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FOREWORD

Inception Report 

United Nations Guidelines for Consumer Protection

2004 and later revised over the period between 2016 and 2017. It was then published as a provisional advance 

main ones in which the consumer protection team is working. 

These guidelines for Consumer Protection Agencies are accompanied by a sister volume of Guidelines on 

Consumer Protection: Business engagement. They also form part of a series which also includes competition 

policy: Good Governance Guidelines: Independence and Transparency, and Competition Guidelines: Leniency 

Programmes

whenever possible. 
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1. INTRODUCTION

A consumer protection framework covers a range 

of institutional mechanisms which include consumer 

ensuring that consumer protection functions effectively 

and in a way that does not shackle the freedom of 

elements of a consumer protection framework are as 

follows:1

• A national consumer policy that sets out the 

protection, enumerates the rights of 

consumers, and apportions responsibility 

for consumer protection to appropriate 

• A designated consumer protection 

agency responsible for the development 

and application of consumer protection, 

whereby an agency can collaborate closely 

with the different relevant ministries and 

consult with other stakeholders such 

as consumer organizations, business, 

academics and the media.

This study draws upon the work of Consumer 

interpretations covering policy and narrower 

interpretations which concentrate on operational 

adopt elements of both approaches, although, 

line with our analysis. We refer to our guidelines 

as “recommendations” in order to distinguish 

them from those in the United Nations Guidelines 

for Consumer Protection

2 
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2. INTERNATIONAL CONTEXT AND BENCHMARKS 
FOR CONSUMER PROTECTION

2.1 UNITED NATIONS GUIDELINES FOR 

CONSUMER PROTECTION

There is no absolute “gold standard” for consumer 

comparative study is that of the United Nations 

Guidelines for Consumer Protection 

and unanimously agreed set of principles that have 

been endorsed by the United Nations General 

consumer protection.3 The UNGCP incorporates 

other bodies together with their principles and 

4

The UNGCP are not a uniform template by any means. 

priorities “in accordance with the economic, social 

and environmental circumstances of the country and 

the needs of its population, and bearing in mind the 

In terms of the structure of consumer protection 

agencies, the UNGCP are open in their 

“

infrastructure to develop, implement and monitor 

consumer protection policies.” Guideline 14 sets the 

goals that consumer protection policies should be 

aiming for, namely: 

A. Good business practices;

B. Clear and timely information to enable 

consumers to contact businesses 

easily, and to  enable regulatory and law 

enforcement authorities to identify and 

locate them. This may include information 

such as the identity of the business, its legal 

name and the name under which it trades, its 

principal geographic address, website and 

its telephone number and its government 

registration or licence numbers;

C. Clear and timely information regarding the 

goods or services offered by businesses 

and the terms and conditions of the relevant 

transaction

D. Clear, concise and easy to understand 

contract terms that are fair;

cancellation, return and refund of 

transactions;

F. 

G. Fair, affordable and speedy dispute 

resolution and redress;

Consumer privacy and data security;

I. Consumer and business education.

towards ensuring that consumer protection 

enforcement agencies have the necessary human and 

and to obtain or facilitate redress for consumers in 

appropriate cases.” This makes the crucial point 

about ensuring resources while leaving open to 

interpretation the precise form of the machinery. In 

actual processes of how to structure the relevant 

agencies to the relevant national governments. 

The United Nations Guidelines themselves have 

a structure which can be emulated by national 

sections are: 

III. General Principles;
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A. National policies for consumer protection;

B. Physical safety;

C. Promotion and protection of the economic 

interests of consumers;

D. 

consumer goods and services;

Distribution facilities for essential consumer 

goods and services;

F. Dispute resolution and redress;

G. 

Promotion of sustainable consumption;

I. 

J. Financial services;

K. 

divisions, notably the last one which singles out 

certain sectors for special consideration: food, water, 

pharmaceuticals, energy, public utilities and tourism. 

The “signposting” of the sections makes the UNGCP 

a relatively easy publication to navigate, in spite of 

being 99 paragraphs in total.

Despite the wide array of issues taken into 

sectors which receive little attention. Although there 

associated sectors of telecoms and digital products. 

Both trade law and intellectual property law do not 

feature with much prominence despite the importance 

regional integration. Where individual sectors are not 

by the other more “horizontal” provisions of the 

here that in actual legal terms the UNGCP are not a 

General Assembly resolution which was adopted by 

consensus. Thus, they carry a high moral authority 

persuasion has proved to be remarkably successful 

referred to and used the contents of the UNGCP. 

