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< A consumer is any actual or potential user of any product
or service made available for consideration by any trader or
manufacturer.

“ All traders, suppliers and manufacturers in Sri Lanka must
comply with relevant laws, standards and procedures |
relating to consumer protection. if
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'*.'The Consumer Affarrs Authorlty assists aggrleved
i ~ consumers to settle any probiems they encounter regardlng
the purchase of goods and services that are found to be
below agreed standards L |

B A D T WA

| .*lf a consumers rfghts have been welated the consumer.; '_ : |
g maytake Iegal act:on. L _ - . 1

' *lfatraderormanufacturer |sfound gunlty ofv:olatmgthelr'- - :?55
duties they may be penallzed with a fine and/ or
imprisonment. - | ,

Recognizing that citizens of Sei Lanka are all consumers,

t  OurVision:
| “Awell-protected consumer within a disciplined business culture”

Our Mission: !
‘ “To safeguard consumer rights & interests through consumer
empowerment, regulation of trade and promotion of healthy
competition”
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A basic principle in marketing is that the consumer is always right.

o

Werkmg closely with consumer orgamzatlons and business
community, to develop aad Implement creative solutions to solve |

consumer problems

Set up a model consumer court to deal exclusively for consumers
affairs to facﬂltate a faster and an effeetlve 3d_]11dlcat1011 action

Prowde eonsumer eéiileailon and empewernent ofe 'nsumers

Protection of traders and manufacturers against anti-competitive trade
practices and promotion of healthy competition.

Ensure reasonable prices on essential goods & services.

developing a responsible civic society.

o* Estabhshed a Consmner Adw::e Bureau--;te make' avaﬂable te the'--'
- --eonsumers to attend thelr needs . -. -

f_Propesed amendments to the ex1stmg leglslau(m reeem;mendmg
_improvements to meet the eurrent situation. |

-_ Pubhsh matenal in the news medla .

Capacity enhancement of the organization

consumer rights in Sri Lanka are protected by the Consumer Affairs Authority

and Authority consider that protection of consumer rights is a means of

- _.

|
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"bny essennal goods and serv1ees- adequate feed elothmg,
shelter edueauen pubhe utﬂmes Water and samtatlen .

The right _lﬂ' safety T.jo' be’ prote.c_te’d__ a_g_ain’st' products,
products processes and services which are hazardous to

health or life.

The right to be infdrmed---’-:-:_-l‘o be given the facts 'needed to

make informed choice, and to be protected against dishonest
of mislead advertising and labeling.

The right to choose To be able to select from a range of
products and services, offered at competltlve prlces with an
assurance ot satlsfactery Quahty :

- The rtght to be heard To have consumer interests

represented in the makmg and execution ef}.ﬁ;"-’government
pohcy, d in the develepment of products and servn:es

5. .z : S '>
. ; :

The right to redi‘hsS” To receive a“ aif settlement of just claims
including compensation for misrepresentation, shoddy
goods or unsatisfactory services.

The right to consumer education To acquire knowledge and
skills needed to make informed, confident choices about
goods and services, while being aware of basic consumer rights
and responsibilities and how to act on them.

The right to a healthy environment To live and work in an |
environment which is non-threatening to the well-being of .
present and future generations.
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: standards and prwe

d . _Enhance the abﬁﬂy of the consumer for self _protecuon- .1s_.-f11nked to
| 'transparent mformatlon and knowledge .

e. Access .a‘nd assess the basic features nature, quality, quantity, F§i
delivery tiine warranties and pric‘e of goods and serviées-on_ offer so as

f.  Consumer empowerment through education with regard to
good health, safety and security of consumers.

Have you been deceived / mlsled whlle pu:rchasmg a good or in obtaining services OR
Do you feel you have been misled by the vendoror serv1ce prov1der_?

'-:'Interest :

- Does not mee;t the promises given at the poini of sale.

> i

> Purellasmg the product or serwces does not satisfy the
purpose. % % . [

> Repairs within the warranty period.

>

>

Looking forward for replacement of goods. ) |
Refusal of after sales service.

You can acquire fair and reasonable results by making effective complaints to
the Authority.

