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Foreword

Did you know?

• Only ten per cent of 16-17 year olds feel knowledgeable about their
consumer rights; 

• Three out of five (58 per cent) feel embarrassed about having to
make a complaint; 

• Six out of ten (62 per cent) of children and young people felt that
they have been ripped off in the past when they have bought
something;  and

• Other young people have reported being treated like ‘second-class
citizens’ with shop staff ignoring them or viewing them suspiciously
as if they didn’t have money to spend or were likely to shoplift. 

Increasing pocket money and the prevalence of part-time jobs have increased
young people’s spending power.  Spending this money seems to be all too easy!

Young people are bombarded with advertising for products including fashion,
music, games, toiletries and cosmetics, mobile phones, sports gear…the list goes
on.  But what happens if there is a problem?  What if those purchases are
faulty?

The Buy Rights - Have Your Say DVD and support materials are about
empowering young people to become confident consumers, aware of their
rights and who can express them in an assured and effective manner.

I hope you enjoy using Buy Rights - Have Your Say and would encourage you to
use the evaluation forms in this pack to let us know what you and your group
think of this resource.

Steve Costello, MBE
Chairman

Consumer Knowledge – What young people know, The Consumer Council 2004
Consumer Knowledge – What young people know. The Consumer Council 2004
Young People and Consumerism Research, The Consumer Council 2005
Shopping Generation report from The National Consumer Council 2005
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Introduction
The General Consumer Council for Northern Ireland (The Consumer Council) and
the Curriculum Development Unit of the Youth Service have worked in
partnership to produce the Buy Rights - Have Your Say DVD and support
materials.  The pack is designed to help raise young people’s awareness of their
consumer rights by exploring the responsibilities of being a consumer.  It also
aims to help young people’s social and personal development by raising their
levels of confidence and assertiveness.

Who Is The Pack For?
Buy Rights - Have Your Say has been designed for youth workers and others
working with 13-19 year olds to increase their personal and social development.
The pack aims to increase young people’s consumer knowledge, confidence and
communication skills, enabling them to deal positively with issues that affect
them as consumers.

* NB For the purposes of the resource materials, the youth worker/group leader/teacher will be
referred to as the ‘Facilitator’.

How to Use the Resource Pack and DVD

General
How the Facilitator uses this resource is up to them and will depend largely on
their youth group’s needs, abilities or the time available.  The pack has been
created for the Facilitator to deliver the pack as a structured six-week
progressive programme or simply pick and choose exercises or activities to be
delivered on their own or as part of other programmes.  Each session is carefully
planned to lead on from the previous session and is linked to the relevant
scenes in the Buy Rights - Have Your Say DVD.  This resource can be referred to
at different times and in different ways.

DVD and Booklet
The Buy Rights – Have Your Say DVD is 12 minutes long and follows three
friends out shopping. 

The four scenarios covered in the DVD are:

• At the clothes shop – returning a faulty top;
• At the hairdressers – an example of good customer service;
• At the mobile phone shop – whose responsibility is it to fix a faulty

phone?; and
• In the café – complaining about an unsatisfactory meal. 
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How to Use This Resource Pack and DVD 
Each session contains the following parts:

Aims
This states the purpose and expected outcomes of the session.

Energisers and Icebreakers
This contains activities that can be used as a warm-up or to energise and
focus a group during a session.  Facilitators can pick and choose from the
activities according to the tastes and abilities of the group they are working
with and the time available.

Group Work Exercises
These activities are designed to stimulate small group discussion based on
personal reflection by the group members.  They take several formats from
thought showers, role-plays, self-assessment quizzes and many others.

DVD - Buy Rights - Have Your Say
This box details the relevant parts of the DVD that accompany this session.
At certain points during the DVD, the action stops and a question appears
on screen.  For example, in scene one, Hasina is told that the shop does not
offer refunds.  A caption appears asking: “What should happen next?”  This
is to encourage Facilitator-led group discussion that explores the consumer
issues raised in each scenario.

What the Legal Eagle Says
This box contains legal information relating to the situation.

What You Need
These icons and symbols show what resources, room layout and time will be
needed.

Notes for Facilitators
This section has guidance notes or practical tips for Facilitators.

Evaluation/Feedback
You will find an evaluation exercise at the end of each session.  At the end
of Session Six there is an evaluation form for the young people to evaluate
the overall learning programme.  There is also a Facilitator’s Feedback Form
and we would be very keen to get your comments and suggestions about
this resource pack.



Session One:
Introductory Session



Aims
• Set the scene for the six-part programme;
• Introduce participants to each other;
• Explain what the programme is about;
• Highlight the potential benefits for participants, and
• Establish group contract /ground rules.

Notes for Facilitators
For the first session it is worthwhile spending some time on group
bonding using the exercises below.  The purpose of trust and
contact games is to help participants to be less self-conscious and
to foster trust and confidence among individuals in the group.
After each game, players should be asked how they felt about the
exercise.

Energiser 1 - Wave the Ocean
The group sits on chairs in a circle.  One person stands in the middle.
Two chairs are left empty in random parts of the circle.  The aim is for
the person in the middle to sit on an empty chair.  They do this is by
getting into someone else’s seat as the group is moving.  When the
person in the middle says “wave to the left”, everyone must move
one seat to the left.  Likewise if the person in the middle says “wave
to the right”, the participants move one seat to the right.  No one
can stay on their seat while everyone else moves.  The person in the
middle must try to sit on an empty chair as the group moves around.
When they succeed, the person on their right moves to the centre
and the game continues.

What you will need:   
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Energiser 2 - The Name Game
The Facilitator asks everyone to introduce themselves by their first
name and to say one thing about them.  For example, where they
are from, their pets, favourite colour or anything they want to
share with the group.

Next, the group is asked to organise themselves, standing or
sitting in alphabetical order according to the first letter of each
person’s first name.  The group must not speak or use any form of
verbal communication to achieve this.  When this task is complete
each person says their first name out loud to verify the letters of the
alphabet.  Individuals are then asked to say their first name and
surname together right around the group.  When this is complete, the
group is asked to sort themselves in alphabetical order according to
their surname.  Again, no one is allowed to speak and the group must
work together as a team to achieve the task.  At the end of the
second round, individuals repeat their full name.

How did the group find it? Was it hard to communicate without
words?

Exercise 1 - Contracting/Ground Rules

Purpose: To agree a set of working boundaries, called ground
rules or a contract.  
Using the flipchart and pens, carry out a thought shower.
Ask young people to think about ground rules, which they would
like to see in a working contract within the group.  The young
people can call out their thoughts and ideas and one volunteer
can write the suggested ground rules on the flipchart.

