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Does the Consumer Rights Act 2015 apply to second-hand goods sold at an auction?



If you are dissatisfied with the service provided by your gas company, who can help you?

6

area



If you are dissatisfied with your Translink bus or train service, who can help you?

Who should you contact if your electricity goes off?
Consumers should contact NIE for updates or to complaint about the power cut. 
If they are dissatisfied with the company, the Consumer Council for Northern Ireland
can investigate the complaint on their behalf 

7



8



9



10







Answer (b). The Trading Standards Service enforce the Consumer Rights Act 2015.
This law says all goods (including food) should be as described
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Does the Consumer Rights Act 2015 apply to the sale of a pet goldfish?

Does the Consumer Rights Act 2015 apply to food?

None, unless the item is faulty or you bought it online. Some shops may offer a credit
note, exchange or refund, simply as a gesture of goodwill.
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Does the Consumer Rights Act 2015 apply to goods bought from a mail order/store
catalogue?

Yes, the Consumer Rights Act 2015 says if a price was not agreed in advance you have
the right to be charged a reasonabl

No, they can’t.  These signs are illegal and should be reported to Consumerline.
Under the Consumer Rights Act 2015 consumers have 30 days to reject a faulty item
and ask for their money back.  If the faulty item is returned after the 30 days have
passed, consumers still have the right to a repair or replacement

e amount for the service, and no more.. (Often the
Small Claims Court decides what’s reasonable by checking with other builders in your
area) 



Yes. Under the Consumer Contracts Regulations (Information, Cancellation and
Additional Charges) 2013, you may keep the items as an unconditional gift and do not
have to pay for or return them 

Answer B & C  
Under the Consumer Rights Act 2015, if a trader has provided a service without
reasonable care and skill or failed to meet expectations, they  must put things right for
example by repeating the performance (only better!) or by giving a price reduction, or
fixing the hair without further charge.  As the hair is already too short, you would
probably choose option C (and still buy a hat)

17

Does the Consumer Rights Act 2015 apply to the purchase of an apartment?

14 calendar days after receiving the goods. This is called a cooling-off period. There
are some exceptions e.g. perishable goods such as food or fresh flowers and
customized goods e.g. a T-shirt printed with your photo

If your hairdresser makes a mess of your hair by cutting it too short, what rights do you
have?
A) None – you can always buy a hat!
B) You have the right to get it cut again
C) You can request a reduction in price for the haircut
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Yes, the Consumer Contracts Regulations (Information, Cancellation and Additional
Charges) 2013 give you a cooling-off period in which to cancel your order.  Distance
sellers must provide a link to a cancellation form or consumers can contact the seller
directly to cancel.  Consumers should keep a record of the cancellation.  Retailers are
likely to ask that the goods are returned in unused condition and may deduct money
from the refund if the goods show signs of use

You have up to 14 calendar days, from the day after the goods arrive. For services,
the cancellation period runs for 14 calendar days from the day after the consumer
agrees the contract
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As a general rule they only have to refund the original delivery charge if it’s agreed
before completing the order.   Otherwise they are only required to refund the cost of
the basic standard delivery option even if the consumer paid for a faster more
expensive delivery

Yes, but only if the trader informed the consumer in advance.  If this isn’t in the pre
purchase information or the trader agreed to bear the cost, all the consumer has to
do is take reasonable care of the goods and return them free of charge or make them
available for collection

If you discover a fault with goods bought online after the 14 calendar days cooling-off
period, can you ask for a refund?
Yes. Even if the cancellation period has finished you still have your consumer rights
available under the Consumer Rights Act 2015. This means you can reject the goods
and ask for your money back provided you do so within 30 days. Or you can request a
repair or replacement and failing that ask for a partial refund or full refund after the
30 days have passed



What two things should you do after you’ve placed an order online?
a) Always keep a copy of your order confirmation; and 
b) Check your credit or debit card statement to make sure you’ve been charged
correctly
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1. How long should you have to wait before getting a refund after cancelling an online
purchase?
A) 7 days from the day you contact the trader
B) One calendar month after you’ve cancelled the order
C) 14 days from the trader receiving back the returned goods
Answer (C) The trader has 14 days to issue refunds. However, they can withhold the
refund until the goods have been physically returned to them, or they may issue a
refund upon proof of postage

2. True or False - Online retailers must always refund the full cost of cancelled orders? 
False. Online traders can deduct money from your refund if it looks as if the item has
been used beyond what is reasonable to inspect the purchase. For example, you can
try shoes on (briefly) inside the house, but not for a night out on the town!

