Consumer Charter

Direct Selling Association Members strive to provide an excellent service to their Consumers. This
Consumer Charter has been created to help ensure that Consumers can expect good service and
understand clearly how Direct Selling Association Member companies and their Sellers should operate
and what constitutes good service.

This Consumer Charter gives additional protection to Consumers who buy goods or services by remote
or distance sales contracts.

REMOTE OR DISTANCE SELLING

1.1

This Consumer Charter supplements the Direct Selling Associations Codes of Practice. It applies
where goods or services are sold to Consumers by sales which are remote sales or distance sales;
for example, where a Consumer places an order over the telephone, by mail or over the internet.
In those cases, Members (and their Sellers) will comply with:

(@)  the terms of this Charter; and
(b)  the requirements of the Consumer Contracts (Information, Cancellation and Additional
Payments) Regulations 2013.

WHAT CAN YOU EXPECT AS A CONSUMER FROM A DIRECT SELLING
ASSOCIATION MEMBER AND THEIR SELLERS?

2.1

2.2

2.3

2.4

Members will ensure that Consumers are given full, accurate information, clear and
comprehensible, both before the contract is concluded and also in writing (or other durable form)
before, or at the time of, performance of the contract or delivery of the goods.

Information provided by Members will include details of the Consumer’s right of cancellation
under section 3 below.

The information provided must also include: the Seller’s or Supplier's name and address, a
description of the main characteristics of the goods or services, the price (including for how long
it is valid and whether it is inclusive of VAT and delivery), arrangements for delivery / performance
and payment, charges for delivery (where the price does not include them).

The information given in durable form must also include: the conditions and procedures for

exercise of the Consumer’s right of cancellation, a geographical address where any complaints
can be sent; information as to any guarantees or after-sales services.
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2.5 Members will observe the information-giving requirements of the Consumer Contracts
(Information, Cancellation and Additional Payments) Regulations 2013.

RIGHTS OF CANCELLATION

3.1 Members must ensure that Consumers are given at least the cancellation rights required to be
given by law.

3.2 Where the Member is unable to supply goods or services, the Member must make a full refund of
any price or deposit, unless the Consumer agrees to accept substitute goods or services.

PERFORMANCE

4.1 Unless otherwise agreed, delivery / completion shall be within 30 days of the order.

FRAUDULENT PAYMENTS

5.1 Where, in relation to a remote or distance sale, fraudulent use is made of a Consumer’s payment
card by someone else not acting as his / her agent, the Consumer is entitled to cancel the
payment and to have his / her account re-credited. Members will co-operate with card issuers in
ensuring this right of consumers is honoured.

WHAT IF SOMETHING GOES WRONG?

6.1 If you feel that a Member company, or one of their Sellers, has not performed or has broken any
of the clauses of the Direct Selling Association’s Codes of Practice or this Consumer Charter you
should, In the first instance, contact the Member company, or the Seller, with your complaint.

6.2 Members and their Sellers must deal with Consumer complaints quickly and efficiently at no
charge to you as a Consumer.

6.3 If you believe your complaint has not been dealt with please refer to the Direct Selling
Association's Consumer Complaints Procedure which can be found on the Direct Selling

Association website here.

6.4 If you are still not satisfied, then you can take your case to ADR for a decision. There is a charge
for this and both you and the Member will be required to pay the full fee, in advance.
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https://dsa.org.uk/consumer-complaints-process/