When the thought shower is complete, ask the group to discuss the
content.  Is it realistic?  Is it fair? Does it cover the main issues?  Is the
group happy to commit to it?  Help facilitate negotiations until the
group comes to a consensus over the contract.  Get each group
member to commit to the contract by signing their name or personal
tag on the page.  Before the next session, type up the contract and
give members a copy to keep.  If issues arise in the group, it is useful
to revisit the contract and let the group members discuss how this
issue relates to what they agreed as ground rules initially. 
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Exercise 2 - Good and Bad Customer Service
Purpose: To explore the range of good and bad customer service
experiences within the group.
Process: Divide the group into three small groups.  Give each group
two flipchart pages.  One page should be marked with a plus sign for
the positive experiences and the other marked with a minus sign for
the negative experiences.  Let the three groups discuss their
experiences and record their experiences in thought shower format.
Bring the groups back into one large group and ask a representative
from each group to feed back their findings.
After feedback, discuss the following:
Were there any similar experiences?  Did any themes emerge from the
sets of experiences?  Were they surprised by any of the experiences?
How did the different experiences affect them?
How did they feel in those situations both good and bad?

Exercise 3 - The Ideal Retailer/Customer
Purpose: To explore the group’s values, attitudes and characteristics of
an ideal retailer.  To look at a retailer’s view of what makes an ideal
customer.
Process: Divide the group in two.  Give each group some flipchart
pages and pens.  Ask each group to draw the outline of a body on
the paper.  (They can get a volunteer to lie down and draw around
their actual body).  One group will represent consumers and the body
symbolises their ideal retailer from a consumer’s point of view and
they should write on the page the qualities, values, attitudes and
other characteristics of their ideal retailer. 

The other group represents the retailers and the body outline
symbolises their ideal customer.  Ask this group to also record the
qualities, values, attitudes and other characteristics of the ideal
customer.  Encourage the groups to think about the positive
characteristics as well as the negative characteristics, which they may
not like, but should express them positively.  If, for example, they do
not like grumpy retailers, they could record being cheerful as a
characteristic they would like to see.
Try to keep the lists realistic and avoid statements like “a retailer who
gives goods away for free.”  Ask the two groups to provide feedback
on their list.  Encourage discussion on how each group felt about the
other groups list.  Examples of questions you might like to ask are:
Was there a difference in the values, attitudes or characteristics of the
customer and retailer?  What were the main differences /similarities
between the two?  How do they compare to your own?
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Evaluation 1 Hi – Lo Circle
Participants sit in a circle.  The Facilitator explains that the purpose
of evaluating the session is to find out if it worked for participants
and if anything could be done to improve it for the next session.
The Facilitator explains the Hi-Lo circle process.  The group is asked
to imagine there is a vertical line in front of them running from
floor to ceiling.  The ceiling is the ultimate high point on the line
and represents the best the session could be.  The floor is the
ultimate low point and represents the worst the session could be.
The space in between is the difference between the two.
Participants point to a spot on the imaginary line which represents
how the session was for them.  The group can take it in turns to
explain why they placed their spot where they did or the exercise can
be carried out in silence with everyone pointing at the same time.

Session One Ending
The Facilitator will recap on the learning from this session and
highlight the contents of the next session.  The group can ask
questions about the programme if they wish.

Session 1 11
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Aims

Energisers and Icebreakers

Group Work Exercises

DVD - Buy Rights - Have Your Say

What the Legal Eagle Says

What You Need

Notes for Facilitators

Evaluation/Feedback

Key to using this resource pack and DVD Duration



Session Two:
At the Clothes Shop



Aims
• To carry out self-assessment on levels of consumer

knowledge, communication skills and confidence;
• To practise dealing with difficult situations; and
• To increase levels of consumer knowledge.

Energiser/Ice-breaker 3 - All Change
Purpose: To relax the group and have some fun.
1. The group sits on chairs in a circle.  One volunteer stands in the

centre and does not have a chair.
2. The centre person will choose the criteria for changing and calls

out an instruction to the whole group.  For example ‘everyone with
black shoes, change’ or ‘everyone who likes chocolate, change.’ 

3. If the statement applies to them the group members must change
seats but not with the person next to them - they must move across
the circle.  This usually leads to a rush so it is important to set
boundaries about no pushing at the start.

4. When participants are changing seats the centre person will try and
get into a vacant seat.  This should leave a new person standing in
the centre.  This person will then repeat the process by calling out
another statement.  They cannot call a statement that has already
been used.  Each caller can use the statement ‘all change’ where
everyone must get up and change seats once during the game.  If it
is discovered that someone did not change seats when they should
have, they automatically become the caller.

5. It is good to continue the game so that as many different players as
possible get the opportunity to be the caller. 

What you will need:   

Notes for Facilitators
Encourage the participants to be as honest with themselves as
possible when completing the self assessment questionnaire.  The
same questionnaire will be completed at the end of the programme
and a true measure of their development will be achieved if it is as
accurate as possible to start with.
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Exercise 4 Individual Self-Assessment 

Purpose: To indicate individuals’ levels of consumer awareness,
confidence and communication skills at the beginning of the
programme.

Process: The group members are given an individual self-
assessment form to complete.  These are returned to the
Facilitator and are given back to the participants on the final
session for comparison.

Session 2 15
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Exercise 4: Individual Self-Assessment
At the Beginning

Complete the questionnaire by placing a tick on the line, corresponding
to how easy or difficult you would find it to be in any of the following
situations.

How easy / difficult would you find it to:

1. Complain if you are overcharged in a shop?

2. Return an item of clothing to a shop when
the zip broke the first time you wore it?

3. Debate your consumer rights with a shop
assistant?

4. Complain to the manager when you are not
happy with the service or meal you in a café
or restaurant ?

5. Deal with shop assistants who say the shop
has a no-returns policy and refuse to take
back an electronic item which did not work
when you got it home?

6. Take a DVD back to the shop and ask for
your money back because of the poor
picture quality?

7. Refuse counterfeit CDs on principle when
they are offered to you at a fraction of the
cost of the real thing?

8. Take a reusable bag to the shop instead of
using the shop’s plastic bags?

9. Collect your cans and bottles for recycling

10. If you had a job in a shop, how easy would
you find it dealing with difficult customers?

11. Complain to the hairdresser about what
they have done to your hair?

12. Protest when someone jumps a queue?

13. Maintain good eye contact when making a
complaint or returning goods?

14. Express anger or annoyance without being
verbally abusive?

Very
Difficult Difficult

Don’t
Know Easy

Very 
Easy



Introduce DVD: Scene one
In the Clothes Shop
This scene deals with returning a faulty top and is intended to
help young people develop their communication and interpersonal
skills.

Exercise 5: What Happens Next?  Role-Play
Staying in the same groups of four as before, each group is asked
to role-play the end of the scene from the DVD.  Each person in
the group chooses the character from the scene in the DVD that
they want to play.  The group does not know how the scene ends
and must improvise and role-play how they think it will end.  Each
group should undertake this at the same time so that any
individual embarrassment or self-consciousness is kept to a
minimum.

