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Unit J/506/2132: Principles of Customer Service
Legislation Protecting Consumers
Consumer Rights Act 2015
This Act protects the consumer’s right to purchase a product or service based on the description of the product, and stipulates the responsibility of the consumer and trader if there is a problem with the product or service.
Key features of the legislation include:
· Goods must match the description given, be of a satisfactory quality and be fit for its purpose.
· The consumer has the right to reject a product or request repair or replacement within 30 days of supply.
· The trader must provide repair or replacements at no cost to the consumer without causing significant inconvenience.
· After 6 months, it is the consumer’s responsibility to prove a defect/fault was present at the time of the purchase.
Trade Description Act 1968
This Act means that it is against the law to make a false statement about goods or services you sell or provide.  In simple terms, you cannot lie about the goods/services you sell or provide.  
If, for example you have on your marketing posters that the cars you sell have a ‘lifetime guarantee for reliability’ then the car must indeed have a lifetime guarantee.  If the guarantee was in fact only for the life of the car and not the person who buys it, you could be seen to have lied about the car in order to get the customer to buy it and will have broken the law.  
Trading Standards officers (who work usually for local councils), are charged with ensuring that businesses do not break the law regarding Trading Standards.  For example, they will do checks on businesses and ensure any claims are dealt with.    
Trading Standards officers also have the power to investigate any claims made against a business for a breach of the law and to request that the business put any errors right.  If found not to be put right, these errors can lead to prosecution and fines against the business.
Consumer Protection Act
This Act makes retailers liable for any injury from damage that is caused by defective products sold.  It also provides the Government with powers to regulate safety of these products.
Key points of the legislation include:
· Consumers are protected against the non-delivery of products
· Consumers are protected if goods are faulty or misrepresented
· Credit card or store card agreements are protected under credit agreements and cooling off periods
Penalties if the Law is Broken
Failure to comply with these laws is as serious as failing to comply with any laws of the land.  You could find yourself fined by the courts.  For example, if you are proven to break the Trade Description Act by a Magistrate, you could be fined up to £5,000.  The penalty is worse if it goes to Crown Court as there you could lose your trading licence and the maximum penalty is an unlimited fine and up to two years’ imprisonment.  
If the breach is therefore serious enough (i.e. done on a large scale), you and possibly your company or employees could find yourselves in prison.
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