://www.konga.com/authentic-items-policy

Finally,

The Sale of Used/Refurbished/Tokunbo Items is NOT permitted on Konga.com

Always checkyour emailsforimportantupdatesfrom Konga

Kongalistens.Pleaseshareyourquestionsandfeedbackwith usviaouremail-
onboarding@konga.com

Welcome
On Board!

Zkonga


mailto:onboarding@konga.com