3. Are online retailers allowed to charge premium rates on their telephone helpline?
Yes – however, laws introduced in 2014 say that where the trader provides a telephone
helpline for consumer queries and complaints, at least one of the numbers provided
must be charged at no more than the basic rate i.e. the normal geographic or mobile
phone rate

4. If you download an e-book onto your smart phone, are the laws that protect you the same
as if you bought a paperback in a book shop?
Yes. Under the Consumer Rights Act 2015 all digital content such as books, videos,
video games etc, must be of satisfactory quality, fit for purpose and as described.  If you
have been supplied with faulty digital content, you may be entitled to a repair,
replacement, price reduction or refund.

5. Is it legal for websites to use pre-ticked boxes for additional charges such as travel
insurance or pre-booking on luggage? 
No. Websites can no longer use pre-ticked boxes for optional extras like seat selection
or travel insurance and must make it clear when you’re agreeing to make a payment

6. Do online retailers have to provide delivery options to Northern Ireland?
No.  However, delivery restrictions must be specified at the
beginning of the online shopping process e.g. if the
retailer does not deliver to Northern Ireland

7. How long do consumers have in which to return
unwanted goods after cancelling an online
purchase?
Goods should be returned within 14 days of
notifying the trader of your decision to cancel. 
The trader doesn’t have to issue a refund until
they receive the goods or they may accept proof
of postage in some cases 
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7 litres
30 litres
18 litres

What’s the term used to describe a plastic, hessian or cloth carrier that gets used
every time you visit the shops?
Bag for Life.  Before the introduction of the NI Carrier Bag Levy in 2013, we used
around 300 million plastic carrier bags each year in Northern Ireland , most of which
end up in landfill

Answer (b) 30 litres. Replace worn tap washers for a quick and cheap way of saving
water



An energy saving lightbulb lasts up to how many times longer than the original kind?
Six times as long
12 times longer
25 times longer

Answer: (c) 25 times longer. Energy-saving lightbulbs can use up to 80 per cent less
energy than original ones 
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ANSWER: Yes, Jean should insist on a refund as the tea set was in a damaged condition 
when it was delivered to her.  When you buy goods remotely, for example by mail order 
you have rights under the  Consumer Contracts (Information, Cancellation and Additional 
Charges) Regulations 2013.  This means you have the right to cancel your order for any 
reason within 14 days of receiving the goods. In Jean’s case she will want to explain 
about the broken items because she will not want to be blamed for the damage, and she 
will also want to claim back the postage costs.  Jean should consider taking a photograph 
of the broken items and the inadequate packaging in case there are any problems. 



Consumer Rights Act 2015







Consumer Rights Act 2015
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The Consumer Council is an independent organisation set up in 1985 to protect 
Northern Ireland consumers. We have a stautory remit to promote and safeguard 
the interests of consumers in relation to energy, water, transport and food prices.

Please photocopy this form and use it to note your groups’ concerns about any of 
the above issues or related topics. We would also welcome your views on using 
the Shop Around pack.

This feedback enables us to investigate ways of improving the situation for Northern 
Ireland consumers.

Please note, below, brief details of any consumer issues (rather than specific problems)
that your group would like to draw to the attention of the Consumer Council:

Name of your group:

Date of your meeting:

How many people were in attendance?

Contact name:

Telephone number/email:

Did your group enjoy using the Shop Around package?

Any c

Please don’t hesitate to contact us if you would like a pack of consumer resources,
leaflets and publications to further boost your groups’ consumer skills.

Thank you for completing this form. Please return it to:

FREEPOST RTRX-KCBC-JERX
Consumer Council for Northern Ireland, 28-32 Alfred Street, Belfast BT2 8EN

37

omments about the Shop Around pack that you or your group wish to make?
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Floor 3
Seatem House
28-32 Alfred Street
BELFAST
BT2 8EN

Telephone: 028 9025 1600 / 0800 121 6022
Fax: 028 9025 1663
Email: info@consumercouncil.org.uk
Email: complaints@consumercouncil.org.uk
Web: www.consumercouncil.org.uk

Cecil Ward Building
4-10 Linenhall Street
BELFAST

Telephone: 028 9027 0527



The Consumer Council
Floor 3, Seatem House

28-32 Alfred Street
BELFAST
BT2 8EN

Telephone: 028 9025 1600 / 0800 121 6022
Fax: 028 9025 1663

www.consumercouncil.org.uk


