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COVID-19 Client Advisory  
on E-Commerce Transactions 

 

 
A. Regulatory Directives in Relation to COVID-19 

 
Are there special measures required by the government affecting e-commerce 
transactions in light of Resolution No. 11, Series 2020 of the Inter-Agency Task 
Force for the Management of Emerging Infectious Diseases (IATF)? 
 
Yes. The Department of Trade and Industry (DTI), on 15 March 2020, issued 
Memorandum Circular No. 20-04 (MC 20-04) prescribing implementing guidelines 
following the issuance of Resolution No. 11, Series of 2020 by the IATF. The 
implementing guidelines applies to all business establishments in the National Capital 
Region, and provides for limited mall operation and a one-month closure of other 
business establishments.  
 
Retail establishments are also encouraged to strengthen Internet retail or online 
commerce and to aggressively direct the buying public to procure their services and 
goods online. In addition, the DTI also prescribed that only delivery platforms within 
the National Capital Region shall be allowed. 

 
B. Guidelines in Performance of Online Transactions 
 
1. What steps should a seller take once it becomes aware that it cannot honor a 

shipping and/or delivery date due to the outbreak of COVID-19? 
 
The Consumer Act – Republic Act No. 7394 – and its implementing rules and 
regulations (IRR) requires sellers to inform buyers of any change in the supply of a 
product, including if the product can no longer be supplied to the extent promised. 
Information of the change in supply shall be immediately made to the buyer. 
 
A seller is likewise required to honor all other rights that arise from the contracts of 
sale that it executed with its buyers. In the absence of any additional agreement 
between a seller and buyer, the latter’s rights will revolve around the prompt delivery 
of the product. 
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2. When does a seller have to notify a customer once it becomes aware that it cannot 

honor a shipping and/or delivery date due to the outbreak of COVID-19? 
 
The applicable regulations require that notice shall be made immediately as soon as 
it is known that the product can no longer be supplied or delivered by a given date. 

 
3. What are the requirements for the notification regarding change in supply and/or 

delay in delivery? 
 
There are no prescribed means or format for notifying buyers regarding change in 
supply or product delays.  
 
As to the content, the following can be provided:  
(i) a brief explanation for the unavailability of the product or delay in its delivery; 

and  
(ii) a new intended delivery date.  
 
In the context of COVID-19, we advise citing the issuances of the National 
Government, as well as those of the Local Government Unit to which the recipient of 
goods belongs, as justifications for change in supply and/or delay in delivery. 
 
As to the manner of delivery, notices may be sent through the details provided by its 
customers, such as email or residential/work address. Sellers may publish a notice 
regarding the delay and its causes on its website(s), if any. In light of COVID-19, it may 
be prudent to limit notifications to those which can be accomplished remotely and/or 
electronically. 

 
C. Remedies of Parties to Online Transactions 

 
1. Are there additional considerations if the transaction for the goods was 

accomplished through electronic means? 
 
Applicable here is the Joint DTI-DOH-DA Administrative Order (JAO) No. 01, Series 
of 2008, known as the  Rules and Regulations for Consumer Protection in a Transaction 
covered by the Consumer Act through electronic means under the E-Commerce Act. 
This JAO requires retailers, sellers, distributors, suppliers, or manufacturers to set up 
and make operational an internal complaint-handling mechanism for consumer 
complaints. These complaints include those arising from delay and/or non-delivery of 
a purchased product. 
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2. What purposes should the complaint-handling mechanism achieve? 

 
The internal complaint-handling mechanism is an opportunity for a seller to explain 
the cause of delay and to enter into a mutually acceptable compromise or way forward 
with buyers. There are no restrictions on the agreements or arrangements that a seller 
and buyer can agree upon. 
 
This being the case, wide latitude is given to a seller to come to an acceptable 
agreement or way forward with its buyers. Any discussion conducted through the 
complaint-handling mechanism is without prejudice to any legal remedy available to 
the buyers. 
 
If a seller that transacts electronically with its buyers still does not have this mechanism 
in place, we advise setting it up at the soonest, and, if possible, prior to the original 
date of delivery of goods. 

 
3. Is a seller required to refund its buyers due to a change in supply and/or delay in 

the delivery of purchased products? 
 
There is no need to immediately extend a refund or offer compensation for damages 
at this point. No provision of law or regulation requires sellers to effect am immediate 
refund due to change in supply and/or delay in delivery of purchase products. 
 
Extending a refund or shouldering the damages incurred by buyers will be on a case-
by-case basis and will depend on: (i) the buyers’ respective contracts of sale with a  
seller; and (ii) subsequent negotiations between the parties. Bearing in mind that a 
complaint-handling mechanism will be in place, it is likewise possible that consumers 
will agree to wait for the product’s delivery without any lodging claim for refund or 
damages.  
 
As a practical consideration, we advise centralizing efforts on establishing an efficient 
complaint-handling mechanism because this will be a seller’s opportunity to (i) 
address claims for refunds or damages; and (ii) prevent matters from escalating to a 
formal complaint with the DTI and actual litigation. 
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4. What form should a refund take? Can it be through actual cash, electronic rebate, 
or store credit? 
 
This would depend on the arrangement reached by a seller with its buyers. There are 
no laws or regulations that mandate a specific form of refund. 

 
5. If further delays are encountered in the supply and/or delivery of products due to 

COVID-19, can a seller make subsequent notifications? Is there a limit to the 
number of notifications that a seller can give to buyers? 
 
The applicable laws and regulations make no distinction with regard to notifications 
for subsequent delays. This being the case, the same considerations and procedures 
under our responses will apply. There is likewise no limitation on the number of 
notifications that a seller may give. 

 
6. What is a reasonable extension of time in relation to change in supply and/or 

delay in deliveries? 
 
There is no hard-and-fast rule or parameter under local laws for what constitutes a 
reasonable extension.  
 
As a practical consideration, you may consider committing to a conservative timeline 
for the first extension so that a seller will have the best opportunity to comply with the 
amended date of delivery. The complexion of these situations tends to sour upon 
multiple requests for extension by a seller. A single request for extension will minimize 
backlash or clamor from the buyers. 

 
7. What other laws or issuances should a seller be mindful of in relation to change 

in supply and/or delay in delivery of products? 
 
The Consumer Act and its IRR, as well as related issuances, should be read together 
with the Civil Code of the Philippines for the specific rights of buyers arising from their 
contracts of sale with a seller. 
 
You may refer to our Advisory on Contract Implementation & Disputes Management 
for a discussion on the COVID-19’s impact on existing contractual obligations. 

 
 
 
 
 

Disclaimer and Limitations — This advisory is intended to provide general guidance to clients of 
PJS Law only, based on laws and issuances as of the date stated above. Please confirm with our 
lawyers for possible updates or contact pjs@pjslaw.com if you have clarifications or other concerns. 


