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ALEXANDER: Hello. Faulty cars, dodgy decorating, holidays that bear no 

resemblance to the boasts in the brochure, computer software that doesn’t work. If 

you’re unhappy with something you’ve bought or a service you’ve paid for, we’ve got 

a panel of experts here to give you free advice on what your rights are and what 

tactics you can use to enforce them. What do you do, for example, if you’re in the 

middle of a transaction with a business that goes into administration like furniture 

store Dwell did last week? Plus a new draft Consumer Rights Bill was announced in 

the Queen’s Speech. We’ll be discussing what extra protection that might afford you. 

So if you have a question for the Money Box Live panel, call now on 03700 100 444. 

With me today to answer your questions are Alonso Ercilla from the Trading 

Standards Institute; Joanne Lezmore, Senior Solicitor with Which? Legal Service; and 

Adam Mortimer from the UK European Consumer Centre who can cover those all too 

tricky cross-border disputes. But let’s go straight to the phones. The first question is 

from Michael. Michael, what’s your question? 

MICHAEL: Good afternoon. I bought a garage door, a new garage door supplied and 

fitted in September 2008. Two years later approximately, it started showing signs of 

rust. The supplier, fortunately for me, replaced it without any problems, any hassle at 

all. And the replacement door - again approximately 2 years, perhaps a few months 

after - showed signs of rusting again; going rusty, corrosion, etcetera. On this 

occasion - this is earlier this year - on this occasion they and the manufacturer are 

saying they will replace the garage door free of charge, etcetera, etcetera, but it’s not 
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covered under any warranty for any further rusting problems. 

ALEXANDER: And you’re expecting to probably have the same problem again? 

MICHAEL: Yes, yes, exactly. I’ve no reason to believe that a third door, so to speak, 

would be any better than the first or second. 

ALEXANDER: And do you have a warranty? 

MICHAEL: I have a warranty. The warranty is ambiguous at best in terms of paint, 

finish and rust and corrosion problems, etcetera. 

ALEXANDER: Okay. 

MICHAEL: I’ve been into it in some depth with Trading Standards’ consumer 

helpline, etcetera, etcetera, and generally speaking it’s a bit of a very loose, 

ambiguous one. And I understand from the consumer helpline that it’s down to me to 

supply the burden of proof in my claims to the supplier and the manufacturer that the 

door, the garage door, conventional garage door was not, is not fit for purpose. 

ALEXANDER: Okay, well we have Alonso Ercilla from the Trading Standards 

Institute in the studio here. Is Michael right - it’s up to him to provide proof that the 

door is in some way not fit for purpose? 

ERCILLA: Hi Michael. I would say probably … I mean these circumstances it may 

be. What I would suggest you do if you’re confident that this is a fault, in other words 

it’s something you wouldn’t reasonably expect to happen to the door after 

approximately 5 years that you’ve had it or 4.5, is speak to an equivalent supplier of 

garage doors. Ask them for their view about whether this is wear and tear or whether 

this is a manufacturing defect. The only thing to bear in mind is you’ve got two sets 

of rights here. You’ve got your rights under contract law with the person that supplied 

and fitted the door, but they only last for 6 years so you’re really around the end of 
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those rights anyway; and if you did have a remedy there, it’s going to be a much 

smaller remedy than when you first bought the door. In other words, you’re looking at 

some kind of shared cost repair at most. But then you’ve talked about this warranty 

that you have and there you’d have to look at the terms, see what they say about the 

remedy that they offer you. But still, I’m afraid, it is down to you to prove the fault in 

the door. 

ALEXANDER: And can I just go to Joanne Lezmore from Which? Legal Service on 

this. Warranties - you’d expect that you know a 10 year warranty is going to give you 

really good protection. You know how disappointing for Michael to suddenly start 

reading the small print and finding that well things are quite ambiguous when it 

comes to rust. Is this common and you know what can the consumer do to avoid this 

kind of problem? 

