Do you provide goods, services or digital
content to consumers*?

Digital Content

If faulty; an unlimited number of
repairs or replacements to be
provided within a reasonable
period.
If damage caused to device; repair
or compensation (onus on
consumer to show you have not
used reasonable care and skill).

If fault cannot be fixed within a
reasonable time or without
causing significant inconvenience
to the consumer, then the
consumer is entitled to a price
reduction. **

Goods

Services

Off-premises

On-premises

Distance
contract

Goods and Services: 14 day
‘cooling off’ period for the
consumer to change their
mind.
Services: exception if services
started within 14 days at
request of the consumer.

In first 30 days from
transfer of ownership,
delivery or installation; if
faulty, the consumer has
a right to reject the
goods.

In first 6 months; if faulty, entitled to a one-off
repair or replacement in a reasonable time at your
expense, unless impossible or disproportionate.
If fault persists, entitled to a full refund.

After 6 months; if faulty, potentially entitled to a
one-off repair or replacement. If fault persists,
entitled to a price reduction**.

If non-conforming
services, entitled to
repeat performance of
the whole or part in a
reasonable time at your
expense, without
causing significant
inconvenience to the
consumer.

If service is not
performed in time or
repeat performance is
impossible, entitled to a
price reduction**.

* For mixed contracts, follow the appropriate line for each separate element of the contract.
** The flowchart above has been prepared as a basic guide only. It is not intended to be a definitive breakdown of a consumer’s remedies under the Consumer
Rights Act 2015 nor does it cover the effects of separate legislation, such as limitations on claims. We recommend that you seek independent legal advice in
respect of any specific contracts you enter into.
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