A consumer can lodge a complaint to the Director General of the CAA. The
complaint must be in writing, supported with any relevant documents or other
evidence and lodged with the CAA within three months of the date of purchase.

Make the letter as brief as possible with all facts and explain the nature of §
damages caused and request- specifically what you require. i

If not communicate on the subject with the CAA. (Hot Line- 0112 321696)




Consumer, you too can asmst the Au -orlty by complalnmg or mformmg the 1
Authonty of any offences under the A;;t”_

@ns;ﬁzer»gﬁffmrs Awf@my(CAA )
Members of the Auﬁmrﬂy §

Director General

Director Consumer Affairs and Information
Director Compliance & Enforcement
Director Competition Promotion

Director Pricing & Management .
Director Administration & Human Resources
Director Finance

Consumer Affairs Council(CAC)

Chairman and Members of the Council

Secretary, Council




@ To protect consumers against the marketing of goods or the

_ |
provision of services which are hazardous to life and property i i

of consumers

@ To protect consumers against unfair trade practices and guarantee

that consumers interest shall be given due consideration;

@ To ensure that wherever possible, consumers have adequate access

!
to goods and services at competitive prices R .
) ® To seek redress against unfair trade practices, restrictive trade '

practices or any other forms of exploitation of consumers by




» Meat andMe'at products?soldin'pack's '

» Fish and other Sea foods sold in Packs

» Edible oil in packs or container _

» Teain packs - | 1t
» Agricultural Fertilizer ' |
» Agro-chemicals
» Chocolates

» Powdered Milk
» Condensed Milk
» Infant Foods

» Biscuits

e - S R

» Cement
5> shieiiusmess
-
l o T R R
]

» Others

e e —— e R 2 1 5 - e =

/\M You may be buying poor qualify' products.,

| ~ Always read the lable carefully before you buy )




e T —

“

g g, G

' for | you"r purchase __ Iznd lCdﬂnQ

Date of Sale —

¥

Price Paid

Quantity of Godds

("CASH MEMO

Tel : 011 2300243 )

ABC Electricals

) | EHLFeAF o CO
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NOW, NO BUJSINESS OR PERSJON CAN RESTRICT,
DUUTORT OR PREVENT COMPETITION IN THE
PRODUCTION, SJUPPLY OR ACQUISITION OF

GOODJS AND SERVICES.

FI

|

| NO more hoarding of goods |

UNLESS FOR A VERY GOOD REASON YOUR RETAILER CANNOT REFUSE TO SELL
YOU GOODS IN HIS POSSESSION OR UNDER HISf CONTROL.







There are implied warranties in goods & services sold
under contract thas protecting the consumer




Under the Consumer A ffairs A tithority Acfﬁiﬁt is an offence fO‘r 'ét-im'anu'_fziejmre:r- or t‘rader'to:

% Fail to label or price mark goods or Vlolate the duectwes 011 packmg and-'

manufacturing.

“#” Violate the directives related to manufacturing, importing, marketing, -sd'rting-, selling

and stocking of goods.

%" Remove, alter, obliterate, erase or deface a label or description on any goods or
produce such a good for sale, or sell or offer for sale any such goods from which the

label, description or price mark has been removed altered, obliterated, erased or
defaced and

@" Manufacture or sell goods whlch fall to comply thh the stlpulated standards and
quality.

%" Sell any goods above the price, marke_d on the goods.

" Refuse to sell any gooas in thelr possessmn or custody or under thezr control for the
purpose of trade within Sri Lanka ' '

=" Deny the pOSSBSSIOIl of such goods in their control for the purpuse of trade.

& Offer goods for sale subject to a condition, for e“xample requlrmg the purchdse of any
other goods or service, other than the condition that the buyer shall pay the price of the
goods.

©” Make a false representation that any goods or services are of a particular standard,
quality or grade, or that goods are of a particular style or model, or that goods and
services have sponsorship, approval, performance characteristics, accessories, users
or benefits that they do not have.

¥ Violate conditions pledged in the warranty or guarantee by implication or otherwise
on the supply of goods and services.

" Fail to provide services with due care and skill.

“#” Fail to ensure any materials supplied in connection with, provision of services will be
reasonably fit for the purpose for which they are supplied.

