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Giving a voice
to Consumers

We’re all going on a
summer holiday?
The question we are being asked
repeatedly at the moment is all about the
summer holiday.
Some of you have been in touch to say
you have paid a deposit for a trip away in
August and are now being asked to settle
the balance, while others are looking at
some of the cheap airline tickets on offer
and wondering whether to take a chance
and book some flights.
Although no-one can tell you whether
or not Covid-19 will return and affect our
plans for the future, and while we cannot
really advise you one way or another in
terms of what is best for you and your
family this summer in terms of a break
from Jersey, there are four golden rules
you can follow to make sure that whatever
the outcome, you should at least have
plenty of consumer protection behind you.
Firstly, when either making a new
booking or paying the balance for a
holiday, ask yourself this: ‘Can I live
without this money in my account for up
to a year should the trip not happen?’. If
the answer is yes, then you can move on
to the next step. If not, sit tight and wait
for more certainty.

Secondly, look for an ATOL or ABTA logo
on the company in question’s website. This
means that they are part of a registered
body that will protect your money in the
event that the holiday cannot happen, if
the company goes bust or will make sure
you are brought home if things go pearshaped while you are away on holiday.
Thirdly, check that you have got valid
travel insurance and, importantly, that
your policy has not changed. Be extra
careful when taking out a new policy
– particularly those that are offered
alongside an airline ticket you might be
buying – as many now have clauses that
either restrict or prevent a pay-out in the
event of another pandemic.
Finally, where possible, book on a
credit card. This gives you so much
extra protection under the Credit
Consumer Act 1974 so that in the event
of the company you pay going bust, or
refusing to refund your money when
you are entitled to one under current
consumer regulations, your credit
card company can withhold
payment to the operator and
refund you your money.
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Now, besides all the above consumer
protection, you should also do your
research into the restrictions currently in
place in the region or resort that you are
intending to visit as not all are the same.
If you do decide to go, but arrive to find
many of the attractions, restaurants and
bars closed or with long queues or
heavily restricted access, then it is very
unlikely that you will be able to claim
anything back from the holiday or
insurance company for a lack
of enjoyment.

THE
CONSUMERS’
CHAMPION
We investigate and publicise
anomalies in consumer affairs
and aim to provide Islanders
with accurate and timely
information to help make

#InformedDecisions
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Refund problems
Please get in touch if you have applied for a legitimate refund from
a travel company (due to the fact your journey was cancelled) and
are still waiting for the cash to be returned. As more and more
of you contact us, we are learning how some travel companies
are employing clever delaying tactics and we are keen to learn
more and, if possible, help you get your money back. We have
contacted BA, easyJet, Condor, Blue Islands and Tui for their
response and will update next time.

Bag of Basics
We were delighted to learn that Variety, the Children’s
Charity of Jersey, were supporting our Bag of Basics
scheme. The charity made a generous donation enabling
the purchase of 400 bags which, over a four week period
in May, were delivered to 100 families in need across the
Island. Each bag contained 10 essential items, including
eggs, bread and toilet rolls.
Chris Robin, of Variety Jersey, said: “Our work at Variety has
always involved helping the vulnerable children of Jersey
families within our community.” Whilst Nicky de Veulle, of
Alliance Tesco, expressed how pleased they were to be able
to support the community during the pandemic.

Whirlpool recalled
further models
Whirlpool added a further 21 appliances to the ‘at-risk’ of fire list. If
you’ve already checked your model, please check the updated model
list again to ensure you and your family are safe.
https://washingmachinerecall.whirlpool.co.uk/

Taxi drivers delivering the bags said that the
Islanders receiving them were very grateful. We
thank both Alliance Tesco and the taxi drivers
for embracing our Bag of Basics scheme
during lockdown and we were thrilled to
learn so many needy Islanders were
able to benefit from it.

Jersey Gas
6.5% price increase
We are still concerned that Jersey Gas
customers are suffering as a result of the
stand-off between the company and the
Government over Covid-19 financial help.
Out of the blue, customers were
recently hit with a 6.5% price rise.
Jersey Gas did not inform their
customers, but instead most learned
about the rise through the media, only
a few days before the effective date,
1st May.
To compound this, there was a billing
system error in April, which resulted in
many Islanders receiving disconnection
notices. The company has since issued
a letter of apology to all those affected
by the error, which occurred between
11-13 May.
Managing Director Ian Plenderleith,
who since speaking to us has left the
company, insisted the price rise was

a temporary measure to maintain the
company, which is privately owned,
through the COVID-19 pandemic, as it is
not eligible for any Government financial
support. However, this will not be of
any comfort to Islanders who use gas
for heating, cooking and water, many of
who live in rented accommodation and
have no choice, as they are effectively
being held to ransom.
While we do hope that rise is temporary,
there is no certainty over whether or not
Covid-19 will return and therefore we
urge the company and the Government
to continue to work to resolve this. If
needs be, we would happily bring them
back to the table as, while we are in
the middle of summer, the autumn and
winter will soon arrive and if this is not
resolved, it will be unacceptable to have
vulnerable Islanders afraid of putting
their heating on because of the cost.
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Credit cards
Discussions continue to get to the bottom of why
Channel Islanders are being excluded from applying
for credit cards based upon their postcodes.
The Consumer Council met earlier in the summer
with the main credit reference agencies in the UK,
who most lenders will refer to in order to check a
client’s credit scoring and payment history. They all
confirmed that they had not had a change in policy,
but were aware that some lenders were often put
off lending to people in Jersey due to the lack of a
central electoral register, as in our case each Parish
Hall has their own.
Therefore, our discussions and investigations
with the Jersey Bankers Association and Jersey
Finance continue.