LEZMORE: The problem with the warranty is any good supplied, although under 

the Sale of Goods Act, they have to be of satisfactory quality and last you know for a 

reasonable period of time, because warranties aren’t something that a company’s 

legally obliged to do, they can be as really broad or as tight as the company want 

them to be. So you know if a warranty says it will specifically not cover rust, then 

unfortunately that’s not what’s going to be covered. You only get what the actual 

warranty states. 

ALEXANDER: So the thing to do is read your warranty carefully when you’re 

making the purchase? 

LEZMORE: Very carefully. Read what the warranty is. But although you can try and 

negotiate for a change in warranty, the company’s not obliged to specifically you 

know change it in any shape or form. 

ALEXANDER: Okay, so Michael your best bet is to go to a rival firm and see what 

their expert opinion about these doors are. 

MICHAEL: I have been. I’ve been around several local companies and they’re all 
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saying that when it comes to rust claims on steel panel garage doors, the 

manufacturer’s warranty is again very tenuous, very ambiguous. I should add that I 

live in West Cornwall and what has come to light is that the manufacturer and the 

supplier in fact are both saying that the air generally, the salt content in the air in West 

Cornwall is such that they would recommend the door be washed every 2 weeks. 

ALEXANDER: Well I think the thing to do is to go back to one of these other 

companies who operate in the area and ask them specifically do they think that this 

rusting should be occurring. Thank you for your call. Louise is on the line from 

Suffolk. Louise, what’s your question? 

LOUISE: Hello. My question is I bought a prom dress for my daughter, which I 

ordered from a website that was based in China. We went for the option of having it 

custom made, so we had to supply all her measurements for the dress. It arrived last 

week. Her prom was on Friday, we got it on the Thursday, and the sizes were 

completely different to the ones that we’d supplied. I bought the dress on a credit 

card. Their terms say that custom dresses cannot be returned. But as it wasn’t made to 

my specifications, do I have any recourse? Can I do anything about that? 

ALEXANDER: Joanne Lezmore from Which? Legal Service. 

LEZMORE: Hello Louise. 

LOUISE: Hello. 

LEZMORE: I presume the dress cost more than £100? 

LOUISE: Yes, it was £133. 

LEZMORE: Okay. Basically if you’re claiming against the credit card company, you 

can look to them jointly or severally for breach of contract. What you’re going to have 

to show is what the actual breach of contract was. So it’s not the fact that it’s made to 
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measure that’s important; it’s the fact that if the dress that’s arrived doesn’t actually 

match with specifications. And if the credit card company are saying well it was made 

to measure, therefore there’s no returns policy, that’s a bit of a red herring. As I say, 

it’s important if the site or company haven’t carried out their service with reasonable 

care and skill in the fitting sizes. That’s where the breach of contract comes from. 

LOUISE: Oh great. So I should be able to … If I can’t get it back through the 

company themselves, I should be able to go to the credit card company? 

LEZMORE: I would advise you go to the credit card company, yes. 

LOUISE: Lovely. Well thank you very much. 

ALEXANDER: Just before you go - Alonso from Trading Standards Institute, I think 

you see this sort of complaint quite a lot, don’t you? 

ERCILLA: We do, yeah, and all I would say is a note of caution here. You say from 

a Chinese website. How do you know in fact it is a Chinese website? How do you 

know that it’s not in fact somebody based in the UK that places an order in China and 

despatches from China when you’re buying? I suppose the point I’m trying to make is 

you need to be very careful when you’re buying on the web. It’s brilliant buying on 

the web, but it can be quite tricky and it can be quite confusing and it’s never very 

obvious who you’re buying (or can be sometimes) not very obvious who you’re 

buying from. So don’t assume that you’re buying from a Chinese website. Equally 

don’t assume that you’re buying from a UK based website even if says .co.uk. Do 

your homework before you buy and that will save lots of problems. 

LOUISE: I did try to. I think the pressure of a 16 year old daughter who wanted a 

dress just got the better of me. 