T 12F T e—————
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| -'ts_ ued' unde_. the'Ceﬁsamer Affalrs Authorlty Act 111 a conspn:uous place in
% -~ e place of busmess e

& Engage 111 any type of conduct that 15 mtsleadlng or decept:lve or is llkely to
mislead or deceive the consumer or any other trader i the course of a trade
or business. . :

m includes:

O Falsely representing that goods afe"ﬁew
O Representing that goods or sietgipe:s;have sponsorship approval or affiliation

i [0 Making false or mlaleadlng statements eoncernmg the existence
of, or amounts or price reductwn or prlce increase

EI Makmg false or mtsleadmg statements concerning the need fer
any oods services, replacements or repalrs -

| M1sleadmg statemeifts ccﬁlcermng the e:itstence or effect of any
warranty or guarantee

Contact details and further information

Relevant Act Available online

Consumer Affairs Authority Act No. 09 of 2003 | www.consumeraffairs.gov.lk

— e

Relevant Agencies Contact details
* : Consumer Affairs Authority 1* & 2™ floor, CWE Secretariat Building
' Consumer Affairs Council 27 Vauxhall Street, Colombo 2

Tel: (011) 2445897

Fax: (011) 2399148

E-mail :chairmancaa@sltnet.lk
chairman@consumeraffairs.gov.lk

dgcaa@sltnet.lk
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0602 mwmwwn

033-2222050

. Di Coo

r, CAA Unit, District Secretariat, Kalutara

District Coordinator, CAA Unit, District Secretariat, Anuradhapura

0602 309912

0602 858612

034-2222635

025-2222235

025-2222233 025-2235479

District Coordinator, CAA Unit, District Secretariat, Polonnaruwa

District Dm,oﬁnmgm*o? CAA Unit, Govt. Agent’s Office, Trincomalee

0602 279982

0262 222233

027-2225578

026-2222305

027-2222233

026-2222233

District Coordinator, CAA Unit, Govt. Agent’s Office, Batticaloa

0602 658522

065-2224466

065-2224433 065-2222233

District Coordinator, CAA Unit, Govt. Agent's Office, Ampara
v

0602 638512

063-2222130

063-2222233

District Coordinator, CAA Unit, District wmnamﬁmﬁmm ﬁm*ﬂmnzwm

0602 469912

District Coordinator, CAA Unit, District Secretariat, Galle 0602 929812 091-2222972 091-2222233
District Coordinator, CAA Unit, District Secretariat, Matara 0602 404312 041-2222235 041-2222233 /34
District Coordinator, CAA Unit, District Secretariat, Hambantota 0602 489912 047-2220247 047-2220174

045-2222140

045-2222233 /36

District ﬁooﬂ_&”ﬁmwoﬁ CAA Unit, Dist alle

0602 359912

035-2232620

035-2222233 /34

0602 559599

District Coordinator, CAA Unit, District Secretariat, Kandy 0602 826212 081-2233186 081-2222233
District Coordinator, CAA Unit, District Secretariat, Nuwara Eliva 0602 539812 052-2222236 052-2222266
District Coordinator, CAA Unit, District Secretariat, Matale 0602 668602 066-2222235

055-2276025

055-2276233

District Coordinator, CAA Unit, District Secretariat, Puttlam

0602 559582

0602 329012

055-2222292

032-2265239

032-2265335

District Coordinator, CAA Unit, District Secretariat, Kurunegala
) . R
District Coordinator, CAA Unit, District Secretariat, Vavuniya

0602 979792

037-2222134

024-2222212

037-2227875

024-2222233 /34

District Coordinator, CAA Unit, District Secretariat, Jaffna

0212 222233 Ext. 61

021-2222355

District Coordinator, CAA Unit, District Secretariat, Mannar

023-2232332

023-2232234

District Coordinator, CAA Unit, District Secretariat, Kilinochchi

District Coordinator, CAA Unit, District Secretariat, Mullaitivu

024-2220592

024-2222402

* CAA — Consumer Affairs Authority

** General Telephone & Fax number please request for District Coordinator, Consumer Affairs Authaoriby. o
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