8. Consumer Rights and Responsibilities 
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8.1 Buying goods
This section will help you understand what ‘goods’ are, and what rights and responsibilities you have when purchasing goods that turn out to be faulty. 

8.2 Buying services
This section will help you understand what ‘services’ are, and what rights and responsibilities you have when purchasing services that turn out to be unsatisfactory. 

8.3 Financial advice
Buying financial products and services is a huge subject. This section gives you a brief introduction to your rights, and suggests sources of expert help and advice. 

8.4 Activities
A set of brief activities you can use to test your knowledge of the section

8.1 Buying goods
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What are goods?

Goods are things you have obtained in exchange for money – they could be new or second-hand, and could be bought from a shop or catalogue, at the market or from the Internet. These are all examples of goods:
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Before you make a complaint about something you have bought, you should check that it qualifies as ‘goods’ rather than ‘services’. For example, if you buy double glazing and it is not fitted correctly, the problem is with the fitting, not with the window units themselves. The fitting is a service and different rules apply.

What are my rights and responsibilities?
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Buying goods - Sale of Goods Act

The most important law on the sale of goods is the Sale of Goods Act 1979 (as amended). This is the Act you can quote if you have a problem with goods you have purchased.

The Act is part of the civil law – this means that problems you have with any goods you have purchased are not a criminal matter, so the police will not be involved. You have to take action yourself. To do this you need to know what your rights are and to understand your own responsibilities.
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This Act is a combination of two previous Acts.
The Sale of Goods Act 1979 was amended in
1994 by the Sale and Supply of Goods Act.
The combination of these two Acts produced
the Sale of Goods Act 1979 (as amended).

If you quote the Act by name, the trader is more
likely to take your complaint seriously, as it shows
that you are aware of your rights as a consumer.




Wherever you bought your goods (a shop, market, catalogue, the internet), and even if they are second-hand they should meet three tests. Are they; 

· of satisfactory quality? 

· fit for purpose? 

· as described? 


If a seller breaks any of these conditions then you: 

· have the right to ask for your money back 

· do not have to accept a replacement; if you do accept a replacement, ask for written agreement that if the replacements are faulty you will still get your money back 

· do not have to accept a credit note 

· if you agree to a repair and it is unsatisfactory, then it will not stop you claiming your money back. 

The seller is liable for up to six years after purchase of the goods.

If you have a valid complaint then it is the seller who has to deal with it, not the manufacturer. 

Satisfactory quality
What a reasonable person would find satisfactory taking into account the cost and age of the item. 

This means that the goods should work. For example, the zip in a skirt should not stick.

They should also be:

· of reasonable appearance and finish 

· safe and durable 

· without defects 

You should take account of the age and cost of the goods. Remember, ‘what would a reasonable person expect?’

· Second-hand goods will not be as good quality as new. 

· ‘Seconds’ will have faults. 

· You will not get good quality goods for rock-bottom prices. 
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Fit for purpose
What are the goods for? For most things, this is obvious. If you buy a second-hand car for scrap, you cannot expect it to be roadworthy. 

It also covers any questions you ask about the goods. If you needed a printer for your computer and you asked if it was compatible with your computer (because the packaging gave no clear indication), and you subsequently found it was not compatible, you would have cause for complaint. 

Don’t make assumptions about the purpose of the goods you are buying. Check if the waterproof jacket is rainproof if you need it for hill walking.

The responsibility to ask is yours. When you ask a question, take the name of the person you asked, so you can refer to them in future if you need to.

As described
Goods should meet the description given by the seller. The description on the packaging must also be accurate. In some cases, you buy goods after seeing a sample; the goods you receive must match the sample.

If a jacket is described on the label as 100% cotton, then it should be exactly that. If you buy meat that is described as fresh then it should not have previously been frozen.

Buying goods – buyer responsibilities
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Have you accepted the goods?
If you have accepted the goods you cannot claim a refund. However, you can still claim compensation if the goods are faulty. This is normally the cost of repairs or replacement.