ALEXANDER: What a shame that she didn’t get to wear it to her prom, but I hope 

she did find a nice dress for the evening. 
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LOUISE: Yes she did. Thank you. 

ALEXANDER: Thank you for your call. Paul’s on the line from Lichfield in 

Staffordshire. Paul? 

PAUL: Hi. 

ALEXANDER: Hi. What’s your question? 

PAUL: We hired a car last week on holiday from Munich Airport. When we returned 

the car back after a week, they said we’d made a small mark on one of the alloy 

wheels and we’d be charged for the damage. We took out a fully inclusive package 

with total damage excess waiver from Holiday Autos and the company in Germany, 

called Thrifty, said they weren’t able to tell us how much the damage would be, how 

much the cost would be rather. It would be anything between nothing and 1,000 euros  

which they’d blocked on the card. When we collected the car, it was very dark where 

we picked it up from, you couldn’t inspect it properly. When we returned the car, it 

was as bright as an operating theatre … 

ALEXANDER: Typical. 

PAUL: Personally I’ve never encountered it with a rental car. They checked the car 

over with a fine tooth comb and said they would be sending a bill through. Nothing’s 

come through yet and we’ve been back about four or five days. I just wondered what 

you thought about that. 

ALEXANDER: Paul, you said it was dark when you picked the car up. I presume 

you weren’t able, therefore, to do any kind of inspection? You won’t have taken any 

photos? 

PAUL: No. When we picked the car up, they gave us like a little check sheet which 

marked various chips on the bonnet, various marks on three of the four alloy wheels 
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… 

ALEXANDER: But not this mark on the alloy wheel that they’re talking about? 

PAUL: But not that particular one. So the one they said we’d marked is the other one. 

And there was just, to be honest, like little hairline scratches on all the wheels, which 

I would put down to fair wear and tear. So I can only imagine that previous people 

who hired cars have also been charged for the wheels. The wheels have never been 

repaired or replaced, so I think it’s a bit of a scam to be honest with you. 

ALEXANDER: Okay, Paul. Well Adam Mortimer from the UK European Consumer 

Centre is here in the studio. And, Adam, I am sure you get loads of complaints about 

this kind of thing? What should Paul do? 

MORTIMER: Okay, hi Paul. 

PAUL: Hi. 

MORTIMER: It’s worth noting firstly that you’ve got two parties to this contract: 

you’ve got Holiday Autos, the broker, and Thrifty, the rental provider. So this solely 

lies with Thrifty at this stage because they’re obviously claiming damage from when 

the car was in your possession. There’s no real prescribed price list for the damages 

incurred and it’s very much dependent on where you are, so if this kind of cost is high 

for the German area then it may be that that is quite a hefty cost, you know maybe 

near the top end of the 1,000. But you also mentioned that there was an inclusive 

cover through Holiday Autos that you had.  

PAUL: Yeah, we took out the basic package. Then you could add to that what they 

call the total damage excess waiver, which is supposed to cover us for any additional 

damage that we get charged for. So I’ve actually rung Holiday Autos since we’ve 

come back and they said, “How much are they going to charge you?” and I said, 

“Well they couldn’t tell me.” So they just said to get back in touch if we do get 
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charged and that we should be covered. But it all seems a bit sort of airy fairy to me. 

MORTIMER: Yeah, well there are terms to these contracts as well, but it’s good that 

there is some sort of cover in place. So it is likely that there’s going to be some charge 

if they’re telling you that there is a damage that was in your care. So at that point you 

would then be looking to go back to the broker to try and exercise that right that you 

have. 

PAUL: Okay. 

ALEXANDER: And just quickly, Adam, how does someone like Paul or someone 

listening avoid this kind of problem for the future? How can you protect yourself? 

MORTIMER: Okay well it’s quite obvious from the call here that the most 

important thing to do is a proper pre and post-rental inspection. 

ALEXANDER: That can be difficult if you’re picking the car up in the dark.  

MORTIMER: Yeah you’re right. 