Play DVD to first caption “What should happen next?” Stop video.
In groups of four, discuss the likely outcomes of the DVD scenario
by discussing the following questions:

What do you think should happen next?
Hasina saw the ‘No refunds’ sign when she bought the top, so
should she ask for her money back?
Will the assistant respond helpfully to Connor’s approach?
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Exercise 6: Role-Play Debriefing/Open Discussion

Purpose: To create awareness of how each character’s actions helped
form the responses they gave to each other.  Ask young people to
step out of their role and go back to being themselves.  How did
participants feel in the role they had?  Explain interpersonal
communication processes and the meaning of verbal and non-verbal
communication for those who are not familiar with the terms.  Were
they aware of any underlying messages they gave to others, by
verbal or non-verbal communication, eg tone, body language,
proximity, posture, facial expressions etc?  Did your actions trigger
any responses from the others?  Does this happen in real life?  What
are your triggers?  How do you react when others communicate with
you in a way that you do not like?

Conor: Why did you take the action you did?  Were you showing off
or did you feel protective towards Hasina?  How did you feel about
the shop assistant?  How did the shop assistant feel about you?
What do you think about Matt’s role?  In hindsight, would you do
things differently?  How do you think shop assistants should react to
awkward customers? 

Matt: What did you see happening?  Who was right?  How did you
feel about what was going on?  How did you feel about Conor’s
action?  Did the shop assistant have the upper hand?  Why was this?
In hindsight, what action would you have taken?  What stopped you
from taking it in the first place?

Hasina: How did you feel about the shop assistant’s response when
you made your complaint?  What did you feel about what followed?
What did you think about Conor’s behaviour?  Were you angry?
Proud?  Embarrassed?  What did you feel about Matt’s responses?
What do you think should have happened?  

Shop Assistant: How did all the shop assistants feel about the
situation?  What were your feelings when Hasina first placed her top
on the counter?  How did you feel about Conor’s reaction?  In
hindsight would you have reacted differently?  How should shop
assistants deal with awkward customers in general?  What stopped
you from doing this in the first place?

Continue DVD to the end of the scene to show what did happen
next “At the Clothes Shop”.
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The Legal Eagle Says:
It is illegal for a shop to have a sign saying ‘No Refunds’ as this
may restrict the customer’s legal rights.
‘No Refunds’ signs should always be reported to the Trading
Standards Service.  However, some shops that may have
generous customer policies about the return of goods during the year,
whether or not they have a fault, might decide to change their
goodwill policies at sale times.  Shops are within their rights to give
due notice that they will not offer exchanges or refunds on goods
that were bought in a sale.  This is on the condition that they are not
trying to take away the consumer’s legal rights if a fault is discovered
that had not been clearly indicated at the time of purchase.

Facilitator-led Group Discussion Questions          
This input should focus on a short summary which ties together the
different behaviours displayed in the role-play and the DVD film clip.
Does knowing our rights mean we will always be able to express our
rights in such a way that enables us to get the desired outcomes?
What would you do if this happened to you?  How would you deal
with a shop assistant who tries to dissuade you from asserting your
rights?  Could your response affect how they respond to you and vice
versa?  Do people sometimes feel intimidated by what they perceive
as ‘authority’ figures?  What skills might we need in order to build
confidence in dealing with such situations?  Has anyone bought
something recently that they have not been happy with?  Did you
bring it back and complain?  How did it go? 
How did the shop assistant treat you?  How did you feel?  Would you
shop there again?

Evaluation 2:  Hot or Not?
Process: A two corners exercise.
The Facilitator will indicate two corners of the room - one for HOT
and the other for NOT.  The HOT corner represents something they
liked and the NOT corner represents something that they did not
like.  The Facilitator will then ask questions about the session and
the participants will move to the corner of the room that describes
how they felt about that part of the session.  The Facilitator can
ask a volunteer from each corner to express why they liked or
disliked the particular part of the session.
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Session Two Ending:                                         
The Facilitator will recap on the learning from this session and also
highlight the contents of the next session, which will look at
different forms of verbal and non-verbal communication.
The group can ask questions about the programme if they wish.

Aims

Energisers and Icebreakers

Group Work Exercises

DVD - Buy Rights - Have Your Say

What the Legal Eagle Says

What You Need

Notes for Facilitators

Evaluation/Feedback

Key to using this resource pack and DVD Duration
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Session Three:
At the Hairdressers



Aims
• To create opportunities for participants to practise

complaining from a shopper’s perspective;
• Create opportunities to deal with complaints from a

shop assistant’s perspective;
• Increase awareness and understanding of communication skills

relating to aggression, passivity and assertiveness; and
• Increase knowledge of shoppers’ rights.

What you will need:   

Notes for Facilitators
Welcome the group, recap on previous session and introduce the aims
and content of this session.

Energiser/Ice-breaker 4 - One Red Hen
Purpose: A light-hearted tongue-twister exercise in talking, concentrating
and listening skills.  The Facilitator is advised to memorise the full list at
the beginning or write the lines somewhere discreet!

1. Everyone sits in a circle.  The Facilitator starts off by saying “one red
hen”.  This is repeated by the second, third, fourth person and so on
round the circle back to the tutor.

2. The tutor then says “one red hen, two grey ducks”.  Each person in the
group repeats this.

3. The rest of the lines are as follows, each is added to the list one at a
time.  Everything the Facilitator says is repeated in full by everyone and
back to the Facilitator again.

- One red hen
- Two grey ducks
- Three brown bears
- Four long hairs
- Five frugal foxes fraternising on a fence post
- Six seasick sailors sailing the seven seas
- Seven serious Simons sitting on a stone
- Eight elongated elephants escalating up an elevator
- Nine naughty gnats napping in a gnat’s nest
- Ten-triple tailed, transcontinental trailers tuning in for time ten degrees

above Texas
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Introduction to
Buy Rights - Have Your Say DVD
Introduce the DVD to the group and recap where you got to in the
previous session.  Explain to the group that in the DVD clip they
are about to watch, scene two - at the hairdressers, you want them
to look out for examples of good customer service. 

PLAY THE DVD Scene 2 At the Hairdressers until the caption ‘How
did the manager handle this? 

RETURN TO DVD - Watch to end of scene. 

Facilitator led group discussion
How did the manager handle this?  Do you think this business
treated its customer well in this situation?  Why is it good for a
business to treat its customers well?

Session 3 23
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Exercise 7: Pushy or a Push Over -
Which Are You? 

Tick the answer, corresponding to how you would react in the
following situations:-

1. You bought a top in a shop and the assistant has overcharged
you.  There is a long queue of people.  Do you:

a) Refuse to move until you get your £20 back, it is your money after all!
b) Get embarrassed at holding the queue up and walk away.
c) Remain calm and point out to the assistant that there has been a

misunderstanding.