You have a ‘reasonable’ time to return the goods if they are faulty. This means you should try out any goods as soon as possible after purchase. Any delay could mean losing your rights. 

Auctions
If you buy goods at an auction and the auctioneer pointed out that the goods were not covered by the Act (which could be done in a notice), the Act does not apply.

Gifts
Usually if you are given a present that turns out to be faulty you do not have any rights. The person who bought the goods has the right to complain. However, the law has recently changed; if the buyer identifies who the item is being bought for and this is shown on the receipts then you do have rights under the Act (these are known as ‘third-party rights’).

Private sale
When you buy from a private individual you don’t have the same rights. Car-boot sales come into the same category if the seller is not a business.

The only rule that applies is that the goods should be as described. So if the seller misrepresents the goods then you may be able to make a claim.

Examining the goods
You cannot make any claim under the Act if:

· before buying you had examined the goods and the defect was obvious 

· the fault was pointed out to you 

· you were told the goods did not meet the description on the packaging 

· you were told they were not fit for the purpose you were buying them. 

Goods delivered
You should have reasonable time to inspect goods. If goods are delivered in a faulty condition, then it is your responsibility to tell the seller as soon as possible.
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Changing your mind
If you have changed your mind about the goods, you have no rights under the Act. Some shops do give exchanges or credit notes but have no legal obligation to do so.

Deposits
If you have given a trader a deposit for an item, you have entered a contract. If you then change your mind about the purchase, the trader is within their rights to keep the deposit. If you put a deposit on a hired item then the rules are the same.

Buying goods- additional rights
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· an advertisement 

· labelling 

· a verbal description from a shop assistant. 

If you think this law has been broken, then you should inform your local Trading Standards Department (URL: http://www.tradingstandards.gov.uk/).

If you buy a coat because you have been told it is leather and later find it is not, you can :

· claim you money back under ‘As described’ in the Sale of Goods Act. 

· report the trader to the Trading Standards Department. 

Guarantee
Manufacturers’ guarantees are available on many items, particularly electrical goods. If the goods develop a fault within a specified time then the manufacturer pays for the repair.

· This guarantee is in addition to your legal rights via the Sale of Goods Act. 

· You may have to register your guarantee to make it valid. 

Extended guarantees
Many large stores that sell electrical goods will offer you an extended guarantee along with the goods. Before agreeing, double-check to see what you are paying for and whether you are already covered.

Goods on credit
The Consumer Credit Act covers goods bought with credit cards. It also covers many other areas of consumer rights that are backed by criminal law.

You have extra rights if you have used your credit card to buy goods which are then found to be faulty.

You can claim your money back from the credit card company if the goods are worth more than £100 but less than £30,000.

Most credit card companies will insist that you first try to get your money back from the trader. If the trader has gone out of business, you still have a means of getting your money back.

Consumer Protection Act
If you are injured by a defective item you have bought then you claim for compensation using this Act.

This claim is usually against the manufacturer. This is a very complicated process and you should always get advice first. 

Unsolicited Goods Act
It is illegal for a trader to threaten you for payment of goods that you have not ordered. It is this Act which protects you. 

If you receive unsolicited goods, then you can:

· Keep them for six months before disposing of them 

· Contact the seller and tell them about delivery. The retailer then has one month to recover the goods. 

Always keep a note of all communication with the trader.
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If the answer is 'yes' to any of the questions you have no legal rights and you should go no further.

Buying goods - making your complaint
If you think you have a valid complaint: 

· check that the item is goods and not a service 

· be clear exactly what the problem is 

· think about what arguments the trader might use to avoid their responsibilities and how you would respond 

· make sure you have you not ‘accepted’ the goods? 

· return to the shop as soon as possible 

· take your receipt or proof of purchase with you 

· speak to the manager or someone else in authority 

· take the name of the person you deal with in case of further problems 

· say what the problem is and how you wish it to be dealt with 

· make a written note of what is agreed 

· keep calm and be firm. 

What’s the problem?
Ask yourself the following questions:

· How long have you had the goods? 

