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DEFINITIONS

“The Association" means the Direct Selling Association;

“Direct-to-Consumer selling" means the Direct Selling of Consumer products directly to
Consumers, bypassing any third-party retailers, wholesalers or intermediaries. Direct-to-Consumer
sales are usually transacted online but Direct-to-Consumer brands may also operate physical retail
spaces as a complement to their main e-commerce platform;

"Member" means a Member of the Association and includes its employees;

"Product" means any goods or services;

"Third-party supplier” is a person or organisation which is not an Association Member and which,
as a result of Direct Selling activity by an Association Member (or a Seller acting for the Member),
enters a contract with a Consumer to supply products (goods or services) to the Consumer.
Typically, this occurs where the Association Member is a field marketing organisation
commissioned by the third-party supplier to market the latter’s products;

“SELDIA" refers to the organisation of that name which is the European Federation of Direct Selling
Associations;

"WFDSA" means the World Federation of Direct Selling Associations.

METHODS OF SELLING

1.1

1.2

1.3

In selling / supplying goods or services, Members will comply with this Code of Conduct and all
law relevant to that sale / supply.

Every Member shall follow the relevant Direct Selling Association Codes of Conduct.

Only Full Members may use the Direct Selling Association logo and state they belong to the
Association.

FAIR DIRECT-TO-CONSUMER SELLING

2.1 Any communication with a Consumer should respect their privacy and be carried out at a
reasonable hour.

ADVERTISEMENTS

3.1  Members' advertisements or promotional material (including social media posts) shall be truthful
and accurate. Advertisements must be easily recognisable as marketing communications and
must disclose their commercial intent.

3.2 Members must identify themselves as an Association Member company in their profiles.

ORDER ACKNOWLEDGMENT

3.1 Subject to Rule 3.3 below, Consumer acknowledgments must:

(@) be clear and legible;

b contain the Member's full name and address;

(c)  setout any guarantee referred to in Rule 4;

(d)  set out the Consumer’s right of cancellation referred to in Rule 6;
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(e)  show that the Member belongs to the Association and contain the Association's logo; and
() indicate that the Association has a dispute resolution procedure.

3.2 A copy of an order acknowledgement must be given to the Consumer when the order is placed.
Either the order acknowledgement, or some other document in a durable medium, given to the
Consumer at or before the time of the order, must contain clear information as to the terms and
conditions of supply and must include information as to delivery / completion dates. Unless
otherwise agreed, delivery / completion shall be within 30 days of the order.

3.3 The Consumer contract / order acknowledgement of a third-party supplier may not contain all the
information listed in Rule 3.1 above. In such circumstances, the Member must provide the
Consumer with additional notice, which gives the following information:

(@)  The identity and address and other contact details of the supplier and Member;

(b) A statement (together with the Association logo) that the Member is a Member of the
Direct Selling Association;

() Astatement that the Member is committed to complying with the Association’s Direct-to-
Consumer Code of Conduct, together with information about how to access that code;

(d)  Information about the Association’s dispute resolution procedure, and how to access it.

GUARANTEES

4.1 Any guarantee of goods provided by the Member company shall be clear and easy to
understand. It must at least meet the Consumer's existing legal rights and not affect his / her
statutory rights.

4.2  The Member will check for compliance of any guarantee provided by its third-party supplier.

AFTER SALES SERVICE

5.1 When an after sales service is offered, details and limitations must be clearly stated in writing.
Where a Consumer would normally expect an after sales service, but none is offered, this must be
disclosed to the Consumer.

RIGHTS OF CANCELLATION & REFUND

6.1 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.

6.2 Where a third-party supplier is unable to supply goods or services, the Member will use its best

endeavours to ensure that the third-party supplier makes a full refund of any price or deposit,
unless the Consumer agrees to accept substitute goods or services.

PRE-PAYMENTS

7.1 Where a Consumer makes a pre-payment (or pays a deposit) under a contract to buy goods from
a Member who is acting as principal (as retailer), the Member shall refund that pre-payment in the
event that delivery of the goods is not possible. If the Member is unable to (or fails to) deliver the
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goods and is also unable to (or fails to) refund the Consumer’s pre-payment, the Member will
either deliver the goods or else will itself make the refund.

PRIVACY

8.1  Members shall take appropriate steps to ensure the protection of all private information provided
by Consumers.

RELATIONS BETWEEN MEMBERS

9.1 Members shall behave ethically towards other Members.

9.2 Members shall not denigrate other Members.
INTERNATIONAL DIRECT-TO-CONSUMER SELLING

10.1 Where a Member sells internationally it shall do so in accordance with the legislation relating to
Direct-to-Consumer transactions in that country and all Codes of Conduct of the local Direct
Selling Association (whether it is a Member of that Association or not).

10.2 If there is no local (WFDSA affiliated or SELDIA affiliated) Direct Selling Association, the Member
will ensure that all its employees in that country abide by the provisions of SELDIA's European
Codes of Conduct (if the country is in the European Economic Area) or by the provisions of the
WFDSA's Codes of Conduct (if the country is outside of the European Economic Area).

