Returns and Refunds Policy- ALMOND EYECARE LTD
We are committed to providing high-quality domiciliary eye care services and products. This policy is in accordance with applicable UK legislation, including the Consumer Rights Act 2015, and relevant NHS regulations.
Custom-Made Prescription Spectacles
All prescription spectacles are bespoke, manufactured to the patient’s individual prescription and requirements. In line with UK regulations, such items are exempt from the standard 14-day cancellation period. Refunds will not be issued unless the spectacles are faulty, not as described, or do not conform to the prescribed specification. Where an issue arises, we will offer an appropriate remedy, including repair, replacement, or adjustment.
Faulty or Defective Goods
If goods are found to be faulty or defective, you are entitled to a repair or replacement under the Consumer Rights Act 2015. Faults identified within 30 days of supply may qualify for a full refund. After this period, we will assess the issue and provide a suitable resolution in accordance with your statutory rights.
NHS-Funded Services and Optical Vouchers
Where services are provided under the NHS (e.g. domiciliary sight tests funded through the General Ophthalmic Services), eligibility must be confirmed at the time of the appointment. Patients may be entitled to assistance with the cost of spectacles through an NHS optical voucher.
NHS vouchers contribute towards the cost of spectacles but may not cover the full price. Any additional costs will be clearly explained and agreed in advance. Once NHS vouchers have been redeemed against custom-made spectacles, refunds are not normally permitted unless the spectacles are faulty or do not meet the prescribed requirements. In such cases, we will provide a repair or replacement in line with NHS guidelines.
Prescription Changes
If a patient’s prescription changes within 3 months of the original eye examination conducted by us, we may, at our discretion, offer replacement lenses. This does not affect your statutory rights or NHS entitlements where applicable.
Non-Prescription Items
Non-prescription items may be returned within 14 days of supply, provided they are unused, in their original condition, and suitable for resale. Refunds will be processed once the item has been inspected.
Domiciliary Services
As services are provided in the patient’s home or place of residence, any concerns regarding products or services should be reported promptly. We will arrange a suitable time to revisit and assess the issue.
Cancellations and Appointments
Patients may cancel or rearrange appointments with reasonable notice. We reserve the right to charge a fee for missed appointments or late cancellations where appropriate.
Contact
To request a return, repair, or raise a concern, please contact us directly to arrange a domiciliary visit or discuss appropriate next steps.