2. You hire a DVD for a quiet evening in but when you get home
and play it, it jumps and the volume is of a very poor quality.
Do you:

a) Watch it anyway and bring it back the next night and ask them for a
refund.

b) Watch another one and return the original without telling the shop,
and go somewhere else in future.

c) Take the DVD back to the shop immediately, explain what happened
and ask for a replacement.

3. You buy an item of clothing but when you get home you find it
has a broken zip.  Do you:

a) Wear the clothes and bring them back a few months later and
demand a full refund.

b) Fix the zip yourself, but go somewhere else and tell others not to
shop there in future.

c) Bring it back, pick another pair the same and exchange them.

4. When you go to use public toilets in your town centre you find
they are broken, dirty and un-hygienic. Do you:

a) Ring your local councillor and tell him if he does not get them cleaned
you will use his toilet in the town hall instead.

b) Go somewhere else to use the toilet and make a mental note to use
the toilet before you leave home in future.

c) Write a letter of complaint to your local council about the state of the
public toilets in your area.

5. You and some friends are in a queue for the premier showing
of a film, when someone jumps the queue in front of  you. Do
you:

a) Warn them to get to the back of the queue or you will go up and
push them out of the queue.

b) Say nothing – as you think you will all get in.
c) Go up to them and calmly ask them to go to the back of the queue, as

it is not fair on the rest of the queue.



ANSWERS TO:  PUSHY OR A PUSH OVER SELF
ASSESSMENT QUIZ

Mostly As - Your style - Pushy! 
You are no push over.  You know what you want and you will not
take any nonsense to make sure you get it.  It is a fine line between
being assertive and aggressive and your style may tend to be counter-
productive as your tactics may get people’s backs up and you may end
up worse off in the long run. 

Mostly Bs - Your style - Push over!
You tend to avoid confrontation at all costs.  You will avoid situations,
which may cause embarrassment to you or others.  You would sooner
go to another business rather than complain about the bad service
you have received.  Businesses would rather keep your custom and
learn where they need to improve.

Mostly Cs - Your style - Perfect!
You have a balanced approach, you assert yourself without being
aggressive.  You are a good customer who tells others where they
have to make things right and allow them the opportunity to do so.. 

Exercise 8 What is assertive, aggressive and
passive behaviour?  
Purpose: What is assertive, aggressive and passive behaviour?  
Process: Thought shower in three small groups, on the
characteristics of each type of behaviour.

Each group will explore one of the three behaviour types and list
the characteristics of that type of behaviour.  When groups return
to one, feed back from each characteristic group.
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Facilitator Input   

Assertiveness is expressing our thoughts, feelings and beliefs in a
direct, honest and appropriate way.  It means that you have respect
for yourselves and for others.  Assertive behaviour leads to win-win
situations where both parties’ needs are met.

Aggressiveness involves expressing our thoughts, feelings and beliefs
in a way that is inappropriate and violates the rights of others.  It
communicates a message of disrespect.  By being aggressive we put
our needs and rights above those of others.  We attempt to get our
way by not allowing others a choice.  Aggressiveness is based on a
win–lose solution - I’ll be the winner and you’ll be the loser.

Passive behaviour is non-assertive and indirect.  It allows others to
violate our rights and shows a lack of respect for our own needs.  It
communicates a message of inferiority and creates a lose-win
situation. As the passive person has decided that his/her needs are
secondary and opts to be a victim.

Facilitator Debrief 

By understanding how and why we respond in different situations,
we can improve how we deal with them.  Here is a simple action
plan for dealing with difficult situations.

Behaviour – let the person know what it is exactly they are doing or
have done that is annoying you. Do not exaggerate or be
judgemental.

Effect - Let them know the effect it has and what is happening
because of their behaviour.
Feelings- what effect does their behaviour have on your feelings?
For example: ‘when you come so early for the meeting (behaviour) I
feel annoyed (feelings) because I have less time to prepare (effect).
This lets the person know exactly what the situation is.
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Exercise 9: ‘It’s Not What You Said, it’s the
Way That You Said it!’  
Purpose: To understand the importance of tone, speed, volume
and accentuation in verbal communication. 
Process: Ask the group to stand in a circle.  Begin with a few easy
words such as yes, no and maybe. Ask each group member to say
these words in a different way than the last person, eg excitedly,
sarcastically, cautiously, begrudgingly, angrily, sadly, shyly, helpfully,
as a question, as an ending.
Then try some sentences in the same manner, encouraging group
members to introduce some of their own.  For example “I’m sorry, I
can’t help you”, “What did you just say?”  “You don’t mind do you?”

Facilitator-led discussion
Once the exercise has come to a natural close, ask the group to
discuss what they noticed about how the simple meaning of words
and sentences changed depending on how they were said. 

• Did the facial expressions change?

• Did the word or sentence go up or down at the end?

• Did the person use hand gestures to get the meaning across?

Can the group think of examples where someone has said one
thing to them but meant another?

Evaluation 3: Hitting the Target!!!
Draw a simple dartboard on the flipchart.
Ask the group put an X on the dartboard based on 
how the session was for them.  The closer to the bull’s eye 
in the centre, the better their experience.  The group members 
can explain how it was for them if they wish.

Session Three Ending:
The Facilitator will recap the learning from this session and also
highlight the contents of the next session, which will look at
different types of assertive, aggressive and passive behaviour.
The group can ask questions about the programme if they wish.
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Group Work Exercises

DVD - Buy Rights - Have Your Say

What the Legal Eagle Says

What You Need

Notes for Facilitators

Evaluation/Feedback

Key to using this resource pack and DVD Duration



Session Four:
At the Mobile Phone Shop



Aims
• Increase understanding of assertive, aggressive and

passive behaviours;
• Increase awareness of consumer/shopper’s rights;
• Increase a young person’s ability to deal with their consumer

rights;
• Increase skills and heightened awareness in interpersonal

communication; and
• Enhance listening skills.

What you will need:   

Notes for Facilitators
Welcome the group.  Recap on the previous session and introduce the
aims and content of this session.  Recap- during the last few sessions
we explored how different types of responses and behaviour can
affect situations we find ourselves in.  Knowing our consumer rights
enables us to make a claim on them, but how we actually express
ourselves can affect any situation, as we have experienced in our
previous role plays.  When trying to communicate with others it is not
just what we say verbally, but how we say it, it is about the tone in
which our words are delivered.  Are we talking, shouting or
whispering?  And sometimes, when words fail us, our non-verbal
body language says it all.  Sometimes what we think we hear is not
what is actually being said.
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Energiser/Icebreaker 5: Knee Tapping game

Purpose: An energetic game guaranteed to break the ice and
raise energy levels.  It encourages the group to remember the
names of other people in the group.  It might be useful to have a
trial run first so that everybody understands what is going on.

