DIRECT SELLING ASSOCIATION OF IRELAND
CODE OF PRACTICE FOR CONSUMERS

METHODS OF SELLING

1.1 In selling/supplying goods or services, nmenbers (and
their direct sellers) will conmply with all |aw rel evant
to that sal e/ supply.

1.2 A nenber engaging in direct selling activities in a
country outside the U K. is encouraged to becone a nenber
of that country’s DSA. |If not a nenber of that country’s
DSA, it wll conduct those activities in conpliance with
t he WFDSA Wor |l d Codes of Conduct for direct selling.

1.3 Menbers (and their direct sellers) will conmply with this
Code and, in relation to distance or renote sales, with
the Annex to this Code.

1.4 It is the duty of all Menbers to satisfy the Associ ation:

(a) that adequate initial training and information is given
to all direct sellers with particular regard to their
responsibilities to the public; and that continuing
training i s made avail abl e throughout a direct seller's
contract;

(b) that they have adequate cover against all clains for
deat h, personal injury and damage to property arising out
of the denonstration of goods or their use after sale;
this cover may either be an insurance policy with a
properly authorised insurance conpany or by the nenber
carrying the risk itself, subject to the approval of that
arrangenment by the Associ ation;

(c) that direct sellers are encouraged to take out adequate
public liability cover where appropriate.

2 Menbers whose sal es and/or recruiting nethods include
inviting woul d-be direct sellers and consuners to neetings
shal |l ensure that all invitations:
(a) specify the purpose of the neeting;
(b) explain that those invited are under no

obligation to purchase anyt hing.
I nvitees shall be given details of a named contact person and
t el ephone/fax nunmber or E-rmail address.

3 It is the duty of all Menbers to satisfy the Association

by production of witten gui dance that they have taken al

reasonabl e steps to see that direct sellers act with

integrity; and in particular:

(a) do not use msleading, deceptive or unfair sales
practi ces;

(b) respect the consuners' right to privacy and their right
to bring any contact to an end;

(c) describe the goods or products truthfully and
accurately;

(d) answer consuners’ questions honestly and clearly;

(e) give clear and legally accurate information about
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price and all aspects of after-sales service;

(f) abide by all current guidelines covering the pronoting
and selling of goods;

(g) refrain fromin any way exploiting the consuner,
especially anyone who is particularly vul nerabl e;

(h) offer maxi mum co-operation to National Consuner Agency or
The European Consuner Centre Irel and.

4 Menbers must be able to satisfy the Association that:

(a) they are famliar with current |egislation on trade
and consumer protection and Data Protection;

(b) where appropriate they informdirect sellers of their
rel evant | egal obligations and keep themup to date with
all changes as and when appropri ate.

ADVERTISEMENTS
5(a) Menbers' advertisenents shall be truthful and accurate

and, as a general rule, shall incorporate a reference to
t heir menbership of the Association. Menbers' sales and
pronotional literature shall also be truthful and

accurate and shall always contain a reference to their
menber shi p of the Associ ation.

(b) Menbers nust be able to satisfy the Association that they
conply with the Irish codes of Advertising Practice and
Sal es Pronotion where rel evant.

(c) Where nmenbers use direct mail or tel ephone selling they
wi |l make use of the Mailing Preference Service and
Tel ephone Preference Servi ce.

IDENTIFICATION

6 Al'l direct sellers should i mediately:
(a) identify thenselves to prospective consumners;
(b) explain the purpose of their approach;
(c) identify the nenber and the goods.

7 Menmbers will supply copies of this Code of Practice to
all direct sellers. It nust be available for any

consuner.
ORDER FORMS
8 Consuners' order forns nust be approved by the

Associ ati on and Code Adm ni strator before they are used. They

must :

(a) contain the nenber's full name and address;

(b) set out any guarantee referred to in Rule 9;

(c) set out the consuner’s right of cancellation referred to
in Rule 11

(d) show that the nenber belongs to the Association and
contain the Association's |ogo;

(e) give contact details of the direct seller and indicate
the direct seller's contractual relationship with the
consuner;
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(f) indicate that the DSA has a dispute resolution procedure.