ALEXANDER: People often will be, won’t they? 

MORTIMER: Yeah, I mean the best thing that you can do … Sometimes the times 

of the flights mean that you don’t get there till late. The best thing that you can do is 

make that rental company aware at the moment that is feasibly possible - be that the 

next day or a few hours later - just so that they’re aware that there is something not 

quite right with the original paperwork that’s there. 

ALEXANDER: Okay, thanks very much. And, Paul, thanks for your call too. What 

are the most common complaints you get at the UK European Consumer Centre? 

MORTIMER: They’re quite broad. The main ones come with hire car, like Paul’s 
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call there. We also deal with a lot of holiday type products in the tourist destinations. 

ALEXANDER: Oh so this is where somebody might sign up for something while on 

holiday, while feeling like they’ve got some cash in their pocket … 

MORTIMER: Yeah. 

ALEXANDER: … sunshine’s warm? 

MORTIMER: Yeah, new legislation was brought in a little while ago that protected 

people against time share related issues and holiday clubs, and now there are new 

ways around this legislation with different types of contracts, different wordings. 

ALEXANDER: So what sort of problems are you seeing then? What should people 

not do when they’re on holiday? 

MORTIMER: Well the way it usually happens is you usually get accosted whilst 

you’re out on holiday - someone telling you about a product. And you go to a 

presentation and within that presentation you might get the hard sell, you know the 

too good to be true offers. And the types of problems that arise from this are 

misrepresentation of the product that you’re buying, not having a cooling off period 

when you may think you have been told that you’ve got one and things like that. 

ALEXANDER: So let me guess. When you go on holiday, you never ever sign up for 

anything at all? 

MORTIMER: Try not to. 

ALEXANDER: Joanne, you’ve got a point to make. 

LEZMORE: Yeah, just following on from what Adam said. One of the things that 

we find is a lot of people may go away and think well I’m not too sure, so what I’ll do 
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is I’ll use my credit card. And we’ve found from some of the complaints going up to 

the Financial Ombudsman Service that what’s happening is, as Adam said, these can 

be very complicated deals and you can only claim against a credit card company if the 

supplier has been in breach of contract. And often there are three or four parties 

involved in the contract … 

ALEXANDER: And it’s all there in the contract and it just wasn’t laid out ever so 

clearly? 

LEZMORE: And it’s all there in the contract. So there’s not what we call a creditor 

supplier agreement, so you know the claim against the credit card company may fail. 

ALEXANDER: Okay. We have Sarah on the line from Horsham in West Sussex. 

Sarah, you’ve got a problem with your car? 

SARAH: I have, yes.  

ALEXANDER: Tell us about it. 

SARAH: Right, well basically I bought a Ford car from a main dealer a little while 

ago and I went to them because I wanted to be sure of all the checks and everything 

that they would do. And shortly after the warranty had expired, literally about a week 

later, it developed a major problem which I’ve since been told was almost certainly 

there in the car in the first place. And what I really want to know is does the usual sort 

of consumer protection apply about something being fit for purpose with a car as it 

would if I’d bought something like a food mixer say or you know a pair of trousers or 

something like that? 

ALEXANDER: Alonso Ercilla from Trading Standards Institute? 

ERCILLA: Hi Sarah. Yes you’re right, it does. Basically when you buy goods - and 

that’s what the law talks about, it doesn’t talk about cars, pens or laptops, it talks 
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about goods - you’ve got statutory rights, and the statutory rights say that the goods 

that you buy should be of satisfactory quality. You, I understand, have got a warranty 

as well. The important thing to remember about this warranty that might have expired 

is that it’s in addition to … It’s not instead of your statutory rights, it’s in addition to. 

Your statutory rights last up to, technically, up to 6 years. I think you said that you 

bought a Ford car. Do you mean the model car or a car that’s a Ford? 

SARAH: It’s a car that’s a Ford, yes. 

ERCILLA: Okay. 