1. Players sit in a circle of chairs.  One person stands in the middle
without a seat but holding a roll of loosely rolled up
newspaper, which will be used to gently tap others on the
knee.  The aim of the game is for the tapper person to get
someone else’s seat and the seated person will then take their
place in the centre.

2. How does this happen?  The tapper person walks around the circle
and must tap a player on the knee with the paper.  If the person
seated thinks the tapper is going to tap their knee they can call
out the name of another member of the group first and the tapper
must run to that person and try and tap their knee before they in
turn call out someone else’s name.

3. If the person seated fails to call out a name before the tapper taps
their knee, they must give up their seat to the tapper and take the
paper and become the new tapper.  This continues for several
rounds with different people becoming the tapper.

DVD Scene 4: In the Mobile Phone Shop
Before watching this scene, recap on the three previous scenes
with the group.  Before showing the DVD ask the group to
consider the following questions:

Who is responsible for fixing the problem the retailer or the
manufacturer?

What behaviour does the retailer display towards the young
people?

Watch DVD to the ‘What do you think’? Caption  
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Facilitator-led Discussion
Did you think the retailers’ behaviour towards the young people
was appropriate?  Does Hasina have to take it up with the
manufacturer?  How does her receipt help?

The Legal Eagle says:

‘Hasina made her contract with the shop, not the manufacturer.
Therefore it is up to the shop to put things right.’
Do not be fobbed off! Other common excuses used by some
retailers:

‘The warranty period has finished’ 
This is not a valid excuse. Many items that we buy should last well
beyond the warranty period.  The Sale and Supply of Goods to
Consumer Regulations 2002 gives you legal rights if a fault appears
within six years and it is reasonable to expect the goods to last that
long.

‘You are too late to complain’ 
This is also not a valid excuse.  What if the fault only arose after
the first year of owning that item?  However, when a fault does
appear, it is wise to report this to the retailer as soon as possible
rather than let the problem get worse.

‘You do not have a receipt’
You do not have to have a receipt as proof of purchase.  A bank or
credit card statement or cheque stub will do the same.

It also helps if you remember the name or appearance of the
person that served you or if your friend or family member was
there to witness the purchase. 

However, by far the easiest way to prove purchases is to show your
receipt, so get into the habit of keeping them. 

Remember – no receipt does not mean no rights!

What you will need:   
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Exercise 10: Group Role-Play
‘Making a Complaint’ 

Purpose: To give participants the opportunity to practise
complaining assertively and to develop empathy for retailers by
experiencing how difficult it is to be on the receiving end of
consumer complaints.

The group will be divided into two groups.  Each group will form a
circle facing each other.  One group is the customers and the other
is the retailers.  It should be impressed upon the “customers” that
they must be determined to get action from the shop with regard to
their complaint.  They must try to persuade the shop assistant to
respond accordingly.  The inner circle retailers are informed they are
not allowed to take anything back or give credit for anything.

After a few minutes the outer group should move one place to their
left to try their luck with another shop assistant.  (Don’t forget to
explain this to the group before you start, ie that when you make a
noise, for instance, a handclap, that they must move a place to a new
partner.)  The inner circle stays put at this point.  After participants in
the outer circle have moved twice, they should swap roles with the
person facing them - the outer circle becomes the inner circle.  The
former “customer” hands the scenario card they are holding to the
person who has taken their place.  The exercise continues for a
further two or three minutes.  Again at the clap of the tutor’s hands
or other noise, they move again, one place to the right, to a different
partner in order to experience the different behaviours of individuals
in their role-play.  This exercise is usually boisterous.  In order to fully
hear what their partners are saying the circles should be quite wide
with a small space between each couple.
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Exercise 10: Making a complaint,
Role-play Debriefing

Outer circle - The ‘Customers’
• How did you feel about making the complaint?

• What sort of impression did you get from the shop assistant? 

• Were you embarrassed or did you feel yourself getting
frustrated or angry?

• Did the shop assistant’s response affect the way you handled
the situation?

• How would you sum up your situation in the shop?

• Can you think of anything that might have helped your
situation?

Inner circle - The ‘Shop Assistants’
• You were instructed not to take anything back from the

customer.  How difficult was this? 

• What did you feel about the customer’s persistence?

• Did refusing the customer get easier with practice?

• What was the most difficult thing about your situation?

• Can you think of anything that might have helped you?

Evaluation 4 Graffiti Wall
Purpose: To give young people the opportunity to express their views.
Process: Place three or four sheets of flipchart paper across a wall.
Draw a large brick effect on the pages.  Give the group markers and
ask them to think about how the session was for them.  Ask them to
write or draw messages on the graffiti wall, expressing how they feel
about their experience. 

Session 4 Ending:
The Facilitator will recap on the learning from this session and also
highlight the contents of the next session, which will look at
confidence building through enhancing communication skills. The
group can ask questions about the programme if they wish.
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Session Five:
At the Cafe



Aims
• Increase awareness of consumer/shoppers’ rights;
• Increase a young person’s ability to exercise their consumer rights;
• Increase skills and heighten awareness of interpersonal

communication;
• Enhance listening skills; and
• Create confidence in self expression and verbal communication.

What you will need:   

Energiser/Ice-breaker 6: Electric Circuit

1. Players sit in a circle.  The game is explained.  One player is
chosen to be the “electrician” and they are asked to leave the
room for a short time.

2. Meanwhile, the remaining players hold hands with each other
behind their backs, so that they cannot be seen from the middle
of the circle.

3. One member of the circle is chosen to be the “generator”.  They
will start the “current” by squeezing the hand of the person
either to their right or left.  The current is then passed around
the circle in the same way, until it gets back to the “generator”
who reverses it, ie sends it back the way they received it.  Several
other members of the circle are chosen to be electrical appliances,
for example, a bell, toaster, blender, buzzer and they make the
appropriate noise whenever the current passes through them.

4. The “electrician” comes into the middle of the circle and the
“current” starts.  They must guess who the generator is.
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Exercise 12    Is That What I Said?

Purpose: To promote the development of listening skills, explore
communication difficulties and how they might be overcome.
Resources: A set of picture cards. One card each, [Grainne
?enough] for half of the group.  (See suggested drawings below)
Pieces of blank card and pens, one each for the other half of the
group.

Process: The group is divided into two smaller groups.  One group
are the drawers and the others are the instructors.  The drawers stand
in a circle facing inward and the instructors form an outer circle facing
outwards, standing with their backs to the backs of the drawers in the
inner circle.