New website
This month we will hopefully be launching our new website.
Packed with all the usual helpful information, we will also make it
easier for you to tell us how we can help you, while you also pick
up plenty of top consumer tips along the way.
Our new website address will be www.consumercouncil.je
Please do get in touch and let us know what you think, or if there
are any areas that we can improve.

easyJet account hack
If you haven’t already, please change the password you use for
your easyJet account.
Many Islanders, including some of the Council members, were
among the 9 million easyJet customers whose accounts were
hacked. In mid-May, the company advised it was emailing all
affected customers, including 2,208 whose credit card details
were accessed.
The investigation identified that hackers had accessed the names,
email address and travel details of both easyJet flights and holidays
booked between 17 October 2019 – 4 March 2020.
We strongly recommend that you change your easyJet account
password, check your bank account for any suspicious transactions
and be on the lookout for any unusual or unsolicited emails.
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Changes for competition watchdog
Special contribution from the Government of Jersey
Islanders may have heard the recent news that
the Channel Islands Competition and Regulatory
Authorities (CICRA) will be separated so that there
are specific competition regulators for Jersey and
Guernsey in the future. From 1 July, the Jersey
Competition Regulatory Authority (JCRA) will
function independently, rather than working as
CICRA across the Channel Islands.
The change is intended to enable the JCRA to better
focus on the consumer matters that impact people
in Jersey. Guernsey and Jersey have different laws,
different political cycles and different businesses
and commercial marketplaces. It is felt that
protection of consumers in Jersey is better achieved
if our competition regulator focuses specifically on
the issues and circumstances in this island.
It is generally accepted that competition in the
marketplace benefits consumers and this is
especially the case in difficult financial times. Put
simply, businesses need to make sure their products
and prices are attractive, because if they don’t, the
consumer has the option to buy elsewhere.
However, in the worst-case scenario businesses
might not operate in the best interests of
consumers. A classic example is the formation of a
cartel in which several businesses come together
and agree not to compete, for example by fixing
their prices. As a result, consumers are likely to
end up paying more for the same or poorer quality
goods and services. This is why cartels (and other
types of anti-competitive behaviours) are illegal in
Jersey. The JCRA has a wide range of inspection

and enforcement powers to take action against
businesses that break the rules. This includes
imposing fines where a breach of the law has
been found.
In order to detect cartels, the JCRA has
introduced a “whistleblowing” policy
which encourages businesses to
come forward and hand over
evidence in exchange for
immunity or a reduced
fine. Consumers can
also play a part. If you
are aware of business
practices that you think are
wrong, you can help the JCRA
to put things right by voluntarily
providing information to it.
It’s also important that consumers are
aware that not all arrangements between
businesses are necessarily bad news. In fact,
certain agreements - on low-cost bulk supply, for
example – might result in benefits to consumers
that outweigh any potential harm caused, including
lower retail prices. The Government is preparing
legislation allowing small businesses in Jersey to
make “good arrangements” where they are in
consumers’ best interests.
More information can be found on:
https://www.gov.je/Government/Consultations/
Pages/CompetitionLawConsultation.aspx.

Online shopping tax changes
We are extremely disappointed to
learn that the Treasury Minister has
decided to implement changes to GST.
The lowering of the de-minimus level
- the amount at which GST is applied
to online shopping - from £240 to £135
on unaccompanied imported goods
comes at a time of extreme financial
difficulty for many Islanders. It was
originally expected in 2021, brought
forward to this summer, and rightly
delayed due to Covid-19.
The fact that the Government is
implementing from 1 October shows,
we believe, a lack of empathy for
Islanders.
We support the need for a competitive

local market and ask Islanders to
buy local when possible, but the
government - and the retail industry
who have been asking for this change
- are very much mistaken if they
believe reducing the online shopping
tax threshold is the answer to bringing
consumers back to the high street.
There are far better ways of helping
the retail industry, which also benefit
the consumer, and we have already
provided the Government with some
suggestions for immediate, mid and
long-term success.
Please join the debate on our
Facebook page or email us your
thoughts.

Disclaimer The Jersey Consumer Council takes very special care in the collection of information and facts. It would not knowingly publish anything that
is inaccurate and therefore, does not accept responsibility for any errors or omissions in the content of this newsletter, nor any liability for and loss or
inconvenience caused by or arising from any reliance on information contained herein. Copyright © The Jersey Consumer Council. The entire contents of
this publication are protected by copyright. All rights are reserved. No part of this publication may be reproduced, stored in a retrieval system or transmitted
in any form or by any means, electronic, mechanical, photocopying, recording or otherwise without the prior written consent of the copyright owner.
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