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“BBB Consumer Alerts” Campaign

Better Business Bureau
of Eastern North Carolina
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Better Business Bureau of Eastern North Carolina,

with more than 3,200 members in its 33-county region,
needed a way to communicate to members and the general
public about fraudulent and unethical business practices.

Beginning in June of 2004, a public relations campaign
was launched to educate the media, consumers and
member companies. Titled “BBB Consumer Alerts,”
a media relations plan was implemented.
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Media Relations

Speaker Placement

Most people probably kauow that North Carolina
Taw allows buyers to get a refund on a product
icei hange thei mind vithin three

Event Planning

to seven days of

But not. everym hal the law doesn’t

Expert Opinion Articles and Editorial
p p tO a T O oaneth Holmes of Rale eigh
SAVVY found that out the hard way
L. CONSU v\[R when he went shopping for a
Copy Writing 15 el

Samrddy .ma left

posit to secure the

the car to the Toyota of

derson dmluslnp }lc plmmed
to buy the car once it arrived.
But by Monday morning,
‘Holmes had changed his mind
after finding a newer model.
He canceled his original or-
der and expected a full refund.

Instead, he was told the deposit was nonrefund-
able, a policy that was clearly written in a couplc
of plﬂwa on the contract he had signed.
knew the contract but still thought he h.xl thn le
gal right to cancel.

“I thought I had a mreeday grace period to
change my mind,” Holmes said

But North Carolina’s right-to-cancel law ap-
phes to only a few situations.

Consumers aren’t entirely to blame for not
knowing the law inside and out, said Beverly
Baskin, president of the Better Business Bureau
of Eastern North Carolina.

Many retailers have made it a common prac-
tice to give re[und: even though they are under
no obligation to d

“We have been spmled » Baskin said. “We are

Public Service Announcements

« Significant media coverage with an advertising equivalency
in excess of $1.5 million.

« Web site traffic from visitors inquiring about satisfaction
reports increased 30 percent.

« Public Relatio

Refunds aren't exactly a right

so used to taking something back and nymg [
don't want this,’ and getting a refund. But trul

the store is under no obligation to do an ex-

change or give a refund unless the product is mis-
represented or not working properly.

There are actually only a handful of business
deals that the state gives consumers the right to
back out of within three to seven days after the
purchase agreement

They include:

® Door:to-door sales of items bought on credit;

W Timeshares purchased from a developer or
salesperson;

' Loans secured by the borrower’s principal
residence, such as a home equity line of credit;

W Undeveloped land purchased under certain
« uulmum

'he right to cancel law does not apply to most
nther products and services including:
B Clothes, homes, mobile homes, automobiles;

' Gym memberships;

W Dance classes;

M Funeral arrangements;

W Sales worth less than $25.

Most businesses have been willing to offer re-
funds and exchanges as a service to customers.
But it's possible that as the economy continues
to slow and sales drop, some companies may be
less forgiving of people with buyers’ remorse.
Baskin says that shoppers should routinely ask
businesses about their cancellation and refund
policies before they close a deal.

The $500 lesson has certainly been an eye-
opener for Holmes, who says he will ask 2 lot of
questions the next time he makes a major purchase.

“I'won't assume anything,” he said.

vicki parker@newsobsever.com or (919) 829-4898
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