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Returns
Eden Horticulture’s return policy 
is outlined in the following PDF 
download. For a copy of this 
brochure please ask a member of 
our sales team to include a copy on 
your next order. 
 
Product Returns 
Terms and conditions
Our Returns Policy has been 
introduced to streamline our 
procedures to ensure that you get a 
better service with faster response 
times (within two weeks). This is an 
updated issue with some important 
additions, so please read carefully. 
There are generally two reasons why 
you might need to return an item to 
us: 
• You have an item that is faulty or 

damaged.
• We sent you the wrong product.

Whatever reason you have for 
returning a product, we will send 
you a replacement or credit your 
account, as long as you follow the 
guidelines set out in this document. 
 
In Summary: Your responsibility 
Please ensure that you only return 
items that have been sold to you 
by Eden Horticulture. We cannot 
take responsibility for products not 
purchased from Eden Horticulture. 
 
Non-faulty goods should be 
sufficiently well-packaged to arrive 
back in a saleable condition and it is 
your responsibility to make it so. 
 
Whether the items are being 
returned as faulty or sent to you 
in error, you must ensure that the 
complete contents of each product 
box are returned in good condition. 
 
We always collect: Labels brought by 
the courier are attached directly to 
the package, so please ensure that 
the boxes are covered in either cling 
film, shrink wrap or in an outer box, 
so that the label does not adhere 
to the products/product boxes 
directly. If the latter were to occur, 
we are unable to return them to 
stock, which affects you having credit 
or replacement. Warranty expiry 
information is required for us to test 
products believed to be faulty. 
 
We reserve the right to refuse your 
claim if the product’s packaging, 
expiry date or warranty information 
has been removed, eroded or 
defaced in any way. Also, you may 
be liable for any collection costs 

incurred. (See Warranty Information). 
 
Returning items in their original 
packaging
Even faulty items should be returned 
in their original packaging (with all 
the components complete) if your 
customer still has it. If this is not 
possible, then sufficient packaging 
within an outer box should be applied 
to ensure it is returned to us safely.
 
For more information, please contact 
us on 01952 455725 or email 
returns@eden-horticulture.com
 
Damages on Delivery
 
Reports of a return to our Returns 
Department within 2 working days of 
delivery.
 
Returns mobile number (for images 
only) – +447368687867
Returns email: returns@eden-
horticulture.com 
 
1. Items damaged on delivery or 
tampered with in transit.
Sign for as ‘damaged’. Take any 
appropriate photographs – 
especially if it is damaged on the 
truck before it’s been removed. We 
use black shrink wrap for the majority 
of pallets along with the document 
wallet as to who picked/packed the 
pallet. Forward the photos to the 
Returns mobile number and please 
include a short message with the 
shop name/postcode and extent of 
the damage. Alternatively, please 
information email to the Returns 
email address.
 
2. If damage is not immediately 
clear.
Sign as normal and discrepancies 
MUST be reported as ‘unchecked’ 
within 2 working days of delivery.
 
3. Photos must be sent to us within  
a day of notification.
To receive a credit or replacement 
for items damaged in transit, we 
need to see the damage via images. 
It’s not often worth us collecting 
damaged products, so this will 
allow us to check the damage and 
make a claim against our transport 
company. They need to hear from us 
within 3 days – hence your deadline. 
If no photograph is provided within 
this timescale, we will be unable 
to provide you with credits or 
replacements.
 

Delivery Discrepancies: Items 
Missing From, or Wrong On, Delivery
 
Any discrepancies on orders must be 
reported within 2 working days from 
the date of delivery.
 
1. Missing item: Please contact us 
by phone or e-mail and let us know 
what items were ordered and what 
is missing.
 
2. Wrong item: Similarly, if you have 
received the wrong item, contact us 
so that we can send you the correct 
item.
 
Faulty Stock
 1. If an item is returned to you as 
“faulty” and is within its warranty 
period (see notes on warranties), we 
will exchange or credit it, subject to 
certain basic rules BEFORE we will 
collect for testing.
 