· Have you used the goods? 

· What kind of fault is it? 

· Does the fault make the item useless? 

· If the item is brand new, did you examine it before purchase? 

· Was the fault pointed out to you? 

· Are you the buyer or was it a present? 

· How did you purchase the goods? Was it from a retailer, or was it a private sale? 
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Choices
You need to be clear about what you want and what you may be entitled to:

· a full refund 

· repair 

· replacement 

· compensation. 
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If you decide that a repair is the best option then you must make it clear that you are reserving your right to reject it if the repair is not satisfactory. It’s a good idea to get this in writing.

If you have ‘accepted’ the goods then you need to decide what you want the trader to provide.

What can I do if I am not satisfied? 

Many traders are very responsive when dealing with customer complaints, but if this is not the case and you are not satisfied you will need to persevere.

If you are not satisfied with the way your complaint is dealt with, write a letter of complaint to the area manager:

· Outline your complaint and give dates and names. 

· State what you want and how soon. 

· Include copy of receipts. 

· Keep copies of the letter and proof of postage. 

If you do not receive a reply, write further letters. Remember to keep copies of all correspondence.

Look at a sample letter of complaint.
(Items you need to substitute in the letter are shown in green).
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Trader’s
Trader’s
Trader’s
Trader’s
Trader’s

22 March

company name here
street address
toun/city here
county here
postcode here

2003

Dear [Manager's name here

vour
vour
vour
vour
vour

name here
street address
toun/city here
county here

postcode here

On [insert date of purchase] T bought [full details of
goods] from your (insert store/shop details and address

Unfortunately the [insert name of goods] is not working

satisfactorily.

fault].

Tt has [give as full a description of

I have already brought this to the attention of [name of
staff member].

[Mention any discussions/phone calls/dates




 [image: image16.png]As T am not satisfied with the response I have heen given,
I am writing formally about my complaint.

Under the Sale of Goods Act 1979 (as amended) the goods
should bet

@ 0f satisfactory guality
@ Fit for their purpose
@ is described

I [select as appropriate: am rejecting the goods as they
are faulty when bought, and would like a full refund/would
like a replacement

I would appreciate a response within [14 days or a
reasonable time] outlining what you intend to do regarding
ny complaint. If necessary I will pursue this action
through the small claims court

vours faithfully

[signature]

[your name]





If you have no response at all from the retailer you can:

· Get advice from your local Citizens Advice Bureau 

· Contact your local Trading Standards Office 

· Contact the sellers’ trade organisation. 
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What are services?
If you pay a plumber to mend a dripping tap, that’s a service. The plumber has agreed to carry out a service for an agreed amount of money. 

Sometimes services will be supplied with goods. A new boiler being fitted will involve both the supply of goods (the boiler) and a service (the fitting).

Some other examples of services are:
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There are many more.
Before you make a complaint you make sure that you are dealing with a service rather than goods you have bought, as different laws apply.

What are my rights and responsibilities?
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Buying services - Supply of Goods and Services Act 1982 
Whatever the service you have paid for, you have certain legal rights. These are laid out in the Supply of Goods and Services Act 1982. This Act covers all work that is carried out by traders who provide a service. 

This can be services provided:

· in the home, for example, a plumber 

· in other premises, for example, a hairdresser. 

When you pay for a service you should expect a certain standard of work. You may have agreed the timescale and the cost in advance. Even if you haven’t, the law states that the service should be carried out:

· with reasonable care and skill 

· within a reasonable time scale 

· at a reasonable cost 

· any goods supplied should be as described under the Sale of Goods Act. 

Care and skill
In law, the standard by which reasonable can be judged is by comparing the quality of work with that carried out by an average tradesman. For example, the work on a car, is it any different to that carried out by an average mechanic?

Time
If time is important to you then you need to let the trader know by agreeing a timescale. Ideally, this should be put in writing in case of future disputes.

Price
If you have not agreed a price in advance then you do not have to accept a bill that is unreasonably big.

What is reasonable?
For some services you will know what is reasonable through your own experience. 

