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Organizational Structure of degrees

of consumer right to warranty (for commodities and services)

1. Warranty written in Arabic

2. Provide warranty (provide free after-sale services)

3. Obtain producer or agent warranty and a replacement of similar commodity free of charge

4. guarantee the quality of commodities and services conforming to standard specifications and health

and safety requirements.

5. Guarantee commodities are free from defects

6. Guarantee invisible defects

7. Recall defective commodities and services

8. Provide paid repair services

9. Provide after-sale services for commodities

Provide free
after-sale services

Obtain producer or agent
warranty and a replacement of
similar commodity free of charge

Provide paid repair services

Warranty written in

. s Arabic

Guarantee commodities are

free from defects ceee .

Consumer right

to warranty

. *e,, | Recalldefective commodities

Guarantee invisible defects and services

Guarantee the quality of commodities
Provide after-sale services for and services conforming to standard
commodities specifications and health and safety

requirements
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6. Right to guarantee invisible defects

Consumers right to receive a warranty that covers the following situations:
Invisible defects that:

- Decreases the value of commodity.

- Leaves it unusable according to its nature, or the contract between supplier and consumer.

7. Guarantee paid repair services for commodities

This warranty begins after the general warranty “announced by supplier to commit to/ or determined

by provisions of the contract.”
Before repair works

A supplier shall provide after-sale services, before any repairs or amendments on the commodity:
- Notify the consumer in writing.
- About the estimated repair cost

- And repair time

After repair works
A supplier shall determine in the invoice issued after repair process:
- Replaced parts.
- Cost of replaced parts.
- Determine whether the parts replaced were new or used.
Guarantee replaced parts:
- The warranty period shall be at least (6) months for durable commodities.

- The warranty period shall be at least (3) months for other commodities.

Start date of replaced parts warranty.

As of the delivery date after repair and shall not include any situation of misuse.

8. Right to provide after-sale services for commodities

A supplier shall provide after-sale services including:

- Spare parts

- Maintenance for durable commodities for a time compatible with its nature

To be at least 3 years.
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4. Right to guarantee the quality of commodities and services, and conforming to
standard specifications and health and safety requirements

Consumers right that

Receive a warranty that covers the following:

Commodities and services

1. Not providing required quality of a commodity or a service (incorrectly provided)

2. Not providing/ conforming to announced specifications.

3. Not meeting terms related to general health and safety.

4. Not fulfilling conditions related to public health and safety.

5. Guarantee commodities are free from defects

Consumers right when a commodity is defective, to choose between:

0 Repair .

9.
0 Replace V

9 Return and refund.
taking into consideration when practicing the stated right to:

- Type and nature of defective commodity.

- Type of defect

- Time period the consumer benefited from the commaodity before the defect was detected.

- The time needed to repair the commodity.

in all cases, if the time needed
- to repair

- Or replace

exceeds 15 days, the supplier commits to:

- Provide the consumer with a replacement to use free of charge until the commaodity is replaced or
repaired.

- If a supplier breaches the obligations stated in the previous paragraph within the period specified,
a supplier is obligated to compensate the consumer with replacement cost during the time period of
repair or replacement.
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Warranty exemption

The consumer cannot receive free after-sale services during warranty period for the following:

0 Maintenance Q Spare parts Q Replace

o Return e Compensation of any delay according to legislations

If a consumer has caused damage or misused a commodity or service

Warranty domain (for commodities and services)

Consumers right to

Obtain a written warranty for a commodity or service (contract/ invoice/
independent document) that determines:

- If the warranty includes all parts of a commodity, repair and refund.

- Details of consumer's obligations, according to warranty terms

- Warranty period

Consumers right that
The description, advertisement, or display of a commodity in a way that does not contain false

information that may lead directly or indirectly to create unreal or misleading information for

Ry S

consumers, especially if it contains any of the following elements:

- After-sale services and warranty

- Quality marks.

3. Right to receive supplier’s or agent’s warranty

and same commodity free of charge
Consumers right that
Every agent or distributor shall commit to:

1. All warranties provided by producers or agents for commodities on behalf of the agency, if

executing the warranties stipulated in the previous paragraph exceeds 15 days.

2. Providing the consumer with the same commodity free of charge to use until the warranty is

implemented.

www.moci.gov.qa
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Fifth: Consumers’ right to receive a warranty

1. Right to obtain a warranty written in Arabic
To receive a warranty for the commodity or service in (contract/ invoice/ document) written in Arabic

2. Free after-sale services (Right to provide warranty)
Cost of after-sale services during warranty period (announced or agreed upon with the

consumer), and period.