Each drawer is given a blank piece of card and a pen and the
instructors are given the picture cards.  The instructor holding the
picture card must describe the drawing on it in detail to the person
with the blank card and pen.  The drawer then draws what he/she
thinks they are hearing from the instructor.  The person drawing is
not allowed to ask for clarification but only for the instruction to be
repeated.  They must not see the drawing the instructor is holding nor
must the instructor see what is being drawn until the exercise is
complete

The instructor with the picture card must describe it without saying
what it actually is.   Shortcuts like ‘it’s like a box’ or ‘it’s like a sail’. are
not allowed.  Words like square, rectangle, left, right are allowed.
The instructor is not allowed to see what is being drawn until it is
finished.  The person drawing can only ask the drawer to repeat an
instruction but not question it.  The instructor cannot  change their
initial instruction.

Card drawings need to be added in here, on this full page by printer.
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Facilitators Debrief
Questions for the instructors
Was giving instructions easy or difficult?  How hard was it to
describe what you saw in your drawing?  You couldn’t see what the
drawer was doing under your instruction.  Did you think you were
clear enough for the drawer to understand just what you were
saying?  Do you think the drawer was listening to what you were
saying? 

Questions for the drawers
How did you find the instructions?  Were they clear?  Did you
encounter any difficulty in translating the instruction?  Did you
experience any frustration in the task?  What could the instructor
have done to make the task clearer or easier?

The exercise is then repeated in the same pairs with roles reversed
with the drawer becomeing the instructor and vice versa.

Facilitator-led discussion questions

Did you give clear and accurate instructions?  Did you receive clear
and accurate instructions?  Did you find that your partner was not
able to follow your instructions even though you thought they were
clear?  Did good instructions always result in a good picture?
Does this ever happen in real life – a situation where you thought
somebody understood what you were saying/where you were
coming from, only to find out later that they didn’t?   How do such
misunderstandings arise?  Look at communication difficulties in
families, relationships, in our community – How do they arise?  How
do we resolve them?’

Introduce DVD Scene 4: ‘At the café’ 
Purpose: Finding Out about your consumer rights when eating out.
Play until caption ‘What are her rights?’
Group discussion:- Are there laws to protect you when you buy
food?
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The Legal Eagle Says:
Yes Hasina can make use of the same laws that protected her
when buying clothes or a mobile phone.  Under the Sale of
Goods Act, 1979: ‘Goods (in this case the food) must fit the
description given and be of satisfactory quality.  Restaurants,
cafes etc provide a service and so they must use reasonable care
and skill in preparing food and when serving it.

In addition, The Food Safety (NI) 1991, Article 13, makes it an offence
to sell food that is not of the nature, quality or substance demanded
by the purchaser.  It is this provision that would be used by the
Environmental Health Department of the local Council.

The Legal Eagle Says:
You should not pay for bad food or bad service.  Instead,
complain immediately to the head waiter/waitress, manager or
chef.  To avoid embarrassment, you may be tempted to wait
until you are home before ringing the restaurant to complain
but at that stage you have not given the restaurant a chance to
put things right and there will be no evidence of your complaint.  If
they do not put it right and no compensation is offered after you
have complained, (politely), reduce the bill by what you think is a
reasonable amount, pay the rest and leave your name or address.
You are not committing a criminal offence if the food was of genuine
poor quality.

Play DVD Scene 4 ‘At the café’
Play DVD until caption ‘How did the chef handle this?’

Facilitator-led questions on the DVD
How do you feel the chef handled it?  How do you feel Hasina
handled the situation?  Were there any of the three behaviour
types, assertive, aggressive and passive displayed in this scene?
Which behaviour and by whom?  Was the behaviour appropriate in
the situation? 

DVD discussion point.  Hang on a Minute-They Left Without Paying!
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Facilitator-led Questions: Responsible
Consumer Behaviour/Citizenship
Would you eat there again?  Why should you always report poor
standards of food preparation in cafes and restaurants?  Do you see
it as informing?  Could complaining help raise standards?  Who are
the vulnerable people in our society who food poisoning could really
affect?  Do you have a responsibility as an active citizen to protect
those more vulnerable such as children and the elderly?
What responsibilities do we have as consumers?  Do the choices we
make have consequences for others?  Are these limited to choices
about complaining when something is wrong or does every choice
we make as consumers affect other people and have further
consequences?

Evaluation 5: Thought Shower Exercise  

In three groups discuss and record the following:               
1. Parts of the session I liked best.
2. Parts of the session I liked least.
3. What I would change.
4. Anything I learned on this session that I did not know before?

Session Five Ending
The Facilitator will recap on the learning from this session and also
highlight the contents of the next session, which will be an overall
evaluation of the programme.  The group can ask questions about
the programme if they wish.
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Session Six:
Final Scene - Evaluation



Aims
• To assess how much the group have gained from the programme;
• To reflect on their experiences; and
• To end the process on a positive note.

Notes for Facilitators
Facilitators – Promote a sense of achievement and a sense of
celebration that the young people have completed the programme. 

What you will need:   
Completed copies of the individual self-assessment
exercises from session two.  Blank copies of the individual self-
assessment exercise from session two. Blank paper, pens and
masking tape.
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Energiser/Icebreaker: Peter/Paul
Purpose: A fun exercise that focuses on concentration and
memory

1. Players sit in a circle.  The first player is called Peter, on their
left is the second player called Paul.  Each player thereafter is
numbered 1 2 3 4 5 6 7 and so on round the circle back to
Peter.

2. Each player then practises rhythm and actions. Using hands,
these are:  Slap thighs, clap hands, click fingers on right hand,
click fingers on left hand.  So the rhythm is 1 2 3 4, 1 2 3 4 

Slap Clap Click Right Click Left 

1 2 3 4

3. When all the players have got the rhythm going the Facilitator
starts the game by calling Peter – Paul to coincide with the finger
clicks on the third and fourth beat.

4. Then Paul must, on the next beat, call out his own name (Paul)
and a number (eg 5 or any number from 1 to whatever the
number of players is).

5. The number that Paul called (ie 5), then calls out their own
number followed by another number from among the group (eg
7) to coincide with the finger clicks on the third and fourth beat.
Number 7 then goes next and does the same, calling out their
own number followed by another from the group.

6. If a person calls off beat or a number that does not exist in the
group, then they leave their seat and go to the end (beside the
last number).  Everyone then moves up a seat and changes
numbers according to the seat they are now sitting in. 

7. At any time the call can return to Peter or Paul.  The object is to
try and become Peter.  If the rhythm collapses at any time, the
Facilitator should start it again until at least a few of the  players
have had a chance to become Peter.

Introduce DVD - Final scene
Introduce the DVD to the group, recap where you had watched in
the previous session, scene five –at the cafe.  Explain to the group
that in the DVD clip they are about to watch, you want them to
look out for reasons why we should complain.  Ask the group to also
consider the ‘have your say’ element, knowing how to complain.
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DVD Discussion Point
What has been achieved in this DVD by complaining - refund,
replacement, free blow dry and what else?  What outcomes like
better standards and empowerment have been achieved that other
customers might benefit from?  You could be at least £200 richer if
you know your consumer rights, use them responsibly and complain
effectively.