A copy of an order nust be given to the consumer when it is
pl aced. Either the order form or sone other docunent given
to the consuner at or before the tinme of the order, nust
contain clear information as to the ternms and conditions of
supply and must include information as to delivery/conpletion
dates. Unl ess otherw se agreed, delivery/conpletion shall be
wi thin 30 days of the order.

GUARANTEES

9 Any guar antee of goods shall be clear and easy to
understand. It nust exceed the consuner's existing |egal
rights, and not affect his statutory rights.

The ternms of all guarantees nust be approved by the

Associ ation and the Code Admi nistrator before they are used.

AFTER SALES SERVICE

10 When an after sales service is offered, details and
[imtations nmust be clearly stated in witing. Were a
consuner woul d normal |y expect an after sales service but none
is offered, this nmust be stated in witing and given to the
consurer.

RIGHTS OF CANCELLATION & REFUND

11.1 Menbers nust ensure that consuners are allowed to cancel
any order wthin 14 days fromthe date of an order and
are informed of that right in witing. A full refund of
the price or any deposit shall be made forthwith. If,
wi thin that period, the goods have deteriorated or been
m sused, the nmenber may nmeke an appropriate adjustnent.

11. 2 Paragraph 11.1 does not apply in the case of:

(a) Services (other than services to be provided
continuously on a long termbasis) the supply of which
has, with the consuner’s consent begun before the
expiry of the cancellation period. The consumer nust
have been infornmed in witing that he would not be able
to cancel the order after the provision of services had
begun.

(b) Goods which are supplied under a contract having a
val ue of 700 Euro or less and which it is commercially
unrealistic to return to the nenber’s general stock on
account of them being:

i) made to the consuner’s specifications,
ii) clearly personalised,
iii) by their nature unreturnable, or
iv) Jliable to deteriorate or expire rapidly.
The consumer nust have been infornmed in witing that he
woul d not be able to cancel the order.
11. 3 Where the nenber is unable to supply goods or services,
t he menber nmust make a full refund of any price or
deposit, unless the consuner agrees to accept substitute
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goods or services.
11.4 The cancellation and other rights given by this paragraph
are in addition to any provided by |aw.

PRE-PAYMENTS

12.1 Where a consuner nekes a pre-paynent (or pays a deposit)
under a contract to buy goods froma direct seller who is
acting as principal, the direct seller shall refund that
pre-paynent in the event that delivery of the goods is not
possible. If the direct seller is unable to (or fails to)
deliver the goods and also is unable to (or fails to)
refund the consuner’s pre-paynent, the nmenber will either
deliver the goods or else will itself make the refund.

12.2 A menber which holds a consuner’s pre-paynent or deposit
for longer than two working days must nake provision for
the protection of such paynents in the event that the
menber is unable to deliver the prom sed goods or services.

12.3 Refunds under this paragraph 12 are subject to verifiable
evi dence as to pre-paynent and non-suppl y/ non-delivery.

SELF REGULATION & COMPLAINTSHANDLING

13 Menbers nust:

(a) nmake regular audits of systens, procedures and
docunentation to prove conpliance with this code of
practi ce;

(b) informconsunmers in witing of to whom (nanme & postal
address) they nmay address any conpl ai nt;

(c) have effective procedures for dealing with consuners
conplaints and responding within a reasonable tine
(normally within ten working days);at no cost to the
consuner.

(d) keep records of consunmers' conplaints and of the action
taken in response.

CODE ADMINISTRATION

14.1 DSA Codes are supervised and adm ni stered by an

i ndependent, legally qualified Adm nistrator appointed by the

Council on behalf of the Association.

14.2 The Code Adm nistrator shall:

(a) satisfy hinself that nmenbers' trading practices and
docunentation conply with the Codes;

(b) report any breach of the Codes to the nenber's Chief
Executive and recomend appropriate renedial action;
wher e necessary.