If you go to a hairdresser who charges top prices, you will be expecting a better cut than at the local, cheaper hairdresser. You will also know what the reasonable price for both is. But if you have your hair dyed, you wouldn't expect your hair to fall out at either hairdresser.

For other services you might need to find out what is reasonable. If you want to build an extension to your house you would carry out some research before deciding on a builder. You might:

· find out what other builders charge for the same work 

· talk to other people who have used the builder 

· use recommendations. 

If a provider of the service breaks these conditions then you can claim damages.
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[image: image21.png]What is the difference between an estimate and a quotation?

These are frequently used to describe an approximate price to
provide a service. If you want a fixed price you must ask for a fixed
quotation in writing. If you can only obtain an estimate, ask for It to
be itemised, detailing the work and the individual costs.
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If you break a contract with a supplier they can claim compensation.
This covers all types of services - hairdressers, dentists and opticians,
as well builders, plumbers and so on. If you make an appointment
with an optician and then fail to turn up, they could ask for the cost of
the missed appointment. In the same way if you book a table for a
meal and don't turn up the restaurant could ask for compensation.




Buying services - additional rights
As well as your rights under the Supply of Goods and Services Act you may also have rights under other legislation:

· Trade Descriptions Act 

· guarantees 

· goods on credit. 

[image: image23.png]This is part of the criminal law - it is a criminal offence to describe
something inaccurately. This could be:

© an advertisement
© labelling
© a verbal description from shop assistant.

If you think this law has been broken, then you should inform your local
Trading Standards Department.

If you book a holiday, and the hotel is described in the brochure as
having air-conditioning, and you find on arrival that it doesn't, then you
have been misled. You:

© can claim compensation
©should report the trader to the Trading Standards Department.

There are also other regulations to protect holidaymakers included in
the code of conduct drawn up by ABTA.




[image: image24.png]Guarantees

Service guarantees are only as good as the company who gives them.

If the company goes out of business then you have no way of getting
compensation (unless you used a credit card). Some guarantees are
backed by independent insurance companies or are ‘bonded".

A guarantee is an additional protection to consumers' statutory rights.




[image: image25.png]The Consumer Credit Act covers services bought with credit cards.

It also covers many other areas of consumer rights that are backed by
criminal law.

You have extra protection if you have used your credit card to buy
services which are then found to be unsatisfactory. You can claim your
money back from the credit card company if the services are worth
more than £100 but less than £30,000.

Most credit card companies will insist that you first try to get your
money back from the trader. If the trader has gone out of business,
you still have a means of getting your money back.
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Buying services - quality of service 

Ask yourself whether the work been carried out with reasonable care and skill. If you feel that this is not the case then tell the supplier and ask for the work to be rectified. You should also be able to claim reasonable expenses and losses.

If the supplier does not put things right to your satisfaction:

· write a letter to the supplier stating clearly what you want them to do and a time scale 

· keep a copy of the letter 

· take photographs of the poor workmanship as possible evidence. 

Look at a sample letter of complaint.
(Items you need to substitute in the letter are shown in green).
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Trader's company nawe here
Trader's street address
Trader's town/city here
Trader's county here
Trader's postcode here

Your neme here
Your street address
Your town/city here
Your county here

Your postcode here

22 March 2003
Dear [Hanager's name here:

On [date of purchase] you supplied [full details of service] from
[insert: store/shop details and address if a large companyl .

Unfortunately the [insert nae of service supplied] is not
satisfactory because [give a full description of problex

I have already brought this to the attention of [nawe of staff
menber] .

[Mention any discussions/phone calls/dates

A5 T am not satisfied with the response I have been given, T am
writing formally sbout my complaint.




[image: image28.png]Under the Supply of Goods and Services ket 1982, the service
should be carried ouc:

o with reasonsble care and skill
e in a reasonsble time [have you agreed a time with the

supplier?]
o for o reasonsble price [have you agreed a price with the
supplier?]

