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When to complain?

e Non-compliance with the provisions of maintenance, spare parts
and warranty.

e Different weight on the product in comparison with the real weight.
* Refrain from selling or giving the invoice.

e When the invoice has unclear information.

e Non-compliance with shops selling policy.

e Not returning the rest of the coins or replaced with other
commodities.

* Using the statement [Goods sold are not refundable or replaced).

e Forcing to buy a commodity when buying another, for example, when
buying a mobile phone you need to buy secondary accessories.

e Differing declared price on the product with the price in the cashier.
¢ Added fee when you buy using a credit card.

® Unreal sale session.

* Pyramid & networking marketing.

e Refrain from return or replace the item within 15 days from the
date of purchase, when having a manufactory defect or was not in
conformity with the specifications approved or contracted for.

* Provide verbal assurances and refrain from providing a written and
notarized guarantee.

e |n case the provider refuses to provide spare parts or maintenance
for the products in compliance with the product’s nature. And the
provider may agree with the consumer in writing to a certain period.

e Manipulation of the prices of products, by raising or reducing their
prices without justification.

e Limit the free flow of products to the market, or wholly or partially
hidden or stored improperly, or refrain from dealing with them.

e Hold products available in the market as a whole or in part for a
particular person.

* No giving necessary information or misinformation about a
particular product.

How to reach the Consumer
Protection Directorate?

For complaints and suggestions, please call us on the contact
center of the Directorate via 17007003.

You can email us via the National Complaints and Suggestions
System (Tawasul) through the official Ministry website
www.moic.gov.bh.

Also, you can follow us through official Ministry accounts in social
media networks across moic_bahrain.
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Law perception about most frequent
purchasing behaviors:

e The consumer shall not expect a refund or replacement of item if
the consumer:

-change his mind, or did not benefit from using the item.
-find the same item elsewhere with cheaper price.

- It has been notified of the defects in the item at the time of
purchase.

-damage in the item as a result of a misuse.

® The consumer has the right to replace the goods or recovery thereof
with the return of its price without any additional cost where the
goods have defect or if it does not conform to the legally approved
specifications or to the purpose for which the contract has been
entered into. In this case, the supplier shall replace or return the
product with refund of the value thereof without any additional cost
at the consumer’s request.




e Before buying, make sure and check the product’s eligibility for
service coverage under the warranty, the country of origin of the
products, the method of storage, usage instructions and the expiry
date.

* Make sure to receive your purchasing invoice which has to contain
the purchased items or services description before leaving the
shop, and keep it for future needs.

e For long-terms use goods, make sure that you understand all
services provided after purchasing the items, and what parts
covered by the warranty.

e Check Item well to make sure it is free of any defects before leaving
the shop.

* Read contracts and guarantees on the products carefully before
you sign it.

What are my responsibilities as a
retailer?

e Commitment to issue an invoice written in a clear and legible
handwriting that proof the transaction or agreement with the
consumer.

e Avoid misleading advertising and provide accurate information
about the product or service.

Policies regarding refund, replacement, repair or rework for
defective or damaged products or incomplete services should be
clear. Also, the invoice shall not include wording on the non-return
or replacement of the product and it shall be prohibited to erect any
billboard to this effect.

Advertise the product>s price, promote it and indicate the warranty
period.

Upon advertising for the sales of any products, the warranties
concerning them shall be available during the sale period and
prices shall be advertised before and during the sales period.

Replacement of the goods or recovery thereof with the return of its
price without any additional cost where goods have a defect or if it
does not conform to the legally approved specifications or to the
purpose for which the contract has been entered into.

Replacement of the consideration for the services, or consideration
that makes up for the reduction thereof or its reproduction to the
consumer without any additional cost in case there is a defect or
reduction into it.

Provide the necessary spare parts and maintenance for use of the
product for a reasonable period proportionate to the product's
nature. An argument in writing may be entered into with the
consumer for a specific period.



Who protects the Consumer?

The Ministry of Industry, Commerce and Tourism
represented by the Directorate of Consumer Protection
is responsible for the implementation of the Consumer
Protection Law (35) of 2012 along with its implementing
regulations.Through its supervisory role, the Directorate
plays to reach its aim of maintaining an active and fair
relationship between the retailer and the consumer.
Also, the Directorate targets to empower the Consumer
through being aware of his rights and duties stipulated by
law, namely:

1. Right to health and safety in his normal use of products.

2. Right to obtain accurate data and information about the
products purchased, used or provided thereto.

3. Righttofreechoice of products that fulfillthe conditions of
quality that conforms to legally approved specifications.

4. Right to obtain knowledge of the protection of his
legitimate rights and interests.

5. Right to respect the consumer's privacy, to maintain his
personal information and not to exploit them for other
purposes.

6. Right of the consumer to live in healthy environment.



SLHDIY 4IWNSNOD
9181012941 UOII910.d
J3WNSU0) 3y} Yyoeal 0} MOH
;ulejdwod 03 uayp\
sJo1neyaq buiseydind Juanbaiy
Jsow Jnoqe uopdadiad meq
il9|1e191 B Sse
san|iqisuodsal Aw a1e 1eym
¢1awnsuo?) aya s199101d OYM

LHDId 4NOA MONX
NOILJ3LOHd Y¥IWNSNOD

€00£00 21



KNOW vour RIGHT

www.moic.gov.bh