(c) investigate any failure by a nenber to act upon any
reconmendat i on;

(d) report any failure by a nenber to remedy any breach to
the Council of the Association;

(e) publish an annual report which includes any suggestions
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the Adm nistrator has for the inprovenent of the Code in
the Iight of experience, and forward a copy to the
Nati onal Consuner Agency for information.

BREACHES OF THE CONSUMER CODE

15 Any conpl aint about a breach of the Consuner Code (or its

Annex) shall be treated in the foll ow ng way.

(a) The conplainant may refer it:

(i) to the Chief Executive of the nenber; or

(it) the Director of the Association.

(b) If the conplainant is dissatisfied with any sol ution
proposed by the nenber, or it is referred initially to
the Director, the follow ng procedure will be used:

(i) The conplainant will be asked to set out details of
the conplaint in witing;

(iit) The Director will send a copy of the witten
conplaint to the nmenber requesting pronpt renedi al
action; a response to this request should be nmade
within 14 days. The conplainant will be kept
informed at all tines;

(iti)A though there is no tinme limt wthin which

t he consunmer nust take action ,the seller has 21 days fromthe

consuner action to notify the Director that the matter has

been resol ved. This period may be extended for reasons such as

, but notrestricted to, illness, holidays,|ack of information

etc.;

(tv) The total time fromconplaint receipt by Director to
resol ution should take no | onger than 30 days.

(c) If the conplainant is dissatisfied with the recomended
action, or if the menber fails to act as required by the
Director, the Director shall refer the conplaint to the
Code Adm ni strat or

INVESTIGATIONS BY THE CODE ADMINISTRATOR

16.1 The Code Adm nistrator will investigate any conpl ai nt
referred to him obtain evidence relevant to the issues
conpl ained fromthe conplainant, fromthe nmenber and any
ot her rel evant person and make a witten adjudication as
qui ckly as possi bl e.

16.2 The adjudication is binding on the nenber and any direct
seller; the conplainant is not bound by the adjudication.

SANCTIONS
17.1 Where a nenber is found to be in breach of the Consuner
Code (including the Annex), the Code Adm nistrator may
require the nenber:
(a) to repay all noney paid by the conpl ai nant;
(b) to replace or repair any product w thout charge;
(c) to pay any costs incurred by the Code Adm nistrator
for technical advice or testing;
(d) to take all reasonable steps, including any
specified steps, to prevent a recurrence of the
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br each;
(e) to pay conpensation (not exceeding 7000 Euro) to the
conpl ai nant .
17.2 The Code Adm nistrator may recomend that the nenber
appear before the Disciplinary Commttee and may nake
recommendations as to the action it shoul d take.

DISCIPLINARY COMMITTEE

18.1 The Disciplinary Conmttee shall consist of two Counci
Menbers and three | ndependent Menbers nom nated by the
Council. The Disciplinary Conmttee shall consider al
the evidence and may call for witten or oral evidence to
t he i ssues conpl ained from any person. The Disciplinary
Commttee's decision will formally be a recommendation to
the Council of the Association of any one or nore of the
f ol | owi ng:
(1) no action be taken;
(1) t he Menber be required to undertake a specified

course of renedial action

(iti) issue by the Council of a formal warning;

(iv) suspensi on of the nenber fromthe DSA for a stated
peri od;

(v) expul sion of the nmenber fromthe DSA.

Suspensi on and expul sion can be “suspended”, i.e. not to

take effect if one or nore conditions are net.

18.2 The Disciplinary Conmttee shall send its report to the
conpl ai nant and t he menber and the Council of the
Associ ation. The nenber is bound by the adjudication.

18.3 The Council may not reverse or overturn the decision of
the Disciplinary Conmttee. Upon application by the
menber, however, or on its own initiative, the Counci
may refer the decision back to the Disciplinary Conmmttee
for re-consideration

18.4 The National Consuner Agency will be invited to send an
observer to all Disciplinary Comm ttee neetings and any
meeti ngs of the Council of the Association which
considers Disciplinary Conm ttee recomendati ons.