Consumers right that Suppliers shall provide consumers with:

0 Free maintenance services 0 Free spare parts 0 Replacement, if its conditions are met.

0 Compensation of any delay according to legislations é Return, if its conditions are met.

Warranty period (commodities and services)

Consumers right that

regarding commodities:

- Based on the period the supplier has announced
- Based on the period stated in the contract
Regarding services:

Warranty period for a service is determined according to its nature
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Fourth: Consumers’ right in defective commodities withdrawal

Consumers have the right when detecting a defect in the commodity or service that will cause harm
to them, to:

0 Be notified of the:

- The defect that affects the quality of the commodity or service.

- Possible damage

- Precaution measures.

0 Immediately Withdraw defective

0 Immediately stop using the defective commodities from the market.

commodity or service

Announce the withdrawal of defective 6 As of defective commodities:
commodities from the market. - Return sold or leased commodities and replace
o As of defective services: them at the expense of supplier.
- Or repair

- Abstain from receiving the defective service.

- Total refund of the paid amount - Or total refund the amount a consumer has paid.

Without any further expenses on the consumer.

Consumers have the right to be notified and instructed by supplier in Arabic language of recalled

commodities and services and steps taken in that regard:

- To avoid any harm resulting from using the defective commaodity.

- To repair, replace, or refund the defective commodity.

Consumers have the right when announcing the withdrawal of defective commodity, to be notified

through announcing the recall in two local daily newspapers, one of which is Arabic.

www.moci.gov.qa



3. Replace, return, and repair.

Consumers have the right to:

- Return and refund a commodity.
- Replace a commodity.

- Repair a commodity free of charge.

In case of a defect, or if a commodity does not conform to standard specifications or its purpose.

Consumers have the right that contracts shall contain:
1. Commit to repair, maintenance, and after-sale services.

2. Return a defective commodity within a certain period of a defect.
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Third: Consumers right to be protected from defective and fraudulent
commodities and services

1. Defective and fraudulent commodities

Consumers right that: Displayed, sold, or advertised commaodity shall not be defective or fraudulent:

Non-conforming to standard specifications | Unsuitable for use Expired

2. Health and safety

Consumers right that: Normal use of commodities and services does not pose a threat to
consumers’ health and safety

Consumers right that: A commodity or service conforms to terms and conditions related to health
and safety.

Consumers right to be: Cautioned clearly about any hazard.

Consumers right that: When displaying any commaodity for sale, it shall contain the following

information on the label or package in Arabic and in a way that cannot be easily removed or erased:

Notification of any hazards that may occur due to misuse.

Consumers right that: Advertisements and commodity description shall not include any false
information that will directly or indirectly lead to a misleading information to consumers, especially

if it contains one or more of the following elements:

- Terms of use or cautions.

www.moci.gov.qa 7



Consumers have the right: To declare the situation of the commodity to be sold, clearly and visibly on

the package and the display area:
Used | Renovated | Contains a defect that does not pose a health or safety hazard on consumers

In a way that does not lead to incorrect or misleading information for consumers, misunderstanding, or

mistaking.

Consumers have the right: If payment is through installments to obtain an invoice that includes:

1. Total cost of installments for a commodity or a service

2. The actual rate of annual return, and how it is calculated.

3. The start date of calculating the return.

4. Number of installments and value of each installment

5. Duration of installments

6. Down payment if any

7. Penalties if installments are not fulfilled or delayed.

8. How the due amount is calculated if a consumer wishes to pay the full amount.

9. Rights and obligations of both parties regarding the ownership of commodity or service and dealing
during installments period.

10. Evidence that the consumer is informed and accepts all additional information.

2. Prevention of monopolistic practices

Consumers have the right that:

Supplier shall not hide any commodities in the aim of controlling market prices.

Suppliers shall not abstain from selling commodities to consumers in the aim of

controlling market’s price.

Suppliers shall not force consumers to buy certain quantities of a commaodity.
Supplier shall not force consumers to buy any other commodity with the one desired.
Supplier shall not sell a commodity higher than the announced price.

Supplier shall not increase the prices of commodities and services, unless committed to

@ &6 & o

the ministry’s regulation.
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Second: Consumer's right to obtain an invoice and prevention of
monopolistic practices

1. Invoice

Consumers' right to: When displaying a commodity for sale to obtain a dated invoice that defines the

type, price, and quantity of the commodity.