In addition, any goods/materials supplied should be:

o of satisfacory quality
o it for their purpose
o as described

I request that [insert what you vould like the suppler to do]

I would appreciate a response within [12 days or a reasonable
time] outlining what you intend to do regerding my complaint. If
necessary I will pursue this action through the small claims
court.

Yours faithfully
[signature]

[your name]





If you still do not get satisfaction:

· Ask for a second opinion in writing from another supplier including costs of putting the work right. 

· Claim this money from the original supplier. 

· If the supplier is a member of a trade organisation then ask for their help.
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If the work is not completed within the time scale you can then use another company to complete the work and claim the costs from the original supplier. Before you do this get further advice from an advice centre such as the Citizens Advice Bureau. 

Buying services - excessive costs 

If you have agreed a price for the work in advance then you have entered a contract to receive a service at a set price. If you withhold money you can be taken to court.

If you have only received an estimate (rather than a fixed quotation), then the supplier can charge more than this if it is a reasonable amount. If you feel this is not reasonable then you can pay what you think is a reasonable amount. Before you do this get further advice from an advice centre such as the Citizens Advice Bureau.

8.3 Financial Advice
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Buying financial products

There are a variety of codes of practice and laws to protect you when you buy financial products. This will depend on the type of product or service you are buying and whether you have used a financial adviser. Some of the financial services and products you may buy are:

· banking 

· National Savings 

· Loans and credit

· insurance 

· pensions 

· mortgages. 

However you choose to buy, you have a right to:

· advisers who are competent 

· accurate and suitable information 

· firms that are trustworthy. 

And if you have a complaint:

· clear complaint procedures 

· compensation if complaint valid.
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Getting financial advice

There’s a difference between information and advice. You are not usually getting advice when you:

· open a bank account or put money into the building society 

· invest directly in response to a mail shot advertisement 

· invest through information on the Internet 

· buy a stakeholder pension without the aid of a financial adviser. 

In these situations, and others, you are being given information, rather than advice. 

Even if you are not being given advice, the information on which you base your decision should be accurate. If the information is inaccurate or misleading then you have the right to complain and seek compensation.

Shopping around
When buying any item it is sensible to shop around, and the same is true when buying financial services. To find the best deal take time to:

· read the money/financial sections of the weekend newspapers 

· do some research on the Internet 

· talk to a variety of companies that are selling similar products 

· read consumer guides provided by the Financial Services Authority (FSA) and other independent organisations 

· use the FSA Help Line (0845 6061234) to check that the company is authorised to give financial advice. 

To find an independent financial adviser in your area, visit the IFA Promotion web site: http://www.ifap.org.uk/

To get more detailed information on your rights when buying financial products and services, see the FSA web site: http://www.fsa.gov.uk/consumer/your_rights/index.html 

Making a complaint
For expert advice on how to make a complaint about financial products and services, see the consumer section of the FSA web site: http://www.fsa.gov.uk/consumer/consumer_help/index.html

The regulations that protect your rights vary depending on what product you are buying and whether you have taken advice or not. The main organisations are:

· Financial Services Authority 

· Financial Ombudsman. 

There are specific organisations for many financial services and products:

· Banks and savings accounts 

· Loans and credit 

· Insurance 

· Investments 

· Mortgages 

· Pensions. 

Financial Services Authority
The Financial Services Authority (FSA) is the regulator for the financial services sector. The FSA:

· protects the rights of the consumer 

· gives help and information on the various financial products and services 

· promotes financial understanding 

· aims to reduce financial crime. 

As a consumer, they should be your main point of contact for information.

Financial Ombudsman
The Financial Ombudsman is a free, independent service. Its role is to settle individual disputes between consumers and financial firms, but does not give individual advice.

Banks and savings accounts
These are regulated by the Banking Code Standards Board.

In addition, every bank will have a complaints procedure that you can use. If all else fails, you can take your case to the Financial Services Ombudsman.

Loans and credit
The FSA ensures that banks and insurance companies are sound and trustworthy. If you are borrowing from other lenders check that they are licensed by the Office of Fair Trading.