We want to provide you with an 
exchange or credit as soon as we 
can, and we want you to know that 
if required, you will receive a refund 
in your preferred way. Before we will 
accept an item back, certain basic 
checks are YOUR RESPONSIBILITY.
 
2. Notification of faulty products
If you have already carried out the 
checks on a faulty item and you 
are satisfied that the item is indeed 
faulty, please contact the Returns 
Department and we will arrange 
a collection. Once tested, you will 
be notified of the results for you to 
decide how you want to proceed.
If faulty – it can be credited or 
replaced. If not faulty – it will be 
returned to you. If the warranty is 
void – it will be returned to you or 
disposed of. If it is out of warranty 
– it can either be returned to you or 
disposed of. Please do not return 
any items yourself, as it will not have 
a returns number (edr) or tracking 
number, which will result in delayed 
testing.
 
3. Urgent issues 
If an urgent replacement is required, 
this can be dispatched to you 
immediately whilst we are collecting 
product for testing. This will be 
charged for and if found ‘faulty’ your 
account will be credited. If found not 
faulty, it will be returned to you.
 
Please note: it is your choice 
whether you replace an alleged 
‘faulty’ item to your customer in 
advance of testing results from us.
 



Packaging
 1. Please do not write on the 
product or the product packaging or 
put tape directly onto it.
 
2. Ensure that the item(s) are fully 
wrapped and that it’s placed in a 
suitably sized box. If items are not 
sufficiently packaged, they can get 
damaged in transit. Consequently, 
these items will not be tested and 
their warranty will be considered void 
– you won’t be eligible for a credit or 
replacement.
 
3. Collecting items sent to you in 
error. If you receive an item in error, 
we will arrange collection if you 
do not wish to keep it. However, it 
remains your responsibility to ensure 
that it is packaged correctly so that 
we receive it back safely. Please call 
us and get an EDR number so we 
know who is sending the item back.
The courier will be expecting a pre-
arranged number of boxes or pallets. 
The maximum weight for a box is 
30kg and the pallets are collected on 
weight. If there are any changes to 
the collection, please call us so that 
the courier is aware and does not 
refuse the pickup. Any changes or 
Collection problems, please contact 
us on 01952 455725 and ask for 
Returns.
 
Collection
 1. The returns label provided by 
the courier is put onto the outer 
packaging of boxes/pallets to be 
returned (one per package). The 
label must NOT be attached directly 
to a product or product box as 
this would deface the item being 
returned. This may, in turn, affect 
your entitlement to any credit or 
replacement.
 
2. Optional but useful for our tester
If you are returning something faulty, 
please include a note in the box 
describing the fault in more detail 
(e.g. intermittent fault – this will be 
tested for longer). If the item has not 
been collected within 2 working days, 
please contact us on 01952 455725.
 
We endeavour to close every return 
within 1 week but the majority are 
sorted a lot sooner than this. Once 
items are tested and you have been 
made aware of the results, any 
credit required should be on your 
account within 48 hours; likewise for 
replacements. You will be notified of 
any delays that occur.
 
 

Items returned as faulty
 Ballast - Basic Checks
Visual imperfections
 1. Dents or cracks in the case. No 
further checks are required. If these 
are present when a customer returns 
a ballast to you, the warranty is void 
– the warranty doesn’t cover an item 
being dropped.
 
2. Damage or stress on the cables. 
Any damage of the cables or 
strained areas around the junction 
points are signs of misuse and as 
such the warranty is void.
 
3. Removal of plugs. If the plug has 
been cut or changed, the warranty 
is void. The unit is not designed to 
be hard-wired and it is impossible to 
ensure it was properly wired in if the 
plug has been tampered with.
 
4. Heat damage to the cables, 
plugs, and sockets. There are very 
few reasons why this would occur. 
By far the most frequent cause will 
be misuses such as the incorrect 
wattage of bulb used, cables left 
tightly coiled during use or a poor 
connection due to cables/ plugs left 
unsupported and hanging. Also look 
for heat damage to the IEC socket 
(ballast, female) or plug (reflector/
lamp holder, male) as evidence 
of misuse. All of these void the 
warranty.
 
