
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Second Test - Is the delivery charge dispute a ‘prohibited practice’? 

 Third Test - Was the misleading action a ‘significant factor’ in your delivery charge dispute? 

 First Test - Do you have a relevant delivery charge dispute? 

Do you have a delivery 

charge dispute? 

Have the goods 

been delivered? 

Did you make a PAYMENT 

towards the goods 

ordered? 

NO YES 

YES YES No Part 4A 

claim 

NO 

FIRST TEST PASSED 

A "prohibited practice" includes 

misrepresentations made to 

consumers in the course of a 

transaction.  These are called 

‘misleading actions’  

A ‘misleading action’ for the purposes of 

parcel delivery issues would include 

situations where a consumer felt misled  

about the overall price of the delivered 

goods or how the delivery price was 

calculated.  Also included would be where a 

seller indicated a specific price advantage 

that was off limits to some consumers 

because of where they lived. 

NEXT 
Did the website you dealt 

with contain misleading 

details about the delivery 

charge you paid? 

SECOND TEST PASSED 

YES 

No Part 4A 

claim 

NO 

The third test is that the misleading 

action involving a delivery charge 

issue was a significant factor in 

your decision to enter into  a 

contract or to make a payment. 

Was the misleading delivery charge issue 

you encountered a significant factor in 

your decision to make a payment? 

NEXT 

THIRD TEST PASSED 

No Part 4A 

claim 

NEXT 

YES 

NO 

RIGHT TO REDRESS 

NEXT 

The right to redress could be used to UNWIND the contract or 

even seek DAMAGES - but in most circumstances redress will 

involve seeking appropriate DISCOUNT on the price paid. 

NEXT 

NEXT 

A consumer with a RIGHT TO REDRESS may bring civil court proceedings to enforce that right.  Alternative 

Dispute Resolution routes may be available and if you paid with a credit card and the total price including 

delivery was over £100 then you can make a ‘equal liability’ claim against your credit card provider.  If that route 

failed you could go to the Financial Ombudsman Service. 

Flowchart: Summary of civil law remedies available under Part 4A of the Consumer Protection from Unfair Trading Regulations 2008 

2008 (CPRs2008) - as amended 


