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To: ENVIRONMENTAL SERVICES 
COMMITTEE 

From: DIRECTOR OF ENVIRONMENTAL 
SERVICES 

Date: 06 November 1997 

Refi PF/SP 

Subject: The activities of the Department’s 
Consumer Advice Centres. Six 
month appraisal 1997. 

PROPOSED DECISION : 

To note the report on the activities carried out by the Consumer Advice Centres. 

BACKGROUND: 

The Department operates, a comprehensive Consumer Advice service from three 
Consumer and Money Advice Centres and from a limited number of outreach 
facilities. 

The consumer advisers provide post contractual advice to clients on their rights under 
sale of goods and consumer credit legislation. They strive, by negotiation and 
arbitration, to help consumers achieve, where appropriate, recompense when their 
statutory rights have been infringed. Many traders, whether by ignorance or planned 
operation, continue to refuse proper restitution for faulty, misdescribed, or 
unsatisfactory goods or services and it is the duty of consumer advice staff to remind 
such traders of their responsibilities and seek to effect refunds or other remedies to 
which any wronged consumer is entitled. 

The best means of achieving that traders within North Lanarkshire trade on a fair 
basis is the Centres’ provision of pre-shopping advice to consumers on their rights 
and best buys and the ongoing project of training traders and providing talks to both 
retail and consumer groups. Unfortunately not all traders about which complaints are 
made are North Lanarkshire based and arbitration is not always successful. 
Accordingly, problem traders are reported to other local trading standards authorities 
for their help or to the Office of Fair Trading whereby both authorities work together 
to ensure that miscreants are brought to book by civil courts. 

The Consumer Rights Officer aid wronged consumers, where all other negotiations 
have failed, to pursue a trader via the Small Claims Court. Help in the first stages of 
Summary Cause procedure through the courts is also offered. 
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The multi faceted advice service is prepared to advise consumer and trader alike in 
the hope that training and education will provide a better targeted service to the 
community. 

REPORT 

During the first six months of the current year a total of 8033 complaints and 
enquiries were made to the consumer advice service. The three main areas of 
complaint were:- 

(a) Furniture; 
(b) Double Glazing; and 
(c) Second hand vehicles 

Over the period a total of $155,000 in redress for wronged consumers was obtained. 
In addition consumer Rights staff aided 48 pursuers via the Small Claims Court and 
achieved 54805 in restitution for wronged clients. A number of these clients accepted 
out of court settlements. 

An ongoing programme of training of staff in other disciplines I.e. debt counselling in 
the case of consumer advisers, is taking place in order to provide a more 
knowledgeable, more adaptable, integrated service to the community, 

RECOM-MENDATION 

To note the report. 
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