Other bodies which can give you information

Insurance: General Directorate of Insurance
Tfno: 902 197 936

Bank and financial services: Banco de Espaia
Tfno: 901 545 400

Telecommunications: SETSI
Tfno: 901 336 699

Tourist and catering activities: Tourist Board
Tfno: 928 899 400

Car-hire: Department of Transport
Tfno: 928 862 300

Food that has gone bad: Public Health
Tfno: 928 112 502

Electricity supply: Fuerteventura Office of the General Directora-

te of Energy

Tfno: 928 532 360

Public and private health services: Department of Health.

ODDUS (Office for the Defence of the Health Rights of Users)

Tfno: 928 452 371

Files on debtors in arrears: Spanish Agency for Data Protection
Tfnos: 901 100 099 | Web: https://www.agpd.es/

Air Transport: Ministerio de Fomento
Tfnos: 915 978 321 - 915 977 231-915 975 075

Cross-border complaints

If you are...
m A consumer resident in Spain with problems with companies in

another country of the EU.

m A consumer resident in the EU (except Spain) with problems

with Spanish companies.

you should contact the European Consumer Centre in Spain at:
Centro Europeo del Consumidor en Espaiia

Tfno: +34/ 91822 45 55 | Fax: +34/ 91 822 45 62

Email: cec@consumo-inc.es | http://cec.consumo-inc.es

The CEC can intervene as a mediator in cross-border complaints

and claims and provide language and technical assistance in order to
try and reach a satisfactory solution.

G u.i d e fo r t h e CO n S u m e r g}llgthleming, 1. 35600 Puerto del Rosario

Fuerteventura i

consumo@cabildofuer.es

OAC Morro Jable
C/ Diputado Manuel Velazquez, 22
Tfno: 928 540 212

OAC Gran Tarajal
C/ Avda. de la Constitucién, 11
Tfno: 928 162 771

OAC Corralejo
C/ Maria Santana Figueroa, 1 - 1°D
Tfno: 928 535 318

Canary Islands Consumer Arbitration Board

Las Palmas de G.C.

Island Office for Information to the Tfnos: 928 899 400 / 928 899 359 | Fax: 928 89 97 70

Consumer and User
OolicuU

Santa Cruz de Tenerife
Tfnos: 922 475 000 / 922 475 662 | Fax: 922 247 625

www.gobcan.es/cicnt/temas/consumo/arbitraje/
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The guide you hold in your hand has been drawn up by the
Information Office for the Consumer and User of the Fuerteventura
Island Council with the aim of offering resident and visiting consumers
practical information of interest on how to defend their rights in the
purchase of consumer goods.

Conscious that the situations with which the consumer is confron-
ted day by day are multiple and varied and that we cannot cover all of
them, we have chosen the most common complaints and questions
that users put forward in our information service to the consumer.

We hope that this publication serves to clarify some of your doubts,
and that it will be a tool which you can use to get to know your rights
and how to and before whom you should seek protection in the case
that these are violated. For this reason, we give you below contact
telephone numbers of various public bodies and institutions which
you can contact for information or complaints.

Victor Alonso Falcon

Counsellor for Welfare, Public Health, Consumer Affairs, Housing
and Immigration

Compare prices before purchasing

m Apart from a small group of products, or in very special circum-
stances, prices are set by the
establishment as it wishes. Therefo-
re, you cannot make a complaint if in
another establishment you find the
same product at a cheaper price.

m Prices must be indicated on
the products. The display of the
prices must be done in such a way
that the possible purchaser is
informed about the content itself by
simply reading the price display,
without the need for additional
information or clarification, both if
the products are displayed in the
shop window or in the interior of the
establishment.

Know what you are purchasing

m Carefully check the product before paying for it and make
sure that it is what you want (model, characteristics, price, guarantee
terms) and that it includes all the corresponding accessories.

Go through the bill

m Go through the bill or sales receipt
and check that it contains all the details
and verbal agreements made.

