
National Consumer Week 2018 
Social and digital media pack 
National Consumer Week 2018 takes place from 26 November to 2 December. The 
media launch will take place on 23 November to link in with Black Friday. 

Key messages 

This year the campaign will be focussing on online marketplaces selling goods. It’s an 
opportunity for organisations nationally and locally to raise awareness of people’s rights 
when buying items from online marketplaces and what they can do when something 
goes wrong. 

What are people’s rights? 

If someone is buying a good from an online trader their rights are the same is if they 
were buying from any other online store: 

● They normally have up to 14 days after receiving their goods to change their 
mind and get a full refund. 

● If there’s a problem with their item within the first 30 days from when they 
bought it, they could get a refund, replacement or repair. 

● If it can’t be repaired or replaced, then during the first 6 months, in most cases, 
they’re entitled to a full refund. 

What can people do if something goes wrong? 

● Contact the seller directly to try to resolve the issue. 
● Check the online marketplaces’ terms and conditions. They may have their own 

protection and dispute resolution systems. 
● Some traders belong to an alternative dispute resolution (ADR) scheme, which 

means they offer a way to solve the problem without going to court. 
● If the person bought from a private seller, consider making a claim to the court - 

this is sometimes called a ‘small claim’. 

Where can people go for more information? 

● Get advice from the Citizens Advice Consumer Helpline at 03454 04 05 06 (03454 
04 05 05 for Welsh language). 

● Visit the Citizens Advice website for more information on the campaign at 
www.citizensadvice.org.uk/ncw18. 

● For more general consumer advice visit www.citizensadvice.org.uk/consumer. 

 

http://www.citizensadvice.org.uk/ncw18


This pack will help you to use social media to achieve the campaign’s objectives. It gives 
information and guidance on the following: 

● Quick actions you can take right now 

● General guidance 

● Actions if you’re short on time 

● Actions if you have more time 

● Useful links 

   

Quick actions you can take right 
now 

● Join our mailing list: Sign up to our mailing list to let us know you’re taking 
part and receive updates on the campaign, including notifications of any 
new resources. 

● Tweet this: We’re taking part in National Consumer Week 2018 to make 
sure people know their rights when buying goods from online marketplaces. 
Get involved in the campaign at www.citizensadvice.org.uk/ncw18 #NCW. 

● Promote the campaign to local partners: Encourage other organisations 
in your community to raise awareness of consumer rights in your area. 
Promote the resources on our campaign website to local agencies and 
organisations who work with you. 

● Put this text on your own website: We’re taking part in National Consumer 
Week 2018. Find out more by visiting the campaign webpage. 
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 General guidance 
The social media part of the campaign will be mainly on Twitter and Facebook. Search 
for the hashtag #NCW to see what’s going on. No matter how much time you have, you 
can get involved. 

This year, we want to make sure people know their online marketplace rights and are 
aware of what they can do if something goes wrong. 

For partner organisations or groups, you may want to promote the campaign or our 
resources to encourage engagement and participation. Please send them the link to our 
campaigner website and encourage them to get in touch if they want to know more. 

Download the campaign resources. Here you can view materials to help raise 
awareness of consumer rights when using online marketplaces.  

Check the Citizens Advice social media channels for tweets and posts that include 
updated stats, new advice and promotion of national media across the month. 

Hashtag: #NCW  

Imagery: find cover images and other social media assets on our website. Please use 
them from Monday 26 November. 

Actions if you’re short on time 
Add this to your email footer/signature: 

● Know your online marketplace rights. Visit 
http://www.citizensadvice.org.uk/ncw18 to find out more. 

Website: 

● Promote the campaign on your website and link back to our advice pages. 