SARAH: But I bought a separate warranty as well which they sold me … 

ERCILLA: Sure. 

SARAH: … an AA warranty.  

ERCILLA: And they will try to sell you a warranty because basically I’m not trying 

to criticise warranties, but basically it’s a good way of the trader pulling back from 

their responsibilities with regard to the quality of the goods. But, remember, you still 

have your normal Sale of Goods Act rights and the car should be of satisfactory 

quality. You say that it’s got a major fault. I don’t know what the fault is, but 

basically the things to consider are what type of car you’ve bought, how much you’ve 

paid for it, and whether - bearing in mind the type of car you’ve bought, how long 

you’ve had it and how much you’ve paid for it - is the car of satisfactory quality 

bearing in mind the fault that you’re describing? I’m guessing it’s probably not, in 

which case you’ve got a breach of contract claim and you’re entitled to some kind of 

remedy. The remedy may be a free or a shared cost repair depending on the 

circumstances. And actually the other point I could make is because you’ve had it for 

less than half a year, it’s up to the trader to prove that this fault isn’t inherent if that’s 

what he’s arguing. 
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ALEXANDER: And what does Sarah do? If she had any further problems with the 

trader and they refused to acknowledge this problem, who could fight Sarah’s corner? 

How would she take this forward? 

ERCILLA: I’d love to be able to say that Trading Standards could, but they can’t, 

I’m afraid. That’s just not one of the things that they unfortunately do. 

ALEXANDER: So would you end up taking that trader to court if it came to that? 

ERCILLA: The bottom line is yes you could, yeah. But obviously you need to 

consider court as being the last resort. I’m afraid it’s easier for us here to pontificate 

about what the law is, but the bottom line is … 

ALEXANDER: (over) Which court would you go to? I mean that would incur costs, 

wouldn’t it, so you really don’t want to get to that? 

ERCILLA: (over) Minimal cost, to be honest. It depends on the size of your claim. 

Exactly, you do need to try to avoid that. But you can do it even online, to be honest. 

It would be a county court claim. But this, remember, is your last resort. Your first 

resort is to make the trader aware of the complaint, try to get to a reasonable remedy 

and then obviously escalate the complaint and get a bit more formal if the trader 

resists. 

ALEXANDER: And Joanne Lezmore from Which? Legal Service, you must take a 

lot of calls from people who are having problems and want to know how they can use 

the law but you know are worried about going to court and so on? 

LEZMORE: We certainly do and it’s not just to Which? Legal Service. It’s to 

Which? as an organisation generally. And Which? has just launched a new website 

called the consumer rights website, which is very intuitive as a search engine and sets 

out your legal rights, specific legal rights and in certain situations. It also has other 

rights linked and template letters as well. A lot of people would like to write a letter 
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of complaint, but don’t know what to do put in it, so they can download the letters. 

It’s all free of charge and it would be worth having a look. 

ALEXANDER: Okay well hopefully, Sarah, this will all be sorted out quite easily, 

but thanks very much for your call. We’ve been talking about goods there and the 

rights you have, but what about services? We have an email here from Sue. She says, 

‘I ordered a bespoke floor for my bathroom and ensuite. When it was finished, I was 

upset to find the pattern was not even. There were odd sized tiles on one side of the 

room.’ She says the local small company who did the work have been very 

aggressive, told her that they would take legal action if she showed the floor to 

anybody. The flooring company itself offered to complete a report, but this local 

company apparently refused to allow them to be involved. She says the company 

won’t replace it and after several contacts attempting to get them to see reason, she’s 

been offered £50 with no more said about it. Alonso, what should she do? That just 

doesn’t seem reasonable. 

ERCILLA: It doesn’t, but I’m no more an expert on flooring than, to be honest, the 

next person. What I would say here she should do is get an expert on flooring to 

comment  basically, and what she would need to demonstrate is that the floor has not 

been laid, put down with reasonable skill and care. If she can show that, then she’s got 

a breach of contract claim. But the first thing is proving the point, and to prove the 

point probably you will need this independent person to confirm her suspicion that it 

hasn’t been laid properly. 

