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Trader requirements

In this section

The Rgulations define a trader as, "a person acting for purposes relating to that person's trade, business,
craft or profession, whether acting personally or through another person acting in the trader's name or on
the trader's behalf".

All traders except those operating in a small section of healthcare provision are now legally obligated to
provide a consumer with certain information once a consumer dispute reaches deadlock.

Deadlock happens when both the consumer and trader have worked through the trader's own internal
complaints procedure and an agreeable resolution has not been found.

They must provide the consumer with the following information:

¢ a statement that the trader cannot settle the complaint with the consumer

e the name and web address of an approved ADR provider that could deal with the complaint

e whether the trader is obliged or prepared to submit to an ADR procedure operated by the ADR body
they have named

The information must be provided in a 'durable medium' (for example, a letter or an email ) and it will
normally form part of the final 'deadlock’ letter in response to a consumer complaint.
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