Consumers’ right to: Obtain an invoice in Arabic that proves interaction or contracting over a

commodity or a service, without any further obligations on consumers:

Supplier's name,

Type of commodity or service address, and date of

and its essential features

purchase
Receipt

f Price of commodity or
service in Qatari Riyal
Commodityss serial number Quantity or number
and parts 1 of units sold.

Commodityss situation ~

whether used or new

f Delivery date

PR —

Sale unit
' —
N Supplier’s Signature
or stamp, or their

.
representatives.
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6. Contract information “contracting rights™

Consumers have the right:
Selling contracts shall contain:
- Obligation of repair, maintenance, and after-sale service

- Return a defective commodity within a specific time period.

Consumers have the right:
A contract, document, or agreement shall not include any condition that exempts a supplier from any

obligation stipulated in the law, such condition will be considered void.

Consumers have the right:

A contract shall contain the following:

0 Trade name 0 Details if the warranty includes all parts of the

commodity, repair charge, and replacement.

o Date of purchase
o Details of consumers obligation, according
to the contract

0 Warranty period
0 Any other details

0 Commodity's name, model, and serial number

Consumers have the right: To declare the situation of the commodity to be sold, clearly and visibly on

the package and the display area:

- Used
- Renovated

- Contains a defect that does not pose a health or safety hazard on consumers.

In a way that does not lead to incorrect or misleading information for consumers, misunderstanding, or

mistaking.
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Consumers have the right that: When featuring, advertising, or displaying a commodity, to not convey

any false or misleading content that will lead directly or indirectly to:

- Create an unreal impression or misunderstanding.

- Especially if it includes any of the following:

1. Commodity’s nature, structure, essential features, contents, quantity, shape, or appearance.

2. Commodity’s source, reality, manufacturing method, date of production and expiry, method of use, hazards, weight,
number, quantity, measurement, energy, capacity, or any other measurements.

3. Country of origin, export, or production entity.

4. Contracting conditions and procedures including after-sale service, warranty, price, and payment method.

5. Prizes, certificates, and quality marks.

6. Trademarks, data, and logos.

7. Commodity features and usage results.

Consumers have the right to: know the price of a commodity or service clearly, and

considering the following:

- Registering the price and supplier's name on the commodity directly.

- Displaying the price in the displaying area and shall include:

Commodity's name Package quantity Supplier's name Price in Qatari Riyal

- Display service price in a clear and readable way in the display area.

Consumers have the right that:

The commaodity to be sold is not vaguely described or could be misinterpreted.

Consumers have the right that:

1. Writing the price and the provider's name directly on the commodity.
2. Placing the price advertisement in the area where the commodity is displayed, and it must include the

following information:

Commodity's name Package quantity Supplier's name Price in Qatari Riyal

3. Clearly and legibly displaying the service price in the area where it is offered.

www.moci.gov.qa 13



5. Misleading advertisements

Consumers have the right that: Sold, displayed,
or advertised commodities are not defective or

fraudulent.

Consumers have the right that: Clearly and visibly
advertise the state of the commodity, on the

commodity or in the display area:

Used Renovated Has a defect that does not cause any harm to consumers health or safety
In a way that does not give impression of:

Unreal Misleading top consumers Misinterpreted Mistaken

And to be mentioned in the:

Contract or invoice issued.

Consumers have the right that:
The technical information of commaodities and
services included in the advertisements are

correct.

Consumers have the right that: ®
If using a commodity poses a hazard, it shall be

visibly noted.

Consumers have the right that:

The details of service to be sold are not:
a) Vague

b) Misunderstandable

¢) Interpretable

12 www.moci.gov.qa



4. Arabic language

Consumers' right: That all advertisements, information, documents, and warranties related to
commodities and services are in Arabic.

Consumers’ right: That information defining the features, and price of a service are clearly

written in Arabic.

Consumers’ right: when displaying any commodity for sale to write clearly and visibly in Arabic on the

package according to its nature in a way that is not easily erased or removed:

1. Name of commodity, its type, nature, contents, and quantity whether it is by weight, number, measurement,

energy, or other measurements that affect its price.

2. Country of origin (name of country preceded by “Made in” phrase)

3. Date of production and expiry

4, Caution to any hazards that may occur due to misuse, with detailed information in Arabic inside the package, clearly
including contents, features, and hazards if any.