5. Visible misuse. This might include 
watermarks on the case, high levels 
of dust or dirt on the case/vents, or 
damaged screw heads. All of these 
will invalidate the warranty so no 
further action/inspection required.
 
Take note: If you see evidence of 
damage, the warranty is void and so 
further testing is not recommended.
 
Electrical
 1. Check the fuse. A significant 
number of failures are caused by the 
customer blowing the fuse. Check it 
either with a basic multimeter or by 
simply swapping for a fuse that you 
know works.
 
2. Internal fuse. Ballasts also have 
an internal fuse. The fuse holder is 
mounted directly under the IEC input 
socket and contains both the active 
fuse and a spare. It’s worth checking 
this too!
 
3. Test. If everything else proves 
functional then the unit should 
be connected to an appropriate 
reflector and bulb, turned on and 

left on for a minimum of one hour 
to give the internal components 
time to get to temperature and 
highlight any faults present. If at all 
possible, use the customer’s shade 
and bulb, so that you are replicating 
the conditions under which the 
(perceived) fault first became 
apparent to your customer.
In the case of under-power claims 
or power fluctuation claims, 
measurements should only be taken 
after the system has been operating 
for at least 1 hour, for the same 
reasons.
 
General care and attention
Temperature variances
It is not advisable to operate a 
ballast that has just been brought 
in from the cold. Cold ballasts 
(especially metal cased ones) 
can generate condensation both 
internally and externally, so allow it to 
acclimatise.
 
Bulbs - basic checks
Visual 
Bulbs are a bit more subjective, but 
here are some pointers that may 
help you in making your judgement:
 
1. Check the condition. You are 
looking for fingerprints (which 
cause hot spots), scratches, cracks, 
scorched components, high levels of 
dirt (dust and debris can “bake” onto 
a bulb over time in badly maintained 
grow rooms). This will give a good 
indication of either a well-used or 
misused bulb.
 
2. Check the connections. The 
positive connection (bottom of 
the bulb in the centre of the metal 
threaded part) should be checked. 
A poorly fitted bulb will show signs 
of scorching or melting around this 
point and old and well-used bulbs 
will have obvious wear on this area 
too. 
 
Do not consider testing the bulb 
unless you are happy that it appears 
to be a good bulb in reasonable 
condition.
 
Electrical
 1. Test the bulb. As with a ballast, 
ideally, the initial test should be with 
the customer’s lighting system and 
then in a system of your own.
 
2. Assessing performance. As with 
the ballasts, any measurements (i.e. 
power input, light output) should only 
be taken after the system has been 
operating for at least one hour.



Harvesting
All harvesting equipment will not 
be collected if the packaging has 
been opened and the product has 
been used. For further details please 
contact your sales representative.
 
Important warranty information
If you want to know whether an 
item is still under warranty, take 
note of the ID number, which can be 
found on the back of the packaging 
or on the item itself. When you 
purchase a product from us, the 
warranty agreement is between us 
and yourself. When you sell to your 
customer, the agreement is between 
yourself and your customer. We 
extend the warranties on electrical 
products to encompass shipping 
time and storage, so they are 
more than adequate cover when 
purchased from us. The key is stock 
rotation and ensuring that the 
product is sold by the retailer with 
at least a year left on the warranty 
from the date of manufacture, which 
is printed on all products.
 
Please be aware that, by law, a 
consumer’s statutory right is 6 
months, not 12 months, and this 
guarantee is provided by the retailer. 
The fact that we back it up with a 
warranty to our retailer is simply a 
benefit to them and something that 
should be complied with. Having 
said that, we are always willing 
to investigate and compromise in 
exceptional circumstances.

Eden horticulture returns  
procedure guide
 The quality of Eden Horticulture’s 
products is well known throughout 
the industry, which is why we offer 
levels of guarantees. If you do have 
a reason to return a product the 
procedure to do so is listed below.  
 
