




Nova, I have found myself to be in trouble. I brought a sofa from msofas.co.uk and waited three months for it to arrive. I was very happy with the services provided through the waiting time by themselves.
1. I was really looking forward to my new sofa being corrected as described in the website. The sofa arrived today. The delivery driver arrived late at my home as it was stated 9am till 1.30pm but this time changed to 3 o’clock this becomes important as it was also Saturday and this meant that there was no way to contact Msofas by phone, once the sofa was brought into my home as it took us 3 quarters of an hour to bring the sofa into my front room. when it was brought in the delivery persons unwrapped it and things were done very fast. After it was unwrapped and laid down i took a look around it and at a first glimpse everything seems alright, but this was just by looking at it. Once un wrapped the sofa never seem to be as described in the advertisement and its pictures it looked unconfutable and made cheap compared to my prior sofa and this  made me ask the delivery driver can I return it as I was not too happy with it, he said yes I can and its easy to do he then said he will dispose of the packaging as it is part of the services and disappeared. Stright after the delivery driver left I noticing issues with the sofa, I choose not to use it so it so it is still as new.

Issues: 
2. Due to Msofas Customer Care open times being Monday to Friday 9 am to 5 pm by the time I went to call them, there offices were closed meaning that I could not speak to an adviser until Monday.


3. I checked Msofas return policy and it states that the item must be in the origan packaging or a 15% deduction will occur, this is not a fair practice as I explained that I was considering returning it to the driver when they offered to remove the packaging that they unwrapped. We request for the sofa to be returned to y. the sofa is still in the condition that it was sent out along with but not with the correct packaging

The reasons for return are as follows:

When pulling the bed section out the hinges are not stable enough, one side is stronger than the other and both are not enough support this makes it hard to open and close for use and is a clear default.
The bed section is not as described as it is not comfortable enough as a bed, as described and imaged   -------   DL type sleeping function allows for an easy and efficient transition from sofa to bed,  --------  Filled with highly elastic foam and Zigzag Springs but this is not the case.
compromising on  or comfort to sit on
Crafted with a durable Beech wood frame
ensures stability and longevity.
quality standards
Customer Experience to be enjoyable and seamless
On Delivery 
On the day of delivery, the Msofas Delivery Team will unpack your Corner Sofa Bed, install it in the room of your choice and remove all packing materials from your home and recycle them wherever possible. 
Under the Consumer Rights Act you have a legal right to reject goods that are of unsatisfactory quality, unfit for purpose or not as described, and get a full refund . This right is limited to 30 days from the date you buy your product. If unsuccessful, you have the right to get a price reduction.
To resolve your problem with regard to Faulty products please contact one of our helpful and friendly customer service team who will be happy to resolve your problem as quickly and efficiently as possible with the minimum disruption possible.

















Terms and Conditions at Msofas
 
Please check each part after opening the box/before assembly as only not assembled parts can be a replacement. Picture of the defective part, number/code from instructions and picture of the label from the box must be sent to support@msofas.co.uk within 7 days from the delivery date.
DELIVERY TO PURPLE ZONE 
 
Returns 
 
For your peace of mind and in compliance with the distance selling law, All items from ' Fast Delivery ' can be returned  within 14 working days please,  inform us that you have changed your mind and want to return the item, and we will refund the whole amount you paid for the item purchased but we will charge you with delivery/collection costs - 15% of furniture price.


Free returns are applicable exclusively to in-stock items upon delivery, provided that the delivery team has not departed. Otherwise, a collection fee of 15%  will be charged to account for logistics.
 
Please note that the item must be returned to us in the condition that it was sent out along with the correct packaging so that we can return it to the manufacturer. If an item is not returned to us in its original condition then we reserve the right not to issue a full refund. 
 
Custom-made (Bespoke) sofas are exempt from refunds or exchanges unless there is a manufacturing defect or the goods delivered do not match your order. We urge customers to review their orders carefully to avoid any unnecessary costs or issues.
Under the terms of the distance selling directive, you as the customer have a duty of care for the product whilst it is in your possession. If products are damaged by you and subsequently returned, a charge will be made to repair the product to its original condition. Please be aware that where repair is not economically viable no refund will be made. Your legal rights are not affected. 



Returns - Faulty Goods
Notwithstanding our Delivery condition above If, after the Corner&Sofa Bed has been fitted, you find a fault; we reserve the right to request that the following steps are complied with:
you provide written notice and pictures of the defect to us and/or telephone us quoting your order reference number within 7 days of discovering the defect
you allow us to provide an engineer, you will be contacted to arrange a house visit to inspect the goods and confirm the fault or if asked by us we will arrange for the goods to be collected from you and returned at our expense for the examination to take place there.
Upon confirmation from the engineer that there is a fault, and the goods do not conform to the contract, we shall repair or replace such goods (or the defective part). 