ALEXANDER: Okay. We have Susie on the line from Tunbridge Wells in Kent. 

Susie, you’ve got a problem with your shoes. 

SUSIE: It’s actually my daughter-in-law’s shoes. She came home last night and she 

bought a pair of shoes from a department store in London. And she’s worn them, it 

was the second time yesterday. She came home with glue all … They’re an open 

backed shoe with a peep toe. The underneath of her foot was covered in glue where 

the insole had completely slipped forward. And obviously no-one takes two pairs of 

shoes to work, so she had to continue wearing them yesterday. 



 

14 

ALEXANDER: Oh dear. 

SUSIE: And they’re really messy. So she took them back today hopefully for a 

refund because she just really wasn’t happy with them, and really the assistant was 

completely rude to her, said it was her fault, they were over-worn. She’s worn them 

twice. Over-worn. Had she worn them in the rain? Well actually she hadn’t, but I 

would have thought that a pair of shoes, you should be able to wear in the rain. And 

she really had a fight on her hands. She was told that … 

ALEXANDER: What happened in the end? 

SUSIE: Sorry? What happened in the end? Well in the end - she was the supervisor, 

she said she couldn’t do anything because the manager wasn’t there - she reluctantly 

exchanged them for her. But my daughter-in-law is afraid now that the same thing is 

going to happen: she’s going to have to go back again with another fight on her hands. 

She actually wanted a refund, but just didn’t know what to do and was really very 

embarrassed in the shop and in the end just accepted the replacement pair of shoes. 

ALEXANDER: Alonso from Trading Standards Institute, did Susie’s 

daughter-in-law have the right to stand there and say no not an exchange, I want my 

money back? 

ERCILLA: Almost certainly, but there’s a bit of a but and the only but is that the 

trader’s entitled to examine the shoes and make sure that there really is a breach of 

contract. And I’m sure that there probably was here - in other words that the shoes 

were faulty, not of satisfactory quality - but the trader, if they request, is entitled to an 

opportunity to examine the goods and confirm that the fault that they’re describing is 

really down to the shoes and not, for example, usage or something like that. 

ALEXANDER: Will the new draft Consumer Rights Bill have offered this woman 

any more protection?  
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ERCILLA: Do you know what, probably this isn’t the best example because 

although it’s going to make it a lot clearer in terms of remedies - so here she’d have 

the automatic right to a refund within 30 days of buying the shoes - this trader would 

still be able to argue well I appreciate you’re telling me they’re faulty, but I just need 

the opportunity to double check that they really are faulty, so you’d still be in that 

position. Although thankfully, yes it will be a lot clearer in terms of the remedy 

you’re entitled to and the period of time within which you can claim that remedy. 

ALEXANDER: But presumably Susie’s daughter-in-law could now, if she’s not 

worn these new shoes, go back and say you know I just want my money back now? 

ERCILLA: I would say so, yeah. As long as she hasn’t worn them, yeah. It’s about 

proving that you haven’t accepted the contract technically, without getting boring, but 

I would say yes. 

ALEXANDER: And just briefly on this draft consumer bill we mentioned there, 

what are the key points? What extra protections would it afford shoppers if it comes 

into law? 

ERCILLA: Well the beauty of it is clarity. I wouldn’t say it’s actually giving any 

more rights. It’s just making the rights that you have clearer, which is of benefit to 

consumers and benefit to businesses. 

ALEXANDER: Making your arguments easier to make? 

ERCILLA: Exactly, easier to have these arguments and there is less scope for 

argument. Things are, as we’ve described before, the right to have a refund within 30 

days of receiving the goods. The order of remedies is clarified, so that there’s no 

argument about whether it’s reasonable or not. You just look at the law and the law 

says what the remedy is. 

ALEXANDER: So, for example, if you’ve had a faulty item repaired once and it 
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goes faulty again, you would be able to get your money back? 