If you have any problems with these lenders get in touch with the Trading Standards Office.
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Investments
The Financial Services Ombudsman has been set up as a single port of call for consumers with complaints against financial firms including those relating to investments.

Mortgages
Most lenders are registered with the voluntary Mortgage Code Compliance Board, which aims to inform and protect people taking out a mortgage.

Check to see if your lender is registered. The code requires all lenders to have their own complaints procedures. If you are not satisfied with the results the lender must refer the case to the Mortgage Code Arbitration Scheme.

Pensions
Your rights when buying a pension depends on whether you have an occupational or a personal pension.

If you have a complaint, whichever type of pension it is, you will have access to a formal complaints procedure.

If you have an occupational pension, the Pensions Advisory Service (OPAS) will help if you are not satisfied. 

If you have a personal pension you can use the complaints procedure outlined on the FSA web site: http://www.fsa.gov.uk/consumer/your_rights/index.html.

8.4 Activities

A set of brief activities you can use to test your knowledge of the section.
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[image: image34.png]Chris has recently moved and employed a removals
company. Some items were broken in transit and
several others have just disappeared. What can he do?

Q Nothing.
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[image: image36.png]Paul has just had a new kitchen installed which cost a lot
of money. However, he is very disappointed with the
workmanship which is shoddy and there is some damage.
He has complained in person but nothing has been done.
What should he do next?
Write a letter outlining what he (-f\lﬁ
& wants to be put right and a time scale.

Get another company to correct the
W fault and charge the original company.

O Sue the company.
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[image: image38.png]Brenda bought a three piece-suite in a sale.
When it arrived it could not be moved into the living room
as there was not enough space. She wants to return it.
What can she do?

o Ask for a refund.

Ask for a credit note for
W an alternative suite.

o Nothing.
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Place the correct words in the spaces by choosing a word from the list. You can check if you are correct; just take a look at the next page after you’ve finished.
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Answers for Activities:

Activity 1 – the correct answer is: Ask for compensation. The removal company should use ‘reasonable skill and care’ under the Supply of Goods and Services Act and if they have caused damage because of their negligence then you can claim compensation. The company might belong to a trade association of you have problems.

Activity 2 – the correct answer is: write a letter outlining what he wants to be put right and a time scale. Under the Supply of Goods and Services Act 1982 you are entitled to expect the work to be carried out using reasonable skill and care. They should also replace damaged items. Writing a letter outlining what you expect the company to do and a time scale is the next step. Remember to take photos and other evidence of the problems.

Activity 3 – the correct answer is: ask for a credit note for an alternative suite. She has no rights at all. The shop might exchange the item but they do not have any legal requirement to do so. 

Activity 4:
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To carry out the service within a _ reasonable time _ where no
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Whenever you buy anything, you have certain rights and responsibilities. Under the law, your rights vary depending on what it is you are buying – goods or services. 





Choose from any of the following:








This section will help you understand what ‘goods’ are, and what rights and responsibilities you have when purchasing goods that turn out to be faulty:


What are goods? 


What are my rights and responsibilities? 


What can I do when I have a problem? 








Whenever you buy anything you are entering a contract with the seller. This gives both you (the consumer) and the seller certain rights. 


Sale of Goods Act  


buyer’s responsibilities 


additional rights. 








Tip: If a defect has been pointed out or there is an obvious defect on the goods, what can you do? You cannot complain about the defect at a later date, so you buy the goods at your own risk.





As a consumer, you have certain responsibilities. If you don’t meet these, then you may not be able to use Sale of Goods Act to make a complaint.


Even if you do not have rights under the Act you might still have other rights, for instance under a guarantee. Take a look at the � HYPERLINK "http://www.moneymatterstome.co.uk/8-Consumer-Rights-Responsibilities/Sub1/BuyingGoods-AdditionalRights.htm" �Additional rights� section.








If you keep the goods beyond a reasonable time, it will be assumed you have accepted them and you will only be to claim compensation (repair, replacement or monetary compensation – which you are entitled to will depend on how long you have kept the goods).