DEFINITIONS

“the council” is made up of an elected representative from
each DSAI nenber conpany

"the Association"” and "DSA" nmeans the Direct Selling
Associ ati on;

"direct seller” nmeans any person involved in direct selling in
any capacity;

"direct selling" nmeans the direct selling of consuner products
either in the honme or away fromnormal retail prem ses by

whi ch a sal esperson either: denonstrates the product or
presents a product catal ogue; or, collects an order; or
arranges for the delivery of the products; or collects paynent
for the product or arranges for credit;

"menber"” nmeans a nmenber of the Association and includes its
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enpl oyees;

"product” neans any goods or services.

“mai ling preference service” ....cccovieivinnnnnn.
“tel ephone preference service” .....ccccoveeivinnnnn.

DIRECT SELLING ASSOCIATION
Annex to
Code of Practice for Consumers

This Annex gives additional protection to consumers who buy goods or services by remote or distance
sales contracts

REMOTE OR DISTANCE SELLING

1. This Annex supplements the DSA's Code of Practice for
Consuners. It applies where goods or services are sold to
consuners by sales which are renpte sal es or distance sal es,
for exanpl e where a consuner places an order over the
t el ephone, by mail or over the internet. |In those cases
Menbers (and their direct sellers) will conply with

(a) the terns of this Annex;

(b) the requirements of the European Comunities
(Protection of Consunmers in Respect of Contracts
made by neans of Di stance Conmuni cati on)
Regul ati ons, 2001.

CONSUMER INFORMATION

2.1 Menbers wll ensure that consuners are given ful
i nformation, clear and conprehensible, both before the
contract is concluded and also in witing (or other
durable forn) before or at the tinme of performance of the
contract or delivery of the goods.

2.2 The information nust include details of the consuner’s
right of cancellation under paragraph 3 bel ow.

2.3 The information nust also include: the seller’s/supplier’s
name and address, a description of the main
characteristics of the goods or services, the price
(including for howlong it is valid and whether it is
i nclusive of VAT and delivery), arrangenents for
delivery/ performance and paynent, charges for delivery
(where the price does not include them

2.4 The information given in durable formnust al so include:
the conditions and procedures for exercise of the
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consuner’s right of cancellation, a geographical address
where any conplaints can be sent; information as to any
guarantees or after-sal es services.

2.5 Menbers wll observe the information-giving requirenents
of the European Communities (Protection of Consuners in
Respect of Contracts nmade by neans of Distance
Communi cat i on) Regul ati ons, 2001.

RIGHTS OF CANCELLATION

3.1 1n the case of services Menbers nust ensure that consuners
are allowed to cancel any order within 14 days fromthe
date of the contract being nade and are inforned of that
right in witing.

3.2 In the case of goods Menbers nust ensure that consuners
are allowed to cancel the order within 9 working days of
delivery (or, if it is later, within 14 days of the
order).

3.3 Afull refund of the price or any deposit shall be nade
forthw th.

3.4 By way of exception, there is no right of cancellation in
t he circunstances set out in Paragraph 11.2 of the DSA s
Code of Practice for Consumers. |In such cases the
consuner nust have been informed in witing prior to the
contract that he would not be able to cancel the order.

PERFORMANCE
4. Unl ess ot herw se agreed, delivery/conpletion shall be within
30 days of the order.

FRAUDULENT USE OF PAYMENT CARD

5. Were, in relation to a renote or distance sale
fraudul ent use is made of a consuner’s paynment card by
soneone el se not acting as his agent, the consuner is
entitled to cancel the paynent and to have his account re-
credited. Menbers will co-operate with card issuers in
ensuring this right of consumers is honoured.

AMENDMENTS AND UPDATING

6. This code nmay be anmended or updated only on the orders of
the full council and then with witten agreenent from
each indi vidual nenber conpany.
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