ERCILLA: The law starts saying at what point you can claim your money back. The 

other bit of the Act is to do with unfair contract terms, which needs consolidating. It’s 

all over the place and the law is going to do that. It’s also going to clarify your rights 

with regard to digital content. And the third part of the Act - probably Part Three that 

people know least about - is the one to do with us at Trading Standards and it’s going 

to consolidate the powers that we have. It’s also going to do things like ask to give 

notice of an inspection, which I think is frankly disastrous, which is not really going 

to help consumers or businesses. 

ALEXANDER: So a company that you’re concerned about, you will have to tell 

them that you’re coming to inspect them? 

ERCILLA: If they don’t mind, please, yeah. I mean there are going to be exceptions, 

but frankly I think this is ridiculous and retrograde. 

ALEXANDER: Okay Mark is on the line with a question. Mark is in Dorking in 

Surrey. Mark, what’s your problem? 

MARK: Hi. I bought a laptop online from PC World on June 11
th

 and in the invoice it 

said it would be delivered on June 17
th

. On the Sunday I got a text from DPD, the 

courier, saying it would be delivered on the 17
th

 and it never arrived. When I managed 

to get through to DPD, they said they couldn’t find the product; and when I phoned 

PC World, they said they couldn’t find it either. And finally, after a number of phone 

calls, on Thursday 20
th

 they said they were instigating a “lost in transit” investigation.  

ALEXANDER: What happened next? 

MARK: Well I phoned them on the Friday, the 21
st
, and said actually I really need 

the laptop. You have it in stock in my local store. Can I just go and pick it up, so I can 

use it, or could I have a refund? And they said no, they couldn’t do that and refused 
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to. When I pushed them to speak to a manager, they said someone would come back 

and they didn’t. I waited until the 24
th

, which was on Tuesday - called again. And 

again they said because of this lost in transit investigation, they were refusing to either 

give me a refund or let me pick up the computer, the laptop in one of their PC World 

stores. 

ALEXANDER: Okay, Joanne Lezmore, is Mark right to be irate or do PC World, are 

they following procedures? 

LEZMORE: He is very right to be irate. And PC World may be following 

procedures, Mark, but that shouldn’t have any effect on you as a consumer. As you 

bought the laptop online, like most online purchases you can actually cancel the 

contract right up to 7 working days until after you’ve received the goods, so you have 

the right to cancel at any time at this point. And you know it’s not for the company to 

decide whether or not you can or cannot cancel. It’s you saying no, I’m cancelling the 

contract and they have to accept that. The only problem you may find is that they do 

have up to 30 days in which to process the refund, but they do have to actually accept 

the cancellation from you. 

ALEXANDER: I suppose the problem Mark - you’ve been left without a working 

computer, have you? 

MARK: Yeah. I think frustratingly I keep speaking to people at PC World in their 

call centre and they keep saying we cannot do anything, we’ll get a manager to call 

you back and of course no-one calls me back. Or they say we’ve spoken to head 

office and they won’t do anything, but they won’t give me a number to call someone 

in head office or a way of contacting them or a way to write to them. So I keep going 

through this system of having to re-explain the issue every time I call them, etcetera, 

etcetera, just to be told after half an hour of being on the phone, no …  

ALEXANDER: (over) Well Mark, I hope you get somewhere and I hope you get a 

working laptop soon. Thanks very much for your call.  
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That’s actually all we have time for today. My thanks to Alonso Ercilla from the 

Trading Standards Institute; Joanne Lezmore, the Senior Solicitor with Which? Legal 

Service; Adam Mortimer from the UK European Consumer Centre. Thanks to you for 

all your calls and emails. You can find out more about your consumer rights from our 

website: bbc.co.uk/moneybox. You can also listen to the programme again and in a 

couple of days time read a transcript. Paul Lewis will be here at noon on Saturday 

with Money Box and Vincent Duggleby will be in the studio to take more of your 

calls on Money Box Live next Wednesday. 