Recommendation 1: We recommend that the 

UNGCP be used by MENA jurisdictions as a 

checklist for consumer policy, consumer law 

and consumer institutions. This does not have 

to mean precise reproduction of the Guidelines, 

which, as the name suggests, offers much scope 

are free to go beyond the requirements of the 

Guidelines should they wish to do so. 

2.2 OTHER UNCTAD INSTRUMENTS

The UNGCP are not the only UNCTAD instruments 

Manual on Consumer Protection

currently being reissued in 2017 and an advance version 

5

the areas covered by the UNGCP and more, going 

into greater detail in sectors such as utilities, food, and 

level but there are also operational chapters devoted to 

consumer law, consumer agencies and associations, 

new chapters on recently emerging issues such as 

In addition, UNCTAD has recently completed some 

protection. Its Cyberlaw Tracker refers to the four 

In 2015, the Cyberlaw Tracker concluded that while 

legislation covering those areas is already in place 

in developed countries, developing ones are lagging 

behind.6 This is discussed in greater detail under 

2.3 ORGANISATION FOR ECONOMIC 

COOPERATION AND DEVELOPMENT 

countries and has a Committee on Consumer Policy 
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recommendations which have a degree of legal 

ministers. They also have undoubted intellectual 

are not legally binding but practice accords them 

great moral force as representing the political will 

7 The list of 

recommendations that have passed through the 

CCP is as follows:

• 

recommendations dating between 1977 

and 1989, the last of which pertained to 

• Consumer credit, 1977;

• 

Declaration on Consumer Protection in the 

Context of Electronic Commerce, revised in 

2016;

• 

concerning Guidelines for Protecting 

Consumers from Fraudulent and Deceptive 

Commercial Practices across Borders; 

• 2007, Recommendation of the Council on 

Consumer Dispute Resolution and Redress;

• 2014, Recommendation of the Council on 

Consumer Policy Decision-Making.

the privacy guidelines which are also cited in the same 

consumer protection Agencies. The dilemma which 

agencies face is that the potential scope for intervention 

is very vast while they have limited resources at their 

decision process and is as follows:8 

consumer problem and its source;

detriment;

consumer detriment merits a policy 

action; 

policy options;

and select a policy action;

policy review process to evaluate the 

effectiveness of the policy. 

The aspect that has attracted perhaps the most 

international attention is the analysis pertaining to 

“consumer detriment,” which, in itself, has become a 

such as the scale of the consumer detriment, who is 

to the economy other than those of the consumer. 

This analysis now focuses on steps 4, 5 and 6.  

Recommendation 2: Consumer protection 

agencies need to identify the seriousness 

of consumer detriment and the likely results 

of intervention before engaging their scarce 

actions. The OECD Toolkit places options in an 

evaluative logical structure and is, therefore, 

worth considering as an aide to helping consumer 

protection Agencies make judgments regarding 

the scope for, and effectiveness of, intervention. 

2.4 THE GROUP OF 20

The G20 is the grouping of the world’s 20 principal 

economies and has come to prominence in 

which were produced in 2011 and are cited in the 
9 This citation, 

also the Good Practice Guidelines of the World 

Bank.10 Conversely, the UNGCP cover some issues, 

including remittances, responsible lending and bank 

deposit insurance, which are not covered in the 

as a reasonable checklist for a very large sector, 

albeit not concentrated in one document. 
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2.5 INTERNATIONAL  STANDARDS 

ORGANISATION  

are the standards developed by the International 

bodies in cooperation with their national institutions for 

and businesses of international standards. For 

cent of annual sales revenues. This was in terms of 

according to the case studies commissioned.11 

Nations since 1949, only two years after the latter’s 

are from developing countries, and it currently has a 

portfolio of 21,500 standards. These have evolved 

from physical standardization of components and 

as customer services. The latter includes complaints 

handling procedures and corporate social responsibility 

commitments. Certain standards have landmark status 

12 

of digital goods and services, and also regarding 

the contribution that standards can make towards 

recognized by the United Nations General Assembly 

in the resolution adopting the revised UNGCP in 2015. 

the use of industrial standards in GL 33.  

encourage consumer input on the setting of 

on customer care in energy services.13

legally binding, unlike regulatory standards which 

can be enforced by administrative law through public 

bodies such as the consumer protection Agencies, 

such matters as testing laboratories, conformity 

conformity assessment results. The role of voluntary 

has struggled to keep up with technical changes. 

Accordingly, international trade law has recognized, 

the legitimacy of standards developed by bodies such 

Codex Alimentarius. They serve as a basis 

for regulatory standards and are referenced in United 

Nations GL 70. 

General Agreement on Tariffs and Trade, which allows 

provided that all countries are treated alike and that 

domestically produced goods.

or statute they can be adopted by governments as “off 

the shelf” regulations and adapