UNIT 255

 Understanding retail consumer law 
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Legislation to protect customers’ rights when buying goods or services in a retail environment and the consequences of contravention of this legislation.

The purpose and main provisions of the Sale of Goods Act, the Trade Descriptions Act, the Consumer Credit Act, the Data Protection Act and legislation in respect of age-related sales.
How does consumer legislation help to protect customers? 

Consumer legislation protects customers from being sold goods and services that are unsatisfactory.  It protects them from being provided with goods that are not of the expected quality or that are unsuitable for their age.  It also ensures that credit facilities are offered at reasonable rates and that the customers’ information is not misused.

The main legislation that protects customers is:

· The Sale of Goods Act explains what customers are entitled to expect for their money.
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Goods must be:
· durable

· safe

· of acceptable appearance taking into account their price, nature and description

· fit for their purpose

· as described

· free from defects, unless these are pointed out at the time of sale.
· The Trade Descriptions Act basically prevents customers from being misled either deliberately or even by accident. This applies both in writing and verbally.

It says goods or services must be:
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· accurately described as to size, price, use etc.

· fit for the purpose for which they are intended

· of good quality unless the customer is informed that they are seconds, damaged, graded etc.

It is also illegal to display signs or notices that attempt to restrict customers’ rights. For instance signs which say:
· no refunds

· no refunds on sale items

· sold as seen and inspected

· no refunds without a receipt

· faulty items must be returned within seven days

· Credit Notes only on sale items.
even if the sign says “statutory rights not affected.”
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· The Consumer Credit Act protects people who buy on credit, goods and services under £25,000.
It says that:

· Credit agreements signed in the customer’s home can be cancelled 

· Notice of how to cancel must be given

· Once a third of the price has been paid the goods cannot be repossessed without a court order

· The customer must be advised of the cash price, the total charge for credit and the Annual Percentage Rate (APR).
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The Data Protection Act covers information on individuals that is stored on computers or in manual files.

This requires information to be:
· obtained lawfully and fairly

· not processed in any way incompatible with its original purpose

· obtained with the consent of the individual

· adequate, relevant and not excessive

· accurate and up-to-date

· kept no longer than necessary

· treated confidentially

· available only to authorised personnel

· not transferred to any place where adequate protection is not in place.
· Legislation referring to age-restricted sales.  A number of goods and services may not be sold to people under a certain age.

These include:
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	Product
	Age of person

	Tobacco products including Cigarettes, cigarette papers, rolling machines
	18 and over

	Fireworks
	18 and over

	Videos, DVDs and computer games

12 classification
15 classification
18 classification 
	
12 and over
15 and over
18 and over

	Alcohol
	18 and over

	Lottery tickets and scratch cards
	16 and over

	Cigarette Lighter refills containing Butane and solvents 
	18 and over

	Knives and offensive weapons
	18 and over

	Spray paints
	16 and over

	Petrol
	16 and over
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In addition, some goods and services require a licence to supply.  These include:
· Pharmaceuticals

· Livestock
· Alcohol

· Tobacco

· Gaming products.
What are the consequences of contravening the legislation?

The above legislation imposes responsibilities on everybody who works in retailing.  It is not only the employer’s responsibility to see that alcohol is not sold to under 18s or that the labelling on goods is correct, it is your responsibility too.  
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There are commercial consequences of failing to comply with the law:

· Loss of trade.  Customers who are unhappy with the goods and services they are sold will tell their friends and family, and a number of potential customers will be lost
· Loss of reputation.  Publicity following prosecution for mis-selling goods or services or selling age-restricted products to youngsters will lead to a reputation for dodgy dealing
· Loss of business.  Loss of trade, loss of reputation and potentially loss of licence may lead to the business having to close down
· Loss of employment.  A combination of all of the above will lead to your job disappearing.
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There are also legal consequences.  You and your employer could face:
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· Being sued for compensation by dissatisfied customers
· Being fined by the courts
· Losing your licence to trade
· Being forcibly closed down by the courts or the police
· Being imprisoned by the courts. 
It is not worth risking the consequences in order to make an extra sale.
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IF IN DOUBT, ASK!!
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	Activity 1

Find out what the maximum penalty is for selling the following to under age customers.

Alcohol  

Tobacco

Knives

Solvents




	Activity 2

What information do you have access to that is subject to the Data Protection Act?




	Activity 3

How does each of the following contravene the Trade Descriptions Act?
A sales assistant tells a customer that a carpet is ‘wool’ when it is a wool/polyester mix

​​​​​​​​​​​​​​​​​​​​

A notice that says ‘Sale goods must be returned for refund within 28 days’

A sales assistant tells a customer that the cheap perfume is ‘just like what all the celebs use’



	Activity 4

A sales assistant working in a budget clothing chain sells a blouse to a customer who points out that there is a button missing.  The customer agrees to purchase the blouse at a discount.

Two weeks later the customer returns the blouse for a refund because it has shrunk when she washed it.

The sales assistant refuses the refund as the customer was made aware that the blouse was faulty when she bought it.  

Is the sales assistant within their rights to refuse the refund?

If not, under what legislation does the customer have a legitimate complaint?




Sample questions

The test will consist of 20 multiple-choice questions.  Try the following examples of questions on this unit.  

Which one of the following best describes the meaning of merchandisable quality?

a  Products free from faults or defects.

b  Goods which offer value for money.

c  Attractive and striking products.

d  Products which are on display.
One of the main responsibilities of retail employees under the Trade Descriptions Act is that they must

a  accurately describe their occupation

b  explain how to use products
c  accurately describe products

d  explain the price of products.

 Which one of the following describes a main obligation of a retail business under the Data Protection Act?

a  Data must only be stored on a secure computer.

b  Only the person collecting the data can gain access to the information.

c  Data must only be used for the specific purpose for which it was collected.

d  Data which affects national security is not covered.
Which one of the following falls under legislation for age restricted goods?

a  Washing up liquid.

b  Fireworks.

c  Magazines.

d  Pet products.

The main consequence of contravening retail law for an employee is 

a  possible imprisonment
b  reduced customer loyalty
c  loss of reputation
d  loss of profit.

You have now come to the end of Unit 255 -Understanding retail consumer law
You should now be able to:
· State the purpose of consumer legislation in relation to retail
· Describe the key principles and concepts of consumer legislation such as fitness for purpose, misinterpretation and merchantable quality

· Describe the purpose and main provisions of the Trade Descriptions Act in relation to retail

· Describe retail employees’ responsibilities under the Trade Descriptions Act

· Describe the key legal responsibilities of a retail business and its employees when offering credit facilities to customers

· Describe the key responsibilities and obligations of a retail business and its employees under current data protection legislation

· Identify the responsibilities and obligations of a retail business and its employees in relation to the sale of licensed goods

· Identify the responsibilities and obligations of a retail business and its employees in relation to the sale of age-restricted goods

· Describe the legal consequences for businesses and employees of contravening retail law

· Describe the probable commercial consequences and sanctions for employees and businesses of contravening retail law
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What am I       going to learn?





What is this unit about?








Credit notes only on sale items











What can I practise?
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