5. Name of producer and importer, with trade name, address, and trademark of each.

6. Country of export (if any)

7. Storage conditions and method of use.

Consumers’ right to: Receive an invoice in Arabic language that proves the purchase of a

commodity or a service without any additional obligation, it shall include:
1. Supplier's name, address, and date of purchase

2. Type of commodity or service, and its essential features

3. Sale unit Receipt Ssild
—
4. Quantity or number of units sold.
5. Condition wither new or used. -
6. Price in Qatari Riyal
7. Delivery date —
8. Signature or stamp of the supplier or their representative
N
9. Serial number and partial contents
@ mum
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Consumers have the right:

If payment is through installments to obtain an invoice that includes:

Total cost of installments for a commodity
or a service

The actual rate of annual return, and how
it is calculated.

0 The start date of calculating the return.

0 Number of installments and value of
each installment

0 Duration of installments

0 Down payment if any

Penalties if installments are not

fulfilled or delayed.

0 How the due amount is calculated if a consumer wishes to pay the full amount.

0 Rights and obligations of both parties regarding the ownership of commodity or
service and dealing during installments period.

@ Evidence that the consumer is informed and accepts all additional information

www.moci.gov.qa



3. Price

Consumers’ right when displaying any commodity for sale to display its price clearly:
- on the package
- or in the place of display.

Consumer's right to know the prices of commodities and services, where the prices shall be displayed clearly

and visibly either:

1. Place the price and supplier's name on the commodity itself

2. Place the price in the display area, it shall contain:

Name of commodity | Quantity Supplier's name Price in Qatari Riyal

3. Place the price of service clearly and visibly in the display area.

Consumer's right to

- Not hiding any commodities or abstaining from selling them to consumers in aim of controlling market's
price or sell them higher than the announced price.

- Not forcing any increase in the prices of commodities and services, unless committed to MOCl's

regulations.

Consumers have the right:

When buying a commodity or a service in installments- before
contracting- to know the following information:

1. The price of a commaodity or service in cash or installments
independently

2. Duration

3. Number of installments and value

4. Total cost of installments

5. Down payment if any

www.moci.gov.qa 9



First: Consumer’s right to know information about commodities and services when

displayed for sale, information shall be written on the cover or package:

1. Commodities informative labels

Consumers' right to know information about commodities and services when displayed for sale,

information shall be written on the cover or package:

In Arabic | Clearly and visibly according to the commoditys nature | In a way that cannot be moved or erased

Type, nature, and contents of a commodity and all related information according to the following:

1. Name of commodity, its nature, type, contents, and quantity whether it is by weight, measurement, number,

energy, gauge, or any other standard that affects its price.

2. Country of origin (name of country preceded by “Made in” phrase)

3. Country of export (if any)

4. Name of producer and importer, with trade name, address, and trademark of each.

5. Date of production and expiry

6. Storage conditions and method of use.

7. Caution to any hazards that may occur due to misuse, with detailed information in Arabic inside the package, clearly
including contents, features, and hazards if any.

2. Services informative labels

Consumers' right to know:

0 Information of the service 0 Features o Characteristics 0 Price 0 Warranty

Clearly in Arabic

8 www.moci.gov.qa



Chapter 2:

Suppliers Obligations
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Chapter 1:

1. Right to health and safety oy .
N2
onsumers’ right to Use commodities and services without any risk to their healt
C " righ u d d h k to their health Q\ /ﬂ
and safety.

2. Right to obtain correct information (transparency)

Consumers' right to: Know correct information about commodities and services.

3. Right to free choice of commodities and services

2 o

Consumers’ right to: Choose commodities and services freely without any
conditions set by merchants.

Consumers’ right to: Commodities and services shall not contradict consumers’

4, Right to respect religious values, customs, and traditions: %
religious values, customs, and traditions, or cause them any moral distress.

5. Right to obtain information (declaration):

Consumers’ right to: Read all documents featuring the contents, and related
features of commodities and services, and all consequent rights such as warranty,

or obligations such as no misuse.

6. Right to pursue legal action

Consumers’ right to: @ @
Seek legal action to gain fair compensation for any damage to themselves or their

money as a result of purchasing or using a commodity or receiving a service.

Every contract is considered void if it states supplier's exemption from compensating W
a q \
the consumer of any damage to themselves or their money as a result of purchasing v

or using a commodity or receiving a service.

