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15/070

	COMPLAINT NUMBER
	15/070

	COMPLAINANT
	A. Taurerewa

	ADVERTISER
	The Warehouse

	ADVERTISEMENT
	The Warehouse Pamphlet

	DATE OF MEETING
	4 March 2015

	OUTCOME
	Resolved


Complaint: The pamphlet for The Warehouse promoted various products at discounted prices. One of the product offered was a Milazo Ladies 26” Bike-in-a-box for $149. A small “A” in a red circle appeared by the description.  The “A” appeared at the bottom of the pamphlet and stated: “Available in most stores – see page 22 for details.”
Complainant, A. Taurerewa, said: “On Monday 9th February 2015 I requested from shop assistant for above product. She replied that it was not available in the country. She stated that they don't know if or when it will become available. I certainly was not impressed considering it was advertised in the mail out issued in our town and I had been waiting for a while to be advertised again…”
The relevant provisions were Basic Principle 4 and Rule 2 of the Code of Ethics.
The Advertiser, The Warehouse said: “… I have done some checking with the team here on availability of the bike in question for the period it was promoted.  

I am advised that we had plenty of stock to support this promotion when it was advertised, although not in the Te Kuiti store itself as I explain below.

The Te Kuiti Store is what we call a ‘small’ store (we have small, medium, large and extra’s which are XL).  Stores of different sizes receive different levels of product based on how much floor space they have for best use of space within those stores.  Due to being a ‘small store’, the Te Kuiti Store does not range the whole selection of bikes that are available through our network.

We also checked our mailer advertisement and note that this advert is displaying the ‘A’ next to the bike description.  The ‘A’ (in a red circle) is used consistently to show customers the product is ranged in ‘most stores’, but not all.  The A explanation is at the bottom of the page and refers customers to page 22 where the KEY is displayed.  This is a standard format for us.

When visiting the store, the customer should have been advised that they had several options for purchasing the bike, other than the response they were given.  These options were for the store to request the product be transferred to them from another store close by who does range the product, the team member could have checked our system and let the customer know which other stores in the local area did have stock of the item allowing the customer the option of purchasing from one of those stores, or the third alternative is the customer could have, while in-store, ordered the bike through our ‘Endless Aisles’ facility.  Endless Aisles is designed for smaller stores to be able to offer customers the whole range of products available through our larger stores, customers order online through this facility and can either have the product delivered to their home or the store.  The customer could also have purchased the bike online through our website.  

In this instance it appears that the customer did not notice the ‘A’ on the advertisement which would have alerted her that the item may not be available in her local store.  However, when in-store the customer should have been given the above options to help facilitate her purchase of the bike.  We will ensure this feedback is passed on to the store in question to ensure that staff are reminded of the options they can offer to customers when products are not ranged in their store…”
The Chairman noted the explanation given by the Advertiser that the product in question was marked with the “A” that indicated to customers that the product was available in most stores but not all. However, she also noted the Advertiser stated staff should have advised the customer of the other options available to purchase the desired product.
The Chairman noted the complaint was the result on a combination of factors, latterly the shortfall in the service given to the customer. While she acknowledged the frustration the service issue caused the Complainant, when looking at the advertisement itself, she said the product was clearly advertised with the qualification that the bike was not available in all stores. Therefore, the Chairman said it would serve no further purpose to place the matter before the Complaints Board and ruled the matter was resolved.  
Chairman’s Ruling: Complaint Resolved
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