Goods exchanged or returned

m Unless the contrary is stated in
writing, the establishment is neither
obliged to exchange the product nor
return your money. You can only ask for an
exchange if a product does not comply
with the characteristics stated or if it is
defective. You can also ask for an exchange
if one of the conditions of the sale is that a product is on trial. In distant
selling or outside the business establishment, the exchange or refund
period is 7 days.

m Frequently, however, certain establishments, when the exchan-
ge of products is permitted, exclude the exchange of some products,
such as underwear and party dresses, and other products that can
easily be copied (books, videogames, etc).

Reusable bags

m We recommend that consumers
take their own shopping bags to
contribute to the protection of the
environment.

Payment by credit card

m You can pay by credit card in most
shops. Go through your card receipt
before signing it and do not forget to
keep the copy so that later you can check
your purchases with the information sent
to you by your bank.

m Ifyou lose your card or if it is stolen,
inform your bank or the issuing establishment as quickly as possible
so that it can be cancelled and also advise them in writing. Furthermo-
re, report it to the nearest police station as soon as possible.

Guarantees

m The law lays down a guarantee period of 2 years if a new
product is purchased and at least 1 year if it is second hand.

m During this period, in the case that the item acquired does not
comply with that offered or what can reasonably be expected of it, the
consumer has the right to have it repaired totally free of charge or
have it replaced under the conditions established by the law itself.

m If the consumer expresses his or her lack of conformity during
the first six montbhs, it is the job of the vendor to prove that the goods
were originally free of any defect. After this period of time has passed,
it is the purchaser who has to prove that the goods were originally
defective.

m After-sales service: The
producer or, if he/she is not
available, the importer, is obliged
to guarantee the purchaser
adequate technical service for
goods of a durable nature that
he/she manufactures or imports, as
well as the supply of spare parts for
a minimum period of 5 vyears
starting from the date on which
he/she ceases to manufacture the
product.

m The trade guarantee is that
which the manufacturer or vendor
offers additionally, and is indepen-
dent from the legal guarantee. It is
not compulsory, but once it has
been offered, it has to be adhered
to. For this reason, it should be
given in writing and the conditions
should be given in detail.

Complaints

m If, in spite of having followed all the advice which we have given
you, you have a problem and wish to make a complaint, take the
following steps:

m Ask for a complaint form. The establishment is obliged to have
this type of document and to provide it free of charge. Follow the
instructions stated on the form and hand the corresponding copy into
the competent authorities so that your complaint can be dealt with. If
the company refuses to hand over the complaint form, ask the local
police for help so that they can prepare a report on the situation.

m If it has not been possible to obtain a complaint form, make a
complaint by any other means before the Consumer Authorities
(Municipal or Island Information Offices, General Directorate of Consu-
mer Affairs, Consumers’ Associations, European Consumer Centre).

m On the complaint document, you should clearly identify the
professional or company against which you wish to make the
complaint, as well as giving a clear, concise account of the facts which
motivate the complaint. Attach all the documentation which you have
at your disposal and which can serve to support your claim.

m The complaint allows the Consumer Authorities to mediate
between the consumer and the business so that both can try and
reach an agreement, although this is not always possible.

m When an agreement is not reached, the consumer has to resort
to other channels to make his/her claim effective. One of these is
arbitration. This system operates as a free out-of-court procedure
which ends in a decision, legally binding for the parties concerned.
Arbitration is voluntary so both the consumer and the company have
to consent voluntarily to adhere to the same.

m Establishments which accept arbitration display the orange
logotype reproduced on this page, which represents a quality guaran-
tee in their service. That is to say, to consume in these establishments
offers the security that they will respond if any problem arises. To set
the procedure in motion, the consumer should request the same in
writing in the competent consumer bodies.
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m If any product has caused you harm because of a safety
problem, keep it and notify the Consumer Authorities so that they can
adopt the necessary measures to avoid any possible harm to other
people.