• We delivered an item incorrectly. 
• You have a faulty item.
• Item arrives damaged.
 
The return of delivered goods sent in 
error needs to be returned in a safe 
and resalable condition. 

Whether the items being returned 
are faulty, sent in error, or for any 
other reason, you must ensure that 
the complete contents of the box 
and the box itself are returned in 
good condition. All-electric saleable 
products carry a standard 12-month 
warranty except for those marked in 
our catalogue which carry a greater 
warranty. 

 Any items returned for credit beyond 
the 12-month warranty period will 
not be credited and we reserve the 
right to refuse your claim if any items 
not returned in the original packaging 
(including all items such as leads). 
If warranty information has been 
removed, defaced or the product 
damaged we also reserve the right 
to refuse your claim. You may also be 
liable for the collection costs.
 
A product from time to time can 
arrive in an unsalable/damaged 
condition. 
Any claim that goods have been 
delivered damaged, or short, must 
be notified by the customer to us 
within 48 hours of delivery. We 
cannot accept responsibility for any 
errors/damages notified after that 
time. You may be asked to provide 
photos of damaged goods to enable 
us to make a claim. 
 
Once the items are returned, we will 
inspect them and notify you that we 
have received your returned item. 
We will then inform you of the status 
of your refund after inspection. If 
your return is approved, we will 
initiate a replacement/credit to you. 
You will receive the credit within a 
certain number of days, depending 
on your payment method. 
  
At Eden Horticulture, we will be 
responsible for paying for your 
shipping costs for returning your 
item. If however, we do not issue you 
a credit/replacement due to any 
reason, you will be asked to cover the 
return shipping cost. 
 
We have created an A4 returns crib 
sheet to assist you. Please call us if 
you want one sent to you via email. 
It has also been included in our more 
detailed returns procedure which 
can be found on our website www.
edenhorticulture.co.uk
 
Eden horticulture returns crib sheet
 
Why return something to us?
1.   We delivered an incorrect item  

to you.
2. You have a faulty item to return.
3.   Item arrives damaged or short on 

pallet or parcel.
 
The return of delivered goods, sent in 
error, needs to be returned in a safe 
and resalable condition.
 
All-electric products carry a 
standard 12-month warranty (except 
for those marked in our catalogue). 

Any items returned for credit beyond 
the 12-month warranty period will 
not be credited and any items not 
returned in the original packaging 
(including all items such as leads), we 
reserve the right to refuse your claim. 
If warranty information has been 
removed, defaced or the product 
damaged we also reserve the right 
to refuse your claim. You may also be 
liable for the collection costs.
 
Any claim that any goods have 
been delivered damaged, or 
short, must be notified to us within 
48 hours of delivery. We cannot 
accept responsibility for any errors/
damages notified after that time. 
You may be asked to provide photos 
of damaged goods to enable us to 
make a claim. 
 
Please phone us within 48 working 
hours of delivery to inform us and 
we will check dispatch images and if 
agreed, resend on the same day.
 
 How to Return an Item(s)
 1.  Phone Eden Horticulture and 

request a return note with an EDR 
number, alternatively you can get 
the template off the website, but 
you will still need an EDR number.

2.  Fill in the form with as much 
information as possible including 
part number, description, 
quantities, and the reason for 
the return.(Any van delivery 
customers must have a green 
form generated before we accept 
returns).

3.  Once the form has been sent to 
us we will arrange transport to 
pick up the items (usually within 24 
hours for collection)

4.  Upon receipt of products, they will 
be inspected and tested.

5.  Once these have been checked 
off, accounts are then notified with 
the results and in turn, you will 
also be notified. The process takes 
approximately 48 hours.

6.  If replacements are due 
immediately by the customer 
they can be purchased and credit 
issued when return is checked and 
agreed.

 
A more detailed returns procedure 
which can be found on our website 
www.edenhorticulture.co.uk
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