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Preface:

Consumer Protection Act of the United
Arab Emirates is deemed to be one of the
most important acts which the Department
of Economic Development is keen to imple-
ment in accordance with its monitoring role
aiming to promote and maintain a safe and
sound economic environment that ensures
the rights of both traders and consumers.
Furthermore, the Department has assumed
responsibility for acquainting consumers
with their rights including safety, awareness,
choice, compensation and so on, while en-
couraging them to take on their duties and
responsibilities, and to convey their sugges-
tions and complaints to the competent au-
thorities.
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Definitions:

In the application of these regulations, the fol-
lowing words and expressions shall have the
meanings thereto annexed, unless the context
otherwise requires:

“Consumer” means each natural or legal per-
son who obtains a product or service — with
or without return — in order to satisfy his own
need or the needs of others.
“Product” means any type of product whether
manufactured, agricultural, animal or industri-
alized product - including the raw materials
and components thereof.
“Service” means each act provided by any per-
son to a consumer with or without return.
“Defect” means any defect in the design,
processing or manufacturing of a product, or
any damage, distortion or inappropriateness
that appears or occurs prior to, or during, the
usage thereof, resulting from non-compli-
ance or non-adherence to the set standards
or non-abiding by the guarantee given or de-
scriptions announced by the provider, or by
any confirmation or declaration attached to
the product.
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“Guarantee” means an implicit or explicit dec-
laration made by the provider or his proxy,
stating that the relevant product or service is
free from defects and conforming to the set
standards, and that the provider undertakes to
repair and correct any defect or fault that may
occurs to the product or service within a pre-
scribed period.

“Provider” means any natural or legal person
providing the service or information, or man-
ufacturing, distributing, dealing with, selling,
supplying, exporting, or interfering in the pro-
duction or trading of a product.
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Duties of Consumer:

1. To be aware of his/her rights at all consump-
tion aspects.

2. To check the expiry date of the product/medi-
cine, and not to use it if already expired.

3. Prior to purchase, to externally examine the
consumable goods and ensure they are usable.
4. To refrain from buying any products whose
source is unknown, particularly from peddlers.
5. To enter into a written agreement with the
craftsman, when the later is performing some
work at the consumer’s request. This agreement
shall define the work terms and conditions, such
as; duration, fees and materials required for
work.

6. To negotiate with the retailer or provider
about the price, validity period, quality and to
implement the proper conditions to the services
provided.

7. To refrain from buying corrupted products
and services, seek quality, and verify safety and
health conditions during the purchase.

8. To not neglect claiming his right in the event
of commercial fraud.

9. To maintain the bill and warrantee certificate.
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Pursuant to law, a product must be recalled from
local markets and consumers in the following
events:
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1. There is a defect in the product.

2. Issued reports or studies proving a defect
in the product.

3. Complaints made by consumers or the
relevant authorities about a defect in the prod-
uct.

4. A memorandum is issued by the Ministry
to recall the product.

S. There are cases outside the State to recall
the same product.

6. The product doesn’t meet the approved
standard specifications.
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Defective Products:

« Where a product is recalled, the provider shall
in due manner replace or repair it, or alterna-
tively refund the price to the consumer or re-
pair the defected part free of charge, regardless
of the guarantee period and according to the
type and nature of each item.

« The provider shall bear transport expenses of
the defected product, wages paid to the techni-
cians who are deputed to replace or repair the
product, and all costs incurred on recalling it.

« Where the relevant department has received
any complaint or report on a defect in the prod-
uct, the said department must verify the same.
In the event of proving that defect, the provid-
er must be instructed to recall the product in
question within the period prescribed by the
department based on the type of product.

» Competent authorities, consumers and every
relevant person may apply to the department
for the return of a defected product provided
a valid proof is attached to the application. In
return, the department must ascertain the facts
mentioned in the report and take the necessary
measure aeiyrly. By .
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Obligations of Provider :

« The provider shall guarantee the service pro-
vided for so long as would be appropriate to the
type of service in question, or alternatively ei-
ther refund the amount to the recipient or per-
form another service in due manner.

« The provider shall ensure the good quality of
the product or service, and that it is identical
to the descriptions declared by him or to such
other descriptions as would be stipulated by the
consumer in writing. Moreover, the provider
shall, in accordance with the agreement con-
cluded between him and consumer, guarantee
any invisible defects that may reduce the value
of the product or service or render it unfit to the
usage intended for it according to its nature.

o The provider shall offer after-sale service in-
cluding spare parts and maintenance in respect
of the overhauled products for no less than five
years or for such a period as would be appropri-
ate to the type of product.
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The provider shall be under an obligation to dis-
play the product in a conspicuous manner, and
to attach thereto a readable, clear, and easy-to-un-
derstand label, written in Arabic language and
containing the following information:

1. Type, nature and components of the
product.

2. Name of the product.

3. Date of manufacturing or packing.
4. Expiry date.

5. Net weight.

6. Country of origin.

7. Country of export, if existing.
8. Method of usage, if possible.
9. The right and appropriate measuring unit
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Liabilities of Consumer: :Slmunnll I:IJJgg.IJ.LD
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«  Inthe event of any damage to the product | _ , . AV W e N W W W
resulted from an act by the consumer, he must < i

compensate the trader for such damage.

ST e L B gay OF i




\__/

Government of Ras Al Khaimah

dualni 8Vld 1 o il JI1 635la
Department of Economic Development

'€ gm0 Eliguo
WE ARE LISTENING!

050 43219060

A plE,XI e JLas¥l ooy olsl,i8Xly solSsiul]

For any complaints and suggestions, kindly contact us through

Office No.: 072271222 072271222 :caslgll b,
Hotline: 8007333 8007333 :ysladl Ll
Fax: 072270037 072270037 . usLé
website : www.ded.rak.ae www.ded.rak.ae :;igiSIXl gégll



