
There is no doubt that a major challenge faced 
by most consumers is how to enforce their rights 
when they perceive a supplier has wronged them. 
For some consumers, they do not even know their 
rights and are not aware that the law contains pro-
visions to remedy these rights when infringed upon.  
This discourse seeks to discuss the diverse rights of 
consumers as enshrined in the FCCPA viz-a-viz the 
decision in the case of Patrick Chukwuma v. Peace 
Mass Transit Limited . 

Recently, in what appears to be a ground breaking 
judgement delivered by Hon. Justice C. O. Ajah of 
the High Court of Enugu State, the Court declared 
the “no refund policy” as illegal and null and void, 
based on the provisions of sections 120, 104, 129 
(1) (a) and (b) (iii) of the FCCPA, 2018.

BRIEF FACTS OF THE CASE
It was reported that the Plaintiff, a legal practitioner, 

had boarded a bus from one of the Defendant’s bus 
terminals in Enugu State for the sum of N500 (Five 
Hundred Naira). After waiting for hours without the 
Defendant conveying the Plaintiff to his destination 
as the bus was not full, the Plaintiff sought for a 
refund. 

As is the case with most transport Companies, the 
staff of the Defendant refused to offer a refund, in-
sisting that the company’s policy did not provide 
for refunds to be made for money paid as transport 
fare and referenced the statement inscribed at the 
back of the ticket as conclusive proof of their posi-
tion. This was unacceptable to the Plaintiff and he 
informed them that it was unlawful as the law man-
dates a refund to be made for a service which has 
not been provided and insisted on the refund of 
the fare which he paid for his carriage from Obol-
lor-Afor branch of Peace Mass Transit Limited to 
Enugu. The Defendant’s representative vehement-
ly refused to grant a refund. 
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goods must be at the discretion and notice of the 
Consumer.

5.    RIGHT TO GIVEN SUFFICIENT
       INFORMATION FOR ALL 
       TRANSACTIONS 6: 

The consumer has a right to records of sales, in-
dicating the business name or undertakings name, 
the full address of the business, unit price of the 
goods or services, quantity of the goods or ser-
vices to be supplied, applicable tax on the goods, 
amongst others.

6.    RIGHT TO SELECT
      SUPPLIERS 7: 

A consumer must not be given any condition to fulfil 
first before purchasing goods or requesting for ser-
vices.

7.    RIGHT TO CANCEL ADVANCE  
      RESERVATION BOOKING OR 
      ORDER 8: 

A consumer shall have the right to cancel any ad-
vance reservation, booking or order for any goods 
or services, subject to a reasonable charge for the 
cancellation of the order or reservation.

8.    RIGHT TO CHOOSE OR 
      EXAMINE GOODS 9: 

The consumer has the Right to reject goods dis-
played in open stock before completing a transac-
tion. Where a consumer does not have access to 
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The Plaintiff took this up with the Defendant de-
manding a refund via email and letters. When the 
Defendant still refused to grant the refund, the 
Plaintiff sought for a redress in court, instituting suit 
number E/514/2021 Patrick Chukwuma V. Peace 
mass Transit Limited and praying the Court to de-
termine the sole issue of whether the Defendants 
policy of no refund after payment is in violation of 
Section 120 of the FCCPA, 2018

The Honourable Court, adjudicating on the matter, 
delivered judgement in favour of the Plaintiff and 
held that a “no refund policy” is illegal and null and 
void. The Court in reaching its decision, relied on 
the provisions of the FCCPA, 2018

The Federal Competition and Consumer Protec-
tion Act makes copious provisions for the rights 
of a consumer. These provisions which speak to 
rights enjoyed by a consumer are entrenched in 
Part XIV of the Act and an aggrieved consumer 
whose rights have been infringed upon can bring 
an action in Court, amongst others against the de-
faulting party. 

RIGHTS OF A CONSUMER

1.     RIGHT TO INFORMATION IN
      PLAIN AND UNDERSTANDABLE 
      LANGUAGE 2:

A consumer has a right to be given information in 
plain and understandable language. Plain and un-

derstandable language is construed under the Act 
as one in which the content is reasonable to a con-
sumer with average literacy skills. 

2.     RIGHT TO DISCLOSURE OF 
      PRICES OF GOODS AND
      SERVICES 3: 

All prices for goods and services must be accurately 
and clearly disclosed to the consumers. It further 
provides that there must be no pledge or undertak-
ing requiring a consumer to pay a price higher than 
what has been displayed. 

3.   RIGHT TO ADEQUATE
     PRODUCT LABELLING AND
     TRADE DESCRIPTIONS 4: 

Trade descriptions is defined as any description 
or information provided about a product or service 
which a consumer intends to purchase. A pledge or 
undertaking shall not intentionally apply to goods or 
services, which is likely to mislead the consumer as 
to any description or information contained in the 
trade description.

4.   RIGHT TO FULL DISCLOSURE OF
    RE-CONDITIONED OR SECOND-
    HAND GOODS 5:
 
The consumer has a right to clear, precise and ade-
quate notice, where the goods to be supplied have 
been used or are second-hand or have been re-con-
ditioned or have been re-built. Acceptance of such 



services, that is misleading or likely to be mislead-
ing for the purpose of promoting or marketing the 
goods or services. 

11. RIGHT TO FAIR DEALINGS 12: 

The Act prohibits the use of physical force, coercion, 
undue influence, pressure, harassment etc. to get a 
consumer to enter into a transaction for goods and 
services with him or take undue advantage of con-
sumers with physical, mental or educational disabil-
ities. Any undertaking/supplier that violates these 
rights of a consumer will be liable to the consumer 
for damages and restitution.

12.   RIGHT AGAINST UNFAIR, 
       UNREASONABLE AND UNJUST
       CONTRACT TERMS 13: 

An undertaking is restricted form supplying, offering 
to supply, market, or negotiate goods and services 
to a consumer on unjust contract terms or in a man-
ner that is unfair and unreasonable. This restriction 
extends to price, as an undertaking shall not offer 
services or goods at a price that is manifestly unfair 
and unjust. The undertaking shall also not require 
waiving the consumer’s rights or the consumer as-
suming the liability of the undertaking or assuming 
any obligation in a manner that is unfair or unjust.

13.    RIGHT TO ADEQUATE NOTICE
       IN CERTAIN TERMS AND 
       CONDITIONS 14:

A consumer has a right to clear information on any 
notice that purports to limit in anyway the risk or li-
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abilities of a supplier of goods or services and im-
pose an obligation on the consumer to indemnify 
the supplier. The information so given, must be in 
a conspicuous manner that a reasonable man won’t 
miss such a notice. The consumer must be given 
adequate opportunity to receive and understand the 
notice.

14.   RIGHT TO QUALITY SERVICE 15:

A consumer has a right to timely performance and 
completion of the service. The supplier has an obli-
gation to communicate any delay to the consumer. 
The consumer also has a right to the use, delivery 
or installation of goods that are free from defects 
and of a quality that people are generally entitled to 
expect. Failure of a provider of a service(s) to ad-
here to these rights will entitle the consumer to have 
the defects remedied and a refund of a reasonable 
portion of the price paid for the service having re-
gards to the extent of the failure.

15.   RIGHT TO SAFE AND 
       QUALITY GOODS 16: 

Every consumer has the right to receive goods that 
are reasonably suitable for the purpose which they 
are generally intended. The goods must also be of 
good quality and free from defects. The goods must 
also be useable and durable for a reasonable period 
of time and must comply with any applicable stan-
dards set by industry sector regulators. There is an 
implied warranty that all goods and services must 
comply with these requirements and the consumer 
has a right to return goods within 3 months after 
delivery of the goods, where they do not meet the 
requirements18. 

physically examine the condition of the goods and 
the consumer relies solely on the description by the 
supplier, the goods so described must correspond 
with what is delivered to the consumer.

9.   RIGHT TO REJECT GOODS 10:  

A consumer has the right to reject goods in the fol-
lowing instances:
a. Where the goods supplied does not fit the 
particular purpose as communicated to the supplier.
b. Where the consumer did not have the op-
portunity of examining the goods before purchase 
for example e-commerce and upon delivery the 
goods do not match the sample and/or description 
or they do not meet up to the quality and type envis-
aged in the sales agreement.
c. Where the goods are defective and unsafe.
A consumer who returns goods in any of these cir-
cumstances as stated above, is entitled to a full re-
fund of the money paid for the goods.

10.   RIGHT AGAINST FALSE,
       MISLEADING, FRAUDULENT
       AND DECEPTIVE
       INFORMATION 11: 

The Act prohibits any producer, importer, distributor, 
retailer or service provider from making any false 
misrepresentation to a consumer, in pursuance of 
trade or for the purpose of marketing goods or ser-
vices to the consumer. A producer, retailer or trader 
is not allowed to make any false representation or 
any representation in a manner that is erroneous, 
fraudulent or deceptive concerning the goods or 



All of these rights seek to protect the interest of a 
consumer. There are 3 (three) major remedial op-
tions available to a consumer whose rights have 
been violated;
1. The consumer can either refer the matter to 
the undertaking/supplier for redress.
2. File a complaint with the Federal Compe-
tition and Consumer Protection Commission (FC-
CPC). The Commission has the power to investi-
gate complaints and issue appropriate orders. The 
Commission can register its orders in the Court as 
consent orders of the Court. 
3. Refer the matter to the applicable industry 
sector regulator with jurisdiction. This will only apply 
if the undertaking is subject to the jurisdiction of the 
regulator. 
4. The Consumer also has the option of seek-
ing redress in a Court of competent jurisdiction.
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LEGAL DISCLAIMER:

The information contained in this article is provided for informational purposes only, and should 
not be construed as legal advice on any subject matter.

You should not act or refrain from acting on the basis of any content included in this article 
without seeking legal or other professional advice. The contents of this article contain general 
information and may not reflect current legal developments or address your situation. We 
disclaim all liability for actions you take or fail to take based on any content on this article.

This article contains links to other websites in the footnotes. We are not responsible for the 
privacy practices or the content of such web sites, and we do not endorse such.

Thank you for your understanding.