Twitter: 

● National Consumer Week 2018 kicks off on 26 November 2018. Find out how you 
can get involved at www.citizensadvice.org.uk/nwc18 #NCW 

● Make sure you know your online marketplace rights this National Consumer 
Week. Find out what to do if something goes wrong at 
https://www.citizensadvice.org.uk/about-us/our-campaigns/all-our-current-camp
aigns/NCW/what-are-your-rights/ #NCW 
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Facebook: 

● National Consumer Week starts on 26 November. This year we want to make 
sure you know what your rights are when buying something from an online 
marketplace and what you can do if something goes wrong. 
https://www.citizensadvice.org.uk/about-us/our-campaigns/all-our-current-camp
aigns/NCW/what-are-your-rights/ 

Conversation starter: 

● Ask people if they’ve ever had problems while using online marketplaces and to 
share them on Facebook or Twitter using #NCW. 

Actions if you have more time 
Promote the campaign to local partners: Encourage other organisations in your 
community to fight scams and fraud in your area. Promote the resources on the 
campaign website to local agencies and organisations who work with you. 

Conversation starter: ask people to share their experiences of using online 
marketplaces on Facebook or Twitter using #NCW. 

Below are some example tweets for use throughout the week. Launch day is 
Monday 26 November, although there will be a media launch on Friday 23 
November (Black Friday). Keep an eye out for news stories you might be able to 
retweet. 

● National Consumer Week 2018 kicks off on 26 November 2018. Find out how you 
can get involved at www.citizensadvice.org.uk/nwc18 #NCW 

● This National Consumer Week, make sure you know  your rights when it comes 
to online marketplaces. Find out what you should expect when buying online and 
what you can do if something goes wrong goo.gl/pckqDf #NCW 

● Do you want to make sure people in your community know their rights when 
shopping on online marketplaces? Join National Consumer Week and download 
resources at www.citizensadvice.org.uk/NCW18 #NCW 

● Did you know your rights when shopping online can change depending on who 
you’re buying from? Find out more at goo.gl/pckqDf #NCW 

● Have you had a problem after buying something from an online marketplace? 
Get advice on your rights from the Citizens Advice Consumer Helpline at 03454 
04 05 06. 
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● Selling something on an online marketplace? If you use the wrong postage you 
could be held liable if something goes wrong - make sure you know your 
responsibilities goo.gl/pckqDf #NCW 

● Do you know what your rights are when you order something for delivery - and 
what to do if the parcel doesn’t arrive? Follow our interactive journey of a parcel 
to find out more http://passtheparcel.cymru/ 

● If you’re selling something online, make sure to include a return address in case 
the delivery company can’t deliver it to your buyer. Read more top tips at 
https://www.citizensadvice.org.uk/about-us/our-campaigns/all-our-current-camp
aigns/NCW/what-are-your-rights/  #NCW 

Facebook 

● It’s National Consumer Week 2018. Have you had a problem when buying 
something from an online marketplace? Visit our website to check what your 
rights are and what you can do to resolve the issue 
https://www.citizensadvice.org.uk/about-us/our-campaigns/all-our-current-camp
aigns/NCW/what-are-your-rights/ 

● Lots of you will be buying presents from online marketplaces in the run up to 
Christmas – but do you know what your rights are when you do? This National 
Consumer Week, make sure you know your rights and what you can do if you 
have any problems. Get advice from the Citizens Advice Consumer Helpline or 
visit our website to find out more 
https://www.citizensadvice.org.uk/about-us/our-campaigns/all-our-current-camp
aigns/NCW/what-are-your-rights/ 

● If you’re doing any Christmas shopping on an online marketplace, websites 
where traders and private individuals list and sell products, make sure you know 
your rights. If you have a problem, such as a faulty good or no delivery,  you can 
get advice on what you can do from the Citizens Advice consumer service 
helpline at 03454 04 05 06. 

Useful links 

● Campaign page for stakeholders/campaigners 

● National Consumer Week 2018 resources 

● Citizens Advice consumer advice pages 

● National Consumer Week 2018 advice page 

● Contact the consumer helpline 

● Report to Trading Standards 

● Get Safe Online 
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