                                                                                Personal Name/Address details 

Date  

Owner / Manager’s name (or The Manager) 

Retailer’s name

Retailer’s address

Retailer’s postcode

Dear [owner/manager’s name or Sir/Madam]

Sale of Goods Act 1978 (as amended 2002) 

On [date of purchase], I bought a [insert description of what you bought make, model and registration number of bike] from you for $xxx.
The problems are: [list the faults]

As a result of this I have been without reliable transportation since [date] 

Inserting either:

I complained about this to you [insert date of your telephone call (s)] (if applicable). I have heard nothing since …….. 

or

In accordance with my statutory rights under the Sale of Goods Act 1978 (as amended 2002), i.e. that goods be of satisfactory quality, as described and fit for their purpose, I am writing to advise that I wish to claim a repair/ I wish to reject the goods and claim a replacement/partial refund/refund (delete as appropriate)
Should you require confirmation of these facts, you may contact (name of service mechanic), who can give details of the problems.  I have also enclosed copies of receipts.

Please respond to my complaint within 14 days from receipt of this letter.

Yours Sincerely/Yours Faithfully

[Name]

This is only a sample letter to give you guidance on what to write. You will need to substitute your own details at the appropriate places (shown in bold). Remember to keep a copy of your letter. Don’t forget to sign it. Send it by registered mail, email or hand deliver it.
To achieve the best possible result, consider the following points when writing your letter or email:
· Many traders have a complaints procedure. If this is the case, follow it to avoid unnecessary delays. 

· Always make sure you write to the person who has authority to deal with your complaint. It may be advisable to contact the trader and ask for the person's name and job title.
· Be specific and stick to the point. Genuine points of concern may be 'lost' in a long, rambling letter. Quote dates of events and all the relevant circumstances surrounding your complaint. 

· You should always quote any relevant order numbers, reference numbers and invoice numbers in your letter to make it easier for the trader to connect your complaint to the transaction.
· Always ensure your letter is legible - seek help if necessary.
· Seek free legal advice on your legal rights by contacting Free Legal Advice, The Centre, Angle Street.  Tel # 292-1343.  It may be useful to inform the trader, in your letter, that you have sought legal advice.
· Be clear about what you want the trader to do to resolve your complaint.
· Get evidence such as independent reports, photographs etc. to support your claim and enclose copies (not the originals) with your letter or send them as attachments with your email. 

· Include copies (not the originals) of any supporting documentation such as the proof of purchase, order forms, invoices etc. Do not send copies of bank/credit card statements to avoid any risk of identity theft. 

· Quote a reasonable time for the trader to respond to you. 

· Keep a copy of your letters and send them by recorded delivery. If you receive a 'read receipt' for your emailed complaint, store it for future reference. 

· Act quickly - delaying can sometimes affect your rights. 

· Be persistent and write a reminder letter or email if you do not get a reply to your first one.

· Before taking a claim to court, review the Small Claims Procedure at Magistrate’s Court:  Questions and Answers for Consumers booklet.
Top Tips:

· You may only be entitled to reject the bike if the problem occurs shortly after purchase or if the trader’s attempts to repair or replace have been exhausted or are unreasonable.

· The onus is on you to prove that the bike is defective if you are rejecting it for a refund.
· Where possible try and agree with the trader to get an independent written report done.
