Guión del vídeo 1: “Aprende a defenderte”

Video Script 1: Learn to stand up for your rights
The protection of consumer interests is now legally formalised in our country.

Since 1984, laws have been in place both nationally as in the case of the General Law for Consumer and User protection, and regionally where Statutes for Consumers and Users exist. 
It is true. Over the last twenty years giant steps have been taken to protect our interests. Furthermore, commercial activity has been regulated to achieve greater transparency and quality of products and services.
Furthermore, consumers and traders are readier than ever before to solve problems that may arise.

However, it still needs to be said that we are still far from achieving a perfectly satisfactory relationship between both sides, in terms of equality and balance. And, problems of course may arise.

But just how does a consumer conflict arise? What is the best way to solve it? 
What is and how does the Consumer Arbitration System work? Let us look at an example.

SHOP ASSISTANT: Good morning madam, how may I help you?

WOMAN: I’d like to try on the suede jacket you have on display. 

SHOP ASSISTANT: Certainly, Madam. What size are you?

WOMAN: 38

SHOP ASSISTANT: Allow me please. It fits you perfectly. It seems to have been made for you.

WOMAN: Yes, it fits me like a glove.

SHOP ASSISTANT: It’s genuine peccary skin. Guaranteed quality..

WOMAN: How much is it?

SHOP ASSISTANT: 238 euros, it’s very good value. This jacket is finest peccary skin, nothing compared to split leather which is a much lower quality leather and much more common.
WOMAN: You’ve convinced me. I’ll take it. 

SHOP ASSISTANT: Will you be paying cash or by card?

WOMAN: By card.

Some months after buying the jacket, the woman in our story was surprised to discover that strange marks had appeared on the inside of the jacket. What could these marks be? She doesn’t understand, and she wonders if they could have appeared because of the rain. But a new jacket…? She decides to go back to the shop where she bought her jacket, to complain. 

WOMAN: Good afternoon.

SHOP ASSISTANT: Good afternoon

WOMAN: I bought this jacket here a couple of months ago, I don’t know if you remember, and the thing is some marks have appeared and I was wondering if perhaps it might have got wet in the rain. 

SHOP ASSISTANT: That’s impossible, Madam. This garment has been treated. And anyway, if water had marked the skin then all animals would have marks like these.
WOMAN: Yes, yes, but the marks are here.
SHOP ASSISTANT: Water doesn’t mark the skin and I’ll demonstrate it to you. Water? Let’s see, we’ll soak it good and proper like that, and now that it is all wet we’ll leave it a few seconds. You see Madam, not a mark. 

WOMAN: Yes, but you can see the marks on the inside.

SHOP ASSISTANT: No, no, no that isn’t water, that’s got nothing to do with what you’re telling me.

WOMAN: So these marks could be grease?

SHOP ASSISTANT: Look, I don’t think we’re going to agree about this. Why don’t we take this case to the Consumer Arbitration Service?
WOMAN: I think that’s an excellent idea.

Ready to stand up for her rights, the shopper goes to the Consumer Service of her local Autonomous Community to formally seek the help of the Consumer Arbitration Service. 

WOMAN: Hello. Well, a while ago I bought this jacket and only a couple of months later some marks that I’m going to show appeared, look , here and also here in the lining. So I went back to the shop and well we couldn’t agree about how the marks had occurred. The Shop Assistant said that it wasn’t water and I said that it could be grease. Anyway, we decided that Consumer Arbitration should decide what should be done about this. 
CONSUMER BUREAU: In order to go to the Arbitration Board you have to fill in an application form. For the time being you have to give me your name and address, and the name and address of the shop you are complaining about; then the documents or evidence , in this case the jacket and the receipt; you have to explain the reason for your claim , and what you want to get from the Arbitration Board, and finally your signature and the date.  
WOMAN: Fine, so I’ll fill in the form , I’ll explain I’m complaining about the jacket , because it’s got marks on it, right? 

CONSUMER BUREAU: Some marks have appeared. 

WOMAN: And then what I want is for them to return my money or give me a new jacket.

CONSUMER BUREAU: A new jacket is the solution.

WOMAN: Ok, very good and so now today’s date here, right?

CONSUMER BUREAU: Yes

WOMAN: Very good

CONSUMER BUREAU: And you sign here. 

WOMAN: Very good

The application for submission of the claim to arbitration is accepted and as it a company that is affiliated to the system (and if it were not it could become affiliated for the case) the Arbitrary Council is designated which is made up of a representative of the Administration, another from the Business Association corresponding and another from a Consumer Association.
Once called to hearing, the Council decides whether to carry out an expert trial to analyse the origin of the marks,

SHOP ASSISTANT: Well, I could have thought, as in fact I did think that you could have made the marks yourself. 

BOARD: In view of the actions and the circumstances in which they find themselves and given the difference in criteria that exists between both parties, we have decided to send the question to an expert, requiring the report and once we have this in our power we will take the opportune decision. Take note. 

The jacket is analysed by an expert. 

The expert’s report indicates that the marks are in fact grease stains produced by excessive use of grease in the curing process of the leather.
The Arbitration Council sits once more and produces a decision or sentence with which the trader must return the sum of the price of the garment in the claim and the consumer must return the garment to the SHOP.
BOARD: Having received the expert’s report we find for the claimant and oblige the retailer to return the money to the claimant in exchange for the garment. This notification will be passed to the parties in dispute, so please allow them to enter. (They enter)

We are going to communicate to you the definitive resolution of the present case. In an ordinary meeting it has been decided to find for the claimant in such as way that you must return the amount of money paid for the garment in exchange for the return of the said garment. Now you will be asked to sign the minutes which will be handed to the secretary. Once the act has been complete, the session is over.
This case shows that the Consumer Arbitration System is a good way for resolving consumer conflicts.  

The Consumer Law recognises different rights:

· The right to Health and Safety Protection

· Right to protection of economic and social interests. The right to correct information each time we acquire a good, product or a service.
· The right to recourse for damages suffered.
· The right to education and training in consumer issues.

· The right to representation, consultation and participation (through Consumer Associations).

· The right to protection in situations of inferiority, subordination or lack of defence.

In short, we must know that we have certain rights and that it is advisable for us to use them.

Furthermore, we have at our disposal the Consumer Arbitration Service which, indeed does resolve conflicts of interests, respecting rights and obligations of consumers and users.
So, don’t forget. LEARN TO STAND UP FOR YOUR RIGHTS.

