Quiz: Do you know your consumer law?

Test your knowledge of where you stand on unsatisfactory goods and services
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1. You purchased a TV from a warehouse store, but when you installed it, it did not work. You return it with a receipt. The staff agree that it's faulty but say that you have to accept a repair. What are your rights? 

A You can demand a refund. 

B You are entitled to a repair. 

C You should contact the manufacturer rather than the store. 
2. You bought a TV from a high street shop a few months ago and it has stopped working. You have returned it with a receipt but the shop says that you have to accept a repair. What are your rights? 

A You can demand a refund. 

B A repair is a reasonable offer. 

C You should contact the manufacturer. 
3. You have signed a contract with a trader who called at your door last night, offering to sell you security equipment. On reflection you realise that you might have been a bit hasty and paid too much for something that you don't want or need. Where do you stand? 

A You have signed a contract andare legally bound by the agreement. 

B You have a seven-day cooling-off period. 

C If you cancel at any time you willincur cancellation costs. 
4. You go to a shop and select a pair of shoes priced at £20. When you get to the till the sales assistant says that they are wrongly priced and should be £30. What are your rights? 

A You can insist on purchasing them for £20. 

B You do not have any right to purchase at the lower price but you could tell trading standards, which investigates pricing errors. 

C You are entitled to the goods free of charge because of the shop's mistake. 
5. You bought a suite from a furniture superstore, but when it arrives, it does not fit the living room. What can you do? 

A Insist on a refund. 

B Choose another suite for the 

same price. 

C You have no right to a refund. 
6. You buy a car from an individual. Are your consumer rights the same as when purchasing from a trader? 

A Yes. 

B No. 
7. You bought jewellery online from a seller in America. It arrives but it is not what you expected. Can you return it and ask for a refund? 

A No. 

B Yes, you have 28 days to change your mind, return the goods and claim a full refund. 

C Yes, you have seven days to change your mind and return the goods, but the retailer can makea reasonable charge for shipping. 
8. You bought a digital music player two months ago and now it doesn't work. The retailer says that you must have misused it and that you need a report to prove that it is faulty. Is this correct? 

A Yes, the onus is on the customer to prove the goods are faulty. 

B No, for the first six months there is a presumption that the goods are faulty unless the retailer can prove otherwise. 
9. If you have suffered a breach of contract after paying for something by credit card, you can make a claim against the card issuer as well as, or instead of, the supplier. But under what conditions? 

A The cash price for a single item purchased is between £10 and £30,000. 

B The cash price for a single item purchased is between £1,000and £300,000. 

C The transaction takes place in the UK only. 
10 You bought a pair of shoes in the January sales but the first time you wear them a heel falls off. What are your rights? 

A You have no rights on sale items. 

B You have the same rights on sale items as on full-price goods. 
11. You have had double glazing installed by a local trader. You did not get a written quote and the final bill is more than you expected. You are happy with the work done but where do you stand? 

A You have no rights if the work has been done properly. 

B You do not have to pay anything if you think that the trader is trying it on. 

C You may be able to argue that the price is unreasonable and negotiate a reduction. 

Consumers Rights ANSWERS

1. A 

The Sale of Goods Act 1979 states that products must be fit for purpose, of satisfactory quality and as described. If any of these conditions are breached, and provided that you formally reject the goods immediately, you are entitled to a full refund. 
2. B 

If you have kept a product for a reasonable period, you are deemed to have accepted it and no longer have the automatic right to reject it and claim a refund. This will be treated as a breach of warranty rather than condition. Changes to the rules in March 2003 mean that it may be possible to obtain a replacement, reduction or refund, but these rules are not straightforward. You should only contact the manufacturer when directed to by the retailer. 

3. B 

Generally speaking, if you sign a contract you are bound by it. But if you agree to a contract as a result of a cold call, the Consumer Protection Regulations 1987, in most cases, give you seven days to cancel a contract by written notice. Any sum paid should be refunded. 

4. B 

It is a common misconception that goods with a wrong price tag must be sold at that price. Prices displayed in a shop are not legally binding offers, but you may want to report the matter to trading standards as the store may be breaching other pricing laws. 

5. C 

This is a common problem, but provided that the goods are of satisfactory quality, fit for purpose and as described, you are not entitled to a refund. However, it is probably worth trying to come to an agreement with the shop. 

6. B 

If you buy from an individual rather than a trader, goods only have to be “as described”. If you are buying privately, ensure that any verbal description is confirmed in writing. This could help to strengthen your case if you have to claim. 

7. C 

With a few exceptions - groceries or goods made to order - the Consumer Protection Regulations 2000 give those who shop online, by phone or mail order seven working days after delivery to cancel the contract, return the goods and claim a full refund including original delivery costs. Businesses can make a reasonable charge for shipping, but this must be made clear in the terms and conditions. Refunds must be paid within 30 days. 

8. B 

Under the Alternative Remedy Provisions introduced in 2003, if a fault occurs in the first six months, the retailer has to prove that the product was not inherently faulty at the time of sale. After six months, this burden of proof is reversed. 

9. A 

Section 75 of the Consumer Credit Act 1974 makes credit card companies jointly and equally liable for any breach of contract or misrepresentation with the supplier. This also applies to overseas transactions but not transactions made by debit card, some store cards or charge cards. 

10. B 

The only exception would be where a fault has been pointed out to you at the time of sale. 

11. C 

The Supply of Goods and Services Act 1982 states that service providers must carry out any work with reasonable care and skill, within a reasonable time and at a reasonable price. If you think that the trader is charging an unreasonable price, you could negotiate a reduction. However, it is important to get a written quote for all work before you start. This is legally binding and will help you to avoid any nasty shocks. 

CASE STUDY, Kitchen Italia made our blood boil
Raji Mullassery, above, and her husband, Vinod, were shocked when Kitchen Italia refused to refund a £550 deposit for a kitchen after the price quoted rose from £2,900 to £5,500. 

The couple, of Northwood, London, had signed a contract agreeing to the first figure, but not the second. They contacted Consumer Direct, which confirmed that they were entitled to the refund, but Kitchen Italia still refused. Mrs Mullassery says: “It came up with excuse after excuse. I told customer services it was not being fair and was told: 'Life isn't fair, darling'.” 

The couple eventually obtained a refund after contacting Times Money's Troubleshooter. 