CODE REGULATION

11.1 Direct Selling Association Codes of Conduct are supervised and administered by an independent,
legally qualified Regulator appointed by the Board on behalf of the Association.

11.2 The Code Regulator shall:

(@) satisfy themselves that Members' trading practices and documentation comply with the
Association Codes of Conduct and all relevant legislation

(b) report any breaches of the Codes of Conduct to the Members' Chief Executive and

recommend appropriate remedial action

investigate any failure by a Member to act upon any recommendation

report any failure by a Member to remedy any breach to the Board of the Association

publish an annual report which includes any suggestions the Regulator has for the

improvement of the Codes of Conduct, in the light of experience

(f)  if the complainant is dissatisfied with the recommended action, or if the Member fails to act
as required by the Director, the Director shall refer the complaint to the Code Regulator.
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BREACHES OF THE DIRECT-TO-CONSUMER CODE

12.1 Any complaint about a breach of the Direct-to-Consumer Code of Conduct shall be treated in the
following way:
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(@) The complainant may refer it:
(i) to the Chief Executive of the Member; or
(i) the Director of the Association.

(b) If the complainant is dissatisfied with any solution proposed by the Member, or it is referred
initially to the Director, the following procedure will be used:
(i) The complainant will be asked to set out details of the complaint in writing;
(i) The Director will send a copy of the written complaint to the Member requesting prompt
remedial action; the complainant will be kept informed at all times;
(iii) If the Director is not notified within 21 days that the matter has been resolved, they shall
refer it to the Code Regulator and may notify the Board of the Association.

(c) If the complainant is dissatisfied with the recommended action, or if the Member fails to act
as required by the Director, the Director shall refer the complaint to the Code Regulator.

INVESTIGATIONS BY THE CODE REGULATOR

13.1 The Code Regulator will investigate any complaint referred to them, obtain evidence from the
complainant, from the Member and any other relevant person and make a written adjudication as
quickly as possible.

13.2 The adjudication is binding on the Member and any Direct Seller. The complainant is not bound
by the adjudication.

SANCTIONS

14.1 Where a Member is found to be in breach of the Direct-to-Consumer Code of Conduct, the Code
Regulator may require the Member:

(a) to repay all money paid by the complainant;
(b) to buy back any unsold product at a price to be fixed by the Code Regulator;

(c) to replace or repair any product without charge; to pay any costs incurred by the Code
Regulator for technical advice or testing;

(d) to give a written undertaking to observe the Code of Conduct and to take all reasonable
steps, including any specified steps, to prevent a recurrence of the breach; to pay to the
complainant compensation (not exceeding £5000) in respect of any financial loss.

14.2 The Code Regulator may require that the Member appear before the Disciplinary Committee and
may make recommendations as to the action it should take.

SELF REGULATION & COMPLAINTS HANDLING

15.1 Members must:

(@) make regular audits of systems, procedures and documentation to prove compliance with
this Code of Conduct;

(b) inform Consumers in writing to whom (name & postal address) they may address any
complaint;
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(c) have effective procedures for dealing with Consumer complaints and responding within a
reasonable time (normally within ten working days);
(d) keep records of Consumer complaints and of the action taken in response.

DISCIPLINARY COMMITTEE

16.1

16.2

A Disciplinary Committee shall consist of either two Association Board Members and three
Management Board Members nominated by the Board, or one Association Board Member and
two Management Board Members nominated by the Board. It will be chaired by an Association
Board Member. The Disciplinary Committee shall consider all the evidence and may call for
written or oral evidence from any person. The Disciplinary Committee will be empowered to
exercise the Association's disciplinary powers, including that of expelling a Member from the
Association.

The Disciplinary Committee shall send its report to the complainant and the Member and the
Board of the Association. The Member is bound by the adjudication.

COMPLAINTS FROM OUTSIDE THE UK

17.1

17.2

17.3

17.4

A Member which is the subject of a complaint in a country in which it is not an Association
Member, must accept jurisdiction of the Code Regulator in its home country (or if the company is
not a Member in its home country, any country in which it is an Association Member), and shall
bear reasonable costs (including translation costs) incurred by the Association / Code Regulator in
handling the complaint.

Subject to the following provisions, any complaint from overseas handled by the Association will
be handled in the same way as a complaint from the UK.

In considering a complaint from overseas, the Code Regulator may, at their discretion, consult the
Code Regulator in the country from which the complaint arose.

In evaluating a complaint from overseas, the Code Regulator will apply, in order of priority:

(@) the standards of the Code of Conduct in the country in which the complaint is filed (if those
standards can easily be determined), or

the standards of the UK Association’s Codes of Conduct, or

the standards of the Code of Conduct in the subject company’s home country, or

at a minimum, the standards forth in either, as relevant, the SELDIA or WFDSA Codes of
Conduct.
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