Exercise Re-visiting Self-Assessment Forms   
At the beginning of the programme, participants were asked to
complete a questionnaire based on their knowledge of consumer
rights.  This exercise asks participants to revisit the self-assessment in
light of their experiences.  The purpose is to allow participants to
see for themselves any developments or growth in confidence,
knowledge and consumer skills.

Facilitator Debrief on Self - Assessment
Exercise
Purpose: To facilitate comparisons on where the group perceived
themselves to be with regard to consumer knowledge, confidence
and communication skills at the beginning of the programme and
where they are now, having undertaken the Buy Rights – Have Your
Say programme.

Process: The Facilitator should give the participants a blank copy of
the form and it should be completed according to how they feel
now.  At this point the Facilitator should give participants back the
exercise that they completed in session two.  Are there any
similarities in both sheets or are they completely different?  What
are the similarities?  What are the differences?  What about the
overall programme?  What would you change?  What did you like
most?  What did you like least?   
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Programme evaluation

Individuals are asked to complete the short evaluation form
below on their overall experience of the programme.

Programme Closure

Purpose: To finish the programme in a positive way, affirming the
participants for taking part.

Process: Participants are each given a blank sheet of paper, masking
tape and pens/pencils.  They are asked to stick the sheet of paper on
each other’s backs.  Participants are asked to write something positive
on each group member’s back.  Put downs and smart comments are
not allowed.  It can be a compliment or a positive observation.
Everyone should contribute a positive comment for each member of
the group.  The exercise can contribute to a lasting memory of the
group experience and end the programme on a positive note.
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Evaluation

What did you think of the overall programme?
(Mark the line between 0 and 10 to show your opinion) 

0 ______________________________________ 10
Rubbish Brilliant

What did you think of the venue?

0 ______________________________________ 10
Dump Home from Home

What did you think of the Facilitators?

0 ______________________________________ 10
Bossy Sound as a Pound

What did you think of the exercises from the resource pack?

0 ______________________________________ 10
Death by Boredom Hot Stuff

What did you think of the DVD?

0 ______________________________________ 10
Boring Snoring Good Craic

What did you think of the acting?

0 ______________________________________ 10
Play School Super Stars

What was your highlight of the programme?

What could be changed to make it better?
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Appendices

Have Your Say - but try to think about your consumer
responsibilities too:

• Use washable flannels rather than disposable tissues/face
wipes/cotton wool.

• Use refillable plastic or glass jars and bottles where possible.

• Take cardboard boxes to your local council’s recycling facility.

• Take plastic bottles and cans to the recycling facility - fleeces and
other items of clothing can be created from plastic bottles.

• Dispose of fluorescent light bulbs carefully.  They contain traces
of the heavy metal mercury, which is dangerous to humans.
Take these lights to your local council dump for disposal.

• Old car batteries can be recycled.  They also need to be carefully
disposed of because they contain acid that can burn the skin.

• Car tyres can be recycled.  One use for recycled tyres is rubber
turf for all-weather football pitches. Take them to your local
council dump. 

• Paints, solvents and glues are toxic wastes and should be
disposed of carefully by bringing them to your local council
dump.

• Old clothes can be recycled by bringing them to a charity shop
or, if they are unfit for wearing, take them to a recycling bank
where they can be reconstituted into underlay flooring and
other materials.

• Use both sides of paper when possible.

• Use carrier bags more than once, most supermarkets sell ‘bags
for life’, when these become tatty they can be replaced with
new ones for free.

• Always look out for recycled paper and recycled materials.

• Cut down on packaging.  Buy loose fruit, vegetables and other
foodstuffs.  Try to avoid packaged products and portion packs.

• Don’t keep the tap running when you brush your teeth.  Use a
glass of water to rinse your teeth after brushing instead.

Continued overleaf >>



• Use a bowl to wash vegetables and to rinse dishes when
you are washing up.  This uses ten times less water than running
the tap continuously.

• Take a shower instead of a bath. This can save 300 litres of water
a week!

• Put a plug in the basin when you are washing.

• Fill the kettle with only as much water as you need.  This saves
energy as well as water.

• Get leaking taps fixed.

• Use collected rainwater to water plants.

• Fit a ‘Hippo’ bag in the toilet cistern to reduce the amount of
water flushed away each time. You can order one from the
Water Service on 08457 440088.

• Use a washing line or clotheshorse instead of a tumble-dryer.

• When you do the washing, only wash a full load and use a low
temperature setting on the washing machine – today’s washing
powders are just as effective at 40 degrees.

• Make sure your freezer is energy efficient – check that the door
seals are working and defrost regularly.

• Close the curtains at dusk to prevent heat escaping through the
windows.

• Switch off the stand-by on your TV and stereo.  The red light on
your TV uses at least 50 per cent of the energy it takes when the
TV is on.
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Consumer Responsibilities
The wider picture

Facts everyone should know                              

Did you know that?

• Tropical rain forests are being destroyed at the equivalent of six
football pitches per minute!;

• Northern Ireland has lost 90 per cent of lowland raised bogs due
to peat cutting, drainage and forestry; and 

• Only three per cent of Britain’s forests are left.

(Source:  Worldwide Fund for Nature (WWF))

Did you know that?

• 2.5 billion Christmas cards are thrown away in the UK every year.
If laid end to end they would stretch 236,000 miles – or nine times
around the earth.  (Is this where all the trees are going?)

• 85,000 miles of Christmas wrapping paper is bought each year in
the UK costing £150 million.

• Each Christmas in Northern Ireland, every adult throws away 6
glass bottles, 17 tin cans, 5 plastic bottles and 20 lbs of paper
wrapping, packaging, decorations, crackers, hats, cards and
envelopes.

(Source:  Green Pages, The Environment Newspaper through the Primary Values
Project from CEA)

Did you know that?

• In 1991 the USA was advised that the amount of paper and wood
thrown away each year was enough to heat 5 million homes for
200 years. (Ruth Leger Sivard)
http:www.enough.org.uk/enough08.htm

Continued overleaf >>
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Did you know that?

• We are using approximately 70 per cent more water in our homes
than 30 years ago;

• One third of the treated water supply is flushed down the toilet;

• A dripping tap can waste up to 30 litres of clean water a day;

• Brushing your teeth with the tap running wastes almost 9 litres a
minute; and

• Taking a five-minute shower every day, instead of a bath, will use
only one third of the water and saves at least 300 litres a week

(Source: The Consumer Council for Northern Ireland)

- Why do so many young people want the recognised
brands/labels?

- Can any of the girls in the group name any money-wise celebrities
buying high-street clothes and mixing/matching these with pricier
items?