Msofas shall not be liable for the goods if you continue to use the goods after giving such notice to us; or alter or repair the Goods without our written consent of us.
Under the Consumer Rights Act you have a legal right to reject goods that are of unsatisfactory quality, unfit for purpose or not as described, and get a full refund . This right is limited to 30 days from the date you buy your product. If unsuccessful, you have the right to get a price reduction.
To resolve your problem with regard to Faulty products please contact one of our helpful and friendly customer service team who will be happy to resolve your problem as quickly and efficiently as possible with the minimum disruption possible.
 
Complains
We strive to ensure that every customer is pleased with their purchase from Msofas, but we understand that there may be occasions when you're not entirely satisfied. We're truly sorry if you've had a less than satisfactory experience with one of our products or services. Should you find our store's response unsatisfactory, we encourage you to reach out to our central customer support team on 0800 0209 555. You can also get in touch with us via email at support@msofas.co.uk or initiate a live chat at the bottom of your screen.
At Msofas, we value our customers and their feedback. We are constantly looking for ways to improve our products and services, and your input is invaluable to us. If you have any suggestions or ideas on how we can better serve you, please do not hesitate to reach out.
In addition, if you encounter any issues with our website or need assistance placing an order
We aim to resolve your complaint as quickly as possible and if we are able to resolve your complaint within 14 days, we will send you a final response detailing our resolution. If we are unable to provide you with a final response at 21 days, we will send you a letter explaining the reason for delay and when we expect to issue you with a final response.
 
If you are dissatisfied with our response and your agreement is regulated by the Financial Conduct Authority, you have the right to refer your complaint to the Financial Ombudsman Service, free of charge, but you must do so within six months of the date of the final response or 8 week holding letter. Further information and contact details can be found on www.financial-ombudsman.org.uk.
Refunds will be made within 14 days of notification/collection, via the same method that was originally used for the transaction.
Your Guarantee
As one of the UK's few specialist sofa retailers, the Msofas selection process is strongly oriented toward quality and durability as well as value. Before allowing the supply of a piece of upholstery from any manufacturer, our buying team not only inspect and assess the factory but also check the method of manufacture of every model and design produced. Upholstery and sofas, in particular, are handmade products and as such variation and inconsistencies are common. For this reason, Msofas take great care in supplier choice, working with only factories where quality standards are process-driven and maintainable.
When a model is on display in the store, we are supremely confident in its intrinsic quality.
To represent our own confidence in our products and in addition to your statutory rights as a UK consumer we include our own 2 years warranty, free of charge with your new furniture.
Implementation of the complaint through a free repair will be 30 days from the date of examination.
The deadline for the examination and the complaint may be extended if the buyer agrees by e-mail or otherwise in writing. The delay in settling the complaint does not occur when a representative of the Guarantor reported to the Buyer at the agreed time and could not take action when complaints of reasons attributable to the Buyer. In this situation, the Guarantor pursues a claim in the new 30-day time limit.
The acceptance of the complaint is to be implemented by repairing or declaring the complaint to be unfounded, the Buyer will be notified by the Guarantor immediately after the inspection of furniture, by making an appropriate entry in the minutes of the complaint. In all other cases, a written decision within 14 days from the date of filing the complaint to the Guarantor.
If the defect is the subject of the complaint is, according to the manufacturer's assessment removable, the provision will be implemented by repair of the Buyer on the spot, in other cases the repair of the product will take place in the factory. The manner of the complaint decides the representative of the manufacturer.
The buyer has the obligation to deliver the furniture or parts to the manufacturer's representative, in order to transport them to the headquarters of the manufacturer and repair them in factory conditions.
The manufacturer has no obligation to provide the Buyer with a replacement product for the duration of the repair in factory conditions. Refusal of a product (or part thereof) for repair in factory conditions or preventing repair, is considered resigned from the warranty. 
If the sofa has to be replaced/repaired by the manufacturer because of its damage we will supply the sofa within a maximum of 60 working days.
Every structural component of your new sofas and chairs is covered comprehensively by our 2 years warranty.
Specifically, all frameworks, joints, and springs are warranted for a period of a full 2 years by Msofas.

NATURAL FEATURES ARE NOT COVERED BY A WARRANTY
 
The differences in the hardness of the individual components of the device upholstery result from their different size or technique used.
 
 
 


