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OUR PROMISE

We want you to feel good about shopping with Otaku Haven. If something is not the right fit, we will do our best to make the return or exchange process fair, clear, and consistent while protecting product condition for every customer.

RETURN WINDOW

Eligible merchandise may be returned or exchanged within 30 days of the original purchase date. We count the purchase date as day zero, and the 30th calendar day is the last day of standard eligibility.

WHAT YOU'LL NEED

- For a refund to your original payment method, you must have the original receipt or a verifiable Square purchase record.

- If you do not have a receipt, we can review the item for an exchange or store credit only if the purchase can be verified in Square and the item still meets the condition standards below.

ITEM CONDITION REQUIREMENTS

- Returned items must be in resalable condition and include original packaging, included parts, tags, inserts, and all original components.

- Items cannot show signs of use, wear, or damage caused after purchase.

- Apparel must be unworn, unwashed, and have the original tags attached.

- Figures, accessories, media, and home or lifestyle items must include all original components.

NON-RETURNABLE ITEMS

The following categories are non-returnable unless there is a documented store error or a verified defect:

- Opened trading-card packs, boxes, or starter products

- Opened blind-box collectibles

- Digital codes

- Gift cards

- Clearance or final-sale merchandise

- Consignment or local-creator items

- Worn or tag-removed apparel or cosplay accessories

Opened media is non-returnable unless it is defective. Defective opened media is exchange-only for the same title when replacement stock is available.

HOW YOU'LL GET YOUR MONEY BACK

- Approved returns are handled by refund to the original payment method, store credit, or exchange, depending on eligibility.

- Cash purchases are refunded to cash only when the original cash sale is verified and the register drawer has available funds.

- Card purchases are refunded back to the original card when the standard policy requirements are met.

- Store credit may be used when a no-receipt exchange or credit request is approved, or when you prefer store credit instead of the original payment method.

EXCHANGES

- We can process exchanges for the same item, the same title, a different variant, or a different item of equal or greater value when the item qualifies.

- Same-item or same-title exchanges may be completed as even exchanges when the original selling price matches the replacement item.

- If you are exchanging for a different variant or a different item, any price difference will be collected or refunded according to the transaction.

- Unworn apparel with tags attached and unopened accessories may be exchanged for a size, color, or variant change within the return window.

DEFECTIVE OR DAMAGED ITEMS

- If a defect is reported within 30 days and the issue can be verified, we may offer a replacement, exchange, or refund depending on condition and stock availability.

- If an online order arrives damaged in transit, contact us promptly so we can review the issue as a defect claim.

- If a defect is reported after 30 days, the case will be routed to the Store Manager for warranty or vendor escalation review.

ONLINE ORDERS

Eligible online orders follow the same 30-day window and condition standards described above. Online order returns may be handled in-store or by mail. If you plan to mail a return, email info@otakuhaven.store first so we can confirm your order and provide next steps.

LOYALTY POINTS AND RETURNS

- Points earned on returned items will be adjusted out of your loyalty balance.

- If your balance is not high enough to cover the full adjustment, it will be reduced to zero. Negative balances are not permitted.

- If redeemed points were used on the original purchase, the refund value will be reduced accordingly.

