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News and announcements: Platform Policies
updates (effective 8 September 2026)

At Woolworths MarketPlus, we believe that the foundation of scalable ecommerce growth is customer trust. In
a highly competitive retail landscape, customer expectations around delivery speed, transparency, and
communication are continually rising.

To meet these expectations and help our partners succeed, we are simplifying and updating our performance
frameworks across 3 key areas: our Seller Service Standards, Service Level Agreement (SLA) policies, and
Returns and Refunds policies.

These changes will be effective on 8 September 2026. Over the next 60 days, we encourage all sellers to
review their current operational processes to ensure a seamless transition.

Why are we making these changes?

Running a successful online store means keeping tabs on a lot of moving parts. Our updated policies are
designed to focus on metrics that are fully within your control, such as dispatching orders on time, maintaining
accurate inventory levels, and resolving customer queries promptly.

By refining these benchmarks together, we aim to:

1. Deliver a best-in-class experience: When customer expectations are met consistently, negative reviews
drop, customer lifetime value increases, and category-led growth expands.

2. Focus on controllable metrics: We are measuring and setting standards for the actions that you directly
control, ensuring a fair and objective evaluation of your performance.

3. Provide clear, consolidated policies: We have consolidated our criteria to provide a single, unified source of
truth.



1. Seller Service Standards policy updates

The following benchmarks will be used to measure your operational standards from 8 September 2026:

Metric Category

Seller Service Standards Metric

Current
Benchmark

New Benchmark

Order fulfilment

On-time dispatch rate

2 business days

2 business days, =
96%

3%
Out of stock (00S) seller cancellation rate <2.5%
Valid tracking rate Not specified
>95% (new)
Returns & refunds | Refund rate (excluding 00S) 5% <3%
Ticket rate <5% < 5% (unchanged)
Customer service | Aged ticket rate (<8 bus. day) Not specified < 1% (new)
Escalation rate
< 5% < 5% (unchanged)

Please note: The above metrics (except for the new Aged ticket rate) are used to calculate your

monthly Seller Rating in the Seller Portal. While you still need to meet the Aged ticket rate benchmark

to maintain overall account health, it won't impact your monthly rating. Customer product ratings will

continue to be part of the Seller Rating.

2. Service Level Agreement (SLA) policy updates




To support the updated Seller Service Standards, we are also aligning our SLA timelines for critical customer
enquiries and effective 8 September 2026:

o SLA resolution time: The resolution timeframe for major customer issues (including Missing parts, Product
Refunds, Returns, Replacements and Repairs, Lost in transit (LIT), and Escalations) is being reduced from
10 to 8 business days.

+ On-time first response SLA: The required first response time for enquiry tickets is being reduced from 2
business days to 1 business day (for > 95% of cases).

¢ The On-time resolution benchmark for escalations is also being reduced from 10 to 5 business days (for =
90% of cases).

3. Returns and Refunds policy updates

To ensure customer returns are resolved promptly and fairly, we are adjusting our refund timelines:

¢ On-time refund SLA: The timeframe for inspecting items and processing refunds once a change of mind
return is received is being reduced to 3 business days (instead of 4), in over 90% of cases.

4. Seller Services Agreement and policy updates

We have also made minor, updates to our Seller Services Agreement and Responsible Sourcing Guidelines to

tidy up terminology, clarify international requirements, and align with Group responsible sourcing guidelines.

We recommend you familiarise yourself with these changes. Please contact our Seller Support team if you
have any questions.

Tips for Success

We want to help you make this transition as smooth as possible. Here is a practical guide to help your team hit
these updated benchmarks:

o Ship with WMP supported carriers: Always ship your orders using our Woolworths MarketPlus Approved

Carriers. This ensures tracking details update automatically in our system, giving buyers clear visibility of



their delivery progress and reducing enquiries.

¢ Maintain accurate inventory levels: Providing the correct stock levels in real time prevents out-of-stock
(00S) cancellations. A cancellation after purchase is a primary driver of buyers leaving our platform, so
accurate inventory level is key.

« Optimise product listings for accuracy: Providing comprehensive specifications and accurate product
images and description helps customers understand exactly what they are purchasing. Clear and accurate
listings directly correlate with a lower rate of customer returns and refunds. Check our Product Listing
Policy help article and the Woolworths MarketPlus content guidelines included for more details.

* Respond to customer enquiries within 1 business day: Responding to customer queries within 1 business
day ensures issues are handled before they escalate. Replying fast to buyer queries keeps your Aged Ticket
rate low and protects your account standing. Read this article for additional tips on responding to
customers.

» Regularly monitor operational metrics: You can track how your current performance compares to these
new benchmarks by reviewing your Operational Performance report in the WMP Seller Portal. Monitoring

this scorecard regularly allows you to adjust your workflows ahead of the 8 September 2026 transition.
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