- Which high-street chains are known for copying catwalk designs?
(eg Zara, Topshop)

- What about customising second-hand clothes from charity shops
to get a bit of individuality/originality? 

50 Session 1



Did you know that?                                           

• Water covers 70 per cent of the world’s surface;

• All people, animals and plants survive on just 1 per cent of the
earth’s water because 97 per cent is salty and of the remaining 3
per cent that is fresh water, 2 per cent is frozen;

• Twenty-five percent of the world’s population does not have
access to clean, safe, drinking water;

• Every day Northern Ireland uses 690 million litres of water - 4 per
cent of the total supplied to the UK; and

• Reservoirs supply 47 per cent of NI consumers’ water needs,
Lough Neagh supplies 32 per cent and 21 per cent comes from
other Loughs, rivers and groundwater extraction. 

(Source: DRD/Water Service (2002) Water: Providing for the Future – Northern
Ireland Water Resource Strategy 2002-2030.

Did you know that?

• Every person in Northern Ireland uses 145 litres of water a day;

• Finite resource – no new water is being made;

• Fuel-poor households are also often water poor; as water rates
may push the fuel-poor further into poverty;

• It is 2-4 times cheaper to save water rather than build a
completely new water source (Source: National Consumer Council
(2002) Towards a Sustainable Water Charging Policy)

• Compulsory water metering is the charging method for water
used in most countries in Europe and North America;

• Installing a water meter can save water and money by monitoring
use; 

• Efficient water use would reduce bills and conserve supplies;

• New homes are often more water efficient. They can be fitted
with water meters, dual flush toilets or smaller cisterns and
include water efficient appliances;

• Controlling leakage will mean that there is more water in our
water supply;

• Yearly savings of 10,000 litres of water per household are possible
if dripping taps are repaired.

Continued overleaf >>
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HOW TO COMPLAIN 

Make your voice count with our simple guide to complaining

Make sure you have a good reason for complaining and that you
know your Shoppers’ Rights. 

You should:

• Contact the trader as soon as possible - if you delay, you may be
thought to have accepted the goods or be happy with the service
and so lose some of your rights;

• Explain clearly to the trader what the problem is and what you
want – if possible, speak to the Manager and be polite but firm;

• Don’t be fobbed off by excuses like "It’s the manufacturer’s
responsibility" or "You’re past our 28 day limit for complaints" –
it is up to traders to sort out the problem because since your
contract is with them and time limits set by retailers have no legal
standing;

• Keep a record of everything you do in connection with the
complaint, such as dates of telephone conversations, who you
spoke to and what was said and keep copies of invoices, receipts,
letters and contracts;

• If you are getting nowhere by talking to the trader, put your
complaint in writing, addressing your letter to the Manager;

• Set out your reasons for your complaint briefly and clearly state
what you will accept to put your complaint right;

• If possible, refer to your Shoppers’ Rights and the Sale of Goods
Act, 1979 and finish your letter by giving the trader a definite
time (eg fourteen days) for him to respond;

• Keep a copy of any letter of complaint and send it by recorded
delivery; and

• If you don’t get a reply, you might want to send a second letter,
pointing out the lack of response and advising that if the matter
cannot be resolved in this way, you intend to get expert advice.
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Expert advice

The General Consumer Council for Northern Ireland
(The Consumer Council)

The Consumer Council promotes the interests of consumers and
campaigns for the best possible standards of service and consumer
protection. It also investigates complaints about:

• Electricity

• Natural gas

• Public transport (planes, trains, buses and ferries)

• Coal

• Water (from April 2007)

Complaints line: 0845 601 6022 
Telephone: 028 9067 2488 
E-mail: info@consumercouncil.org.uk
Complaints: complaints@consumercouncil.org.uk
Website: www.consumercouncil.org.uk

Consumerline - the Consumer Helpline

Consumerline telephone helpline and website are an advice and
information service for consumers managed by the Trading Standards
Service and the Consumer Council. The website contains information
and advice pages on a wide range of consumer issues and problems
that you can print.  You can also use the website to e-mail queries or
complaints.

Telephone: 0845 600 6262 (low cost)
Website: www.consumerline.org 
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Environmental Health

Each local council has an Environmental Health Department (EHD)
employing Environmental Health Officers (EHOs) whose job is to
enforce environmental health law.

Your local EHD provides the following services:
• Investigating complaints about food;

• Investigating complaints about consumer safety;

• Inspecting premises to ensure that they comply with the food and
hygiene laws;

• Enforcing health and safety law in offices, shops and other
specified premises;

• Investigating complaints about public health nuisances; for
example, noise;

• Investigating environmental pollution; and

• Dog-licensing and complaints about fouling, straying or
dangerous dogs. 

Contact your local Council if you have a complaint that should be
investigated by an EHD. Contact details are listed on the Consumer
Council’s website at www.consumercouncil.org.uk or can be found in
your local telephone directory.

The Trading Standards Service

The Trading Standards Service (TSS) is a government agency that
enforces consumer protection laws including: 

• False description of goods and services;

• Misleading price information;

• Counterfeit goods;

• Holiday problems; and 

• Weights and measures.

Telephone: 028 9025 3900
Textphone: 028 9025 3988
Fax: 028 9025 3953
E-mail: tss@detini.gov.uk
Website: www.tssni.gov.uk
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Buy Rights - Have Your Say

Facilitator Feedback Form 

To help develop future resource materials, we would appreciate your comments on
the Buy Rights – Have Your Say DVD and support materials.

Name:  (optional)

Youth Group/School:  

Address:   

Postcode: E-mail: 

Age group/range that took part in the Buy Rights session(s):  

Number of young people that took part in the Buy Rights session(s): 

Which elements of the Buy Rights – Have Your Say resource did you use with your
group? (Please tick all that apply)

I used the Buy Rights - Have Your Say DVD and all sections of the support
materials

I used the Buy Rights - Have Your Say DVD and the majority of the support
materials

I used the DVD and the yellow pages that deal directly with the DVD scenarios

I used the DVD, the yellow pages that deal directly with the DVD scenarios and
a couple of the exercises

I showed my group the DVD but did not use the support materials.
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Please rate each statement by circling a number on the scale

1 = Strongly Disagree     2 = Disagree       3 = Agree       4 = Strongly Agree

The Buy Rights – Have Your Say DVD film is well
made, appealed to the young people and got
the key messages across. 1    2    3    4

The resource materials are well presented
and easy to use. 1    2    3    4

The resource materials cover important areas of
the youth curriculum in a clear, innovative
and interesting way. 1    2    3    4

I would not hesitate to use this resource again. 1    2    3    4

1. What did you like most about the Buy Rights – Have Your Say DVD and
resource materials?

2. Were there any elements of this resource, either in terms of presentation or
content that you would change?

Please use the space below for additional comments/suggestions or feedback:

Thank you for your feedback.
Please use the FREEPOST address provided to return your form.  
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