Note: Just because you have signed a delivery note saying you have received the goods does not take away your right to have reasonable time to inspect the goods. It is always sensible to sign with the note received but not inspected.





As well as your rights under the Sale of Goods Act you may also have rights under other legislation:


Trade Descriptions Act 


guarantees 


goods on credit 


Consumer Protection Act 


unsolicited goods. 


Trade Descriptions Act�This is part of the criminal law – it is a criminal offence to describe something inaccurately. This could be:








What can I do when I have a problem?


If there is a problem with goods you have purchased, go through the following steps:


Do you have a valid complaint? 


Making your complaint 


What can I do if I'm not satisfied? 


 








Buying goods - do you have a valid complaint? 


Be clear whether you have a defective item or you have just made an unwise shopping decision. If you have just changed your mind you have no legal rights to demand your money back. However, some shops may offer to give your money back, exchange the goods or give a credit note out of good will. They have no legal obligation to do so.


Before going any further ask yourself: 


Were you told about a defect when you bought the goods? 


Was the defect obvious? 


Did you buy the goods more than six years ago? 


Did you damage the goods yourself? 


Did you change your mind? 








Tip: Keep your receipts, so you can show where and when you bought the goods in case a problem arises.





Tip: Remember if you are returning the goods because they are faulty, you do not have to accept a credit note, replacement or repair. You are not entitled to a replacement or repair but retailers often offer them.





8.2 Buying services


This section will help you understand what ‘services’ are, and what rights and responsibilities you have when purchasing services that turn out to be unsatisfactory:


What are services? 


What are my rights and responsibilities? 


What can I do when I have a problem? 








Whenever you pay for a service you are entering a contract with the supplier. This gives both you (the consumer) and the supplier certain rights:


Supply of Goods and Services Act 1982 


buyers’ responsibilities 


additional rights. 








Buying services - buyers responsibilities?


If you are planning to use a service that will cost a lot of money, then you should:


get several estimates 


agree a fixed price for the work 


agree a timescale, and make it clear that timing is important. 


Once you have agreed a price, you cannot then change your mind if you discover the price is high compared to that offered by other traders. If you withhold any part of the payment for the work, you can be taken to court. So it is important to obtain a number of estimates before making any commitments.








What can I do when I have a problem? 


Problems with services may have to do with the quality of the service provided, the timing of the work or the cost:


quality of service 


dealing with delays 


excessive costs. 


Many traders are very responsive when dealing with customer complaints, but if this is not the case and you are not satisfied you should persevere. 








Buying services – dealing with delays


When agreeing a contract with your supplier you should agree a completion date. Put it in writing and include the term ‘Time is of the essence.’ This shows that the completion of work on time is an important factor. It also gives you legal rights if there are delays.


If your supplier is not providing a timely service you can:


Write and set a date for completion. 


State again that ‘time is of the essence’. 








Buying financial products and services is a huge subject and it is important that the advice you get is from a qualified organisation or individual. This section gives you a brief introduction to your rights, and suggests sources of expert help and advice: 


buying financial products 


getting financial advice


making a complaint. 


The financial services described elsewhere in 'Money matters to me' include:


bank accounts and banking services 


credit cards 


savings, investments and loans. 











Tip: If you do not use a financial adviser you will lose many of your rights. You are responsible for your own choices and decisions.


 








Insurance �Your rights depend on which type of insurance you have. 


General insurance�Most reputable insurance companies belong to the General Insurance Standards Council (GISC).


If you want to complain there is a complaints procedure and a compensation scheme should the company go out of business.


Life insurance�The Financial Services and Markets Act provides protection when you buy life insurance. A compensation scheme is available from the Financial Services Compensation Scheme (FSCS).


To make a complaint about life insurance, use the complaints procedure on the � HYPERLINK "http://www.fsa.gov.uk/consumer/consumer_help/index.html" \t "_blank" �FSA web site�.








Activity 1 - Services





Activity 2 – Goods and Services





Activity 3 – Goods 





Activity 4 – The act 