7. Right to receive a fair compensation
Consumers’ right to: Every condition in a contract, document, or any other @
agreement is considered void if it states supplier's exemption from any obligation to €D

the consumer.
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Main Consumer Rights

Arabic Language @@

Consumers have a right that advertisements, information, invoices, contracts, product labels,

documents, warranties related to commodities and services are written in Arabic.

/]
Invoice

Consumers have a right, when dealing with any commodity or service, to obtain a dated

invoice that includes the commaodity's type, price, and quantity.

Price

Consumers have the right to

a. When dealing with any commaodity to display its price clearly
+ On the commodity
* In its place of display.

b. Display the price of a service clearly and visibly in the place of display

Warranty (for commodities and services)

Consumers have the right to:

@ Warranty (written in Arabic)
Provide warranty (free aftersales services)

Provide a warranty, replacement of the same commodity free of charge.

* o o

Guarantee the quality of commodities and services, and their compliance with
standards and health and safety requirements.

Guarantee that a commodity is free of any defect.

Guarantee invisible defects of commodities.

Withdraw defective commodities and services.

Provide chargeable repair services for commodities.

® 6 6 o o

Provide after-sales services for commodities.
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Consumer Rights




Definitions

U

- @ m g o > g ™

i

Consumer: Anyone who obtains a commodity or service, with or without a charge, to

fulfil a personal or others’ need, or who contracts upon with.

Supplier: Anyone who provides a service or produce, distribute, sell, export, import,
or involved in the production or exchange of a commodity, in aim of representing it to

consumers, dealing, or contracting in any way possible.

Advertiser: Anyone who advertises or promote a commodity or a service, personally or

with help of others using different media channels.

Commodity: Every industrial, agricultural, animal, or transformative product, including

raw material used in production.

Service: Every action provided by an entity to the consumer, with or without a charge.

Price: retail, lease, or use price

Invoice: Every document that is sufficient to prove dealing or contracting with a
consumer over a commodity or service and shall include all the information required

as set out in law no. (8) of 2008 and its provisions.

Commodity recall: commodity withdrawal from markets with supplier knowledge if

a defect was detected.

Defect: Every loss in the value of a commodity or a service or its benefit according
to its purpose, which prevents the consumer partially or totally from its benefits. It
includes any loss as a result of delivery or storage faults, only if a consumer is not

responsible of a defect.

Warranty: Endorsement issued by the supplier or a legal representative that a
commodity or a service is free from any defects, and it is complying to all applicable
standards and health and safety requirements, with a pledge to replace or repair any

defect, or resubmit a service within a limited period of time.
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Introduction

The Ministry of Commerce and Industry in the State of Qatar has issued a consumer rights guide in
aim to highlight the related laws and legislations and raise consumers and merchants' awareness of
their rights, which supports the commercial sector and enhances the growth of national economy.
This guide comes within the framework of MOCl's efforts to achieve its vision and strategic goals

especially providing a high standard environment.

With the goal to enhance consumer protection, consumer rights are determined according to
provisions of law no. (8) of 2008 on Consumer Protection, its amendments and implementing

regulations issued by ministerial decision no. (68) of 2012.

) This guide is an explanatory message that serves
commercial and industrial sectors and determine
their obligations according to provisions of
consumer protection law, raise the percentage of

% complying to its requirements, avoid violations by
}‘ \ reducing number of its violations, which means

)
Q

a real contribution in sustainable growth of

Commerce, Industry, and Consumer sectors.
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% Introduction

ﬁ Definitions
@|® Chapter 1: Consumer Rights

@ Chapter 2: Supplier Obligations

First: Consumer right to know commodities and services information

0 Commodities informative labels 0 Arabic language
0 Services commercial information 6 Misleading advertisements
0 Price 0 Contract information “Contracting Rights”

Second: Consumer right to receive an invoice and prevention of monopolistic practices

0 Obtain an invoice. 0 Prevention of monopolistic practices

Third: Consumer right of protection from defective or fraudulent commodities and services
0 Defective and fraudulent commodities 0 Health and Safety

0 Replace, Return, and Repair

Fourth: Consumer right of withdrawal of defective commodities

Fifth: Consumer right of obtaining a warranty
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Consumer Rights Guide

According to consumer protection law and
its implementing regulations

\ 4

5

First edition

2024
016001 |© +974 66111400 | www.moci.gov.qa




