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The Consumer Contracts (Information, Cancellation and Additional Charges) 
Regulations 2013 

 
The above new Regulations are detailed and contain a number of provisions, 
important definitions and prescriptive requirements on both distance selling and 
doorstep selling.  This leaflet can only give general guidance on the new Regulations 
and if you require any specific advice contact Comhairle nan Eilean Siar Trading 
Standards directly.  
 
The Regulations 
 
The Consumer Protection (Distance Selling) Regulations 2000 (the Distance Selling 
Regulations) and the Cancellation of Contracts made in a Consumer Home or Place 
of Work etc. Regulations 2008 (the Doorstep Selling Regulations) were replaced on 
13th June 2014 with the new Consumer Contracts (Information Cancellation and 
Additional Charges) Regulations 2013.  The purpose of the Regulations is to ensure 
consumers are provided with important contract details about their rights both before 
and after they contract for goods, services and digital content.  
 
The Purpose of the New Regulations  
 
The Regulations cover consumer contracts made:  on- business premises; off-
business premises and by an organised distance sale/service provision scheme.   
 
This leaflet only covers consumer contracts made off-business premises and by an 
organised distance sale.  Although there are many similarities with the two previous 
regulations there are also significant differences.  
 
Consumers will not be required to pay for the goods, services or digital 
content, if you do not comply with the relevant provisions of the Regulations. 
 
An Outline of the Regulations  
 
Definitions  
 
An organised distance sale/ service provision scheme is a contract made without any 
“face to face” contact between the consumer and the business e.g. internet, 
telephone or postal. 
 
An off- business premises agreement is where the contract is made at: a consumer’s 
home or workplace; an excursion organised by the business or another place that is 
not the traders’ place(s) of business.  
 
The Regulations cover contracts for: contracts for: the supply of goods, inc. goods 
and services supplied together; contracts for services only and contracts for digital 
content by an intangible medium e.g. software downloads. 
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The following are excluded entirely from Regulations: gambling; financial services; 
newly constructed buildings and sale of immovable property; residential lettings;  
consumables  supplied by a regular roundsman; package holidays; time share; 
vending machine purchases and a single telecoms connections e.g. public 
telephone. 
 
Pre-contract information to the consumers 
 
Prior to entering in to a contract consumers must receive the following information, 
applicable to contact type, in a clear, comprehensive and legible manner available in 
writing or a durable form e.g. e-mail.  There are up to twenty-four pieces of 
information. 
 

 the main characteristics of the goods/services/digital content  

 your trading identity i.e. trading name 

 geographical address and contact details  

 if acting for another trader, their trading name and geographical address  

 an address for consumer complaints, if different from the usual geographical 
address  

 the total price  

 delivery charges or how they are calculated and any additional charges 

 the billing address for open ended contracts or subscriptions  

 communication costs, if other than basic rate. 

 arrangements for payment, delivery, performance, etc. 

 any complaints handling policy  

 details of any cancel rights, if they exist. 

 who pays for any goods returned?  

 limitation on cancelling a service that has commenced 

 inform the consumer if there is no right to cancel 

 a statement that goods must conform to the contract  

 any after sales service, inc. guarantee 

 information about any code of conduct, if applicable  

 how to end a contract of indeterminate duration  

 minimum duration of consumers’ obligations  

 deposits information  

 digital functionality, if applicable  

 digital compatibility information, if applicable  

 any alternative dispute resolution (ADR) schemes.   
 

Schedule 2 of the Regulations gives complete information. 
 
Post-contract information to the consumer  
 
When a contract is agreed the consumer must be given a signed copy or 
confirmation of the contract containing all of the above relevant information in a 
durable medium, e.g. e-mail or paper; no later than the delivery  of the goods or the 
before a service begins. 
 
Exemptions from information requirements  
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1. The following are exempt from the information requirement: supply of 
prescribed or dispensed medical products; passenger transport services and 
only for an off-premises contract not more than £42.  

 
2. Subject to three conditions below information does not need to be provided for 

an off- premises contract for : a service contact and the service is for repair or 
maintenance and the work is to be undertaken immediately and costs no more 
than £170. The three conditions for this exemption are:  

 
2.1 The consumer is given the:  trader’s name (or if they are acting for     

another trader, the name and geographical address of that other trader); 
total price (or estimated price of this is not possible); any delivery 
charges and any cancellation rights. 

 
2.2 The consumer to be provided in a durable form: the main characteristics 

of the goods or services and details of any cancellation, if any. 
 

2.3 The cancellation right does not apply to goods and services for urgent 
repairs at the consumer’s express request.  

 
3. There are particular circumstances where an apparent off-premises contract is 

actually an on-premises contract. If a business visits consumers’ homes and 
leave a quotation, or is supplied later, to allow consumers time to consider and 
enter into a contract at a later date; the new regulations apply. But this will be 
an on-premises contract. Consequently the business is only required to 
provide the smaller on-premises information in Schedule 1 of the Regulation 
and there are no cancellation rights. 

 
Withdrawal or cancellation  
 

 A consumer may withdraw before a contract is agreed with the trader.   

 A consumer may also cancel a contract within fourteen days. The cancellation 
period was previously seven days. 

 The cancellation period for services and digital content begins on the day the 
contract is made  

 The cancellation period goods is the day they are received by the consumer.  
 
Schedule 3 of the Regulations gives model instructions and model form for 
cancellation. 

 
If you fail to provide cancellation rights the cancellation period can be 
extended to a maximum of twelve months. 
 
A consumer can exercise their right to cancel by using the cancellation form; 
providing a clear statement to the business or cancel on-line. The consumer must 
return any goods within fourteen days and business must provide a refund within 
undue delay and within fourteen days from the day the goods arrive back. When a 
consumer cancels, all obligations, including any ancillary contracts, cease.  
Businesses cannot impose any fee or charge on the consumer e.g. restocking or 
administration fee.  
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There are no cancellation rights for the following:  medical products or services; 
passenger transport services; goods or services subject to fluctuations on the 
financial markets; personalised goods or those made to the consumer’s specification; 
goods that deteriorate rapidly; alcoholic drinks, subject to specific rules; urgent 
repairs and maintenance;  publications; public auctions; the supply of 
accommodation, transport of goods, vehicle rental, catering or leisure activities; 
unsealed goods for hygiene reasons; unsealed audio or video recordings or 
computer  software and goods which cannot be separated after delivery. 
 
Summary of cancellation rights for different contracts 
 

 
 
Performance of the contract 
 
Goods must be delivered or the service commenced within 30 days, unless otherwise 
agreed with the consumer. The business retain the risk in goods till they come into 
the physical possession of the consumer.  
 
Offences 
 
It is a criminal offence in an off-premises contract, if the consumer is not provided 
with:  relevant information on cancellation rights; who pays for returns and cost of 
cancelling a service contract. On summary conviction the maximum fine on is £5,000.     
 
Failure to comply with the other provisions of the 2013 Regulations may be offences 
under the Consumer Protection from Unfair Trading Regulations 2008. 
 
Other  
 
The 2013 Regulations are in addition to other consumer protection legislation, such 
as the Sale of Goods Act 1979 and the Scots common law provisions regarding 
services.  
 
This leaflet is for guidance only.  For further advice please contact Trading 
Standards, Comhairle nan Eilean Siar on 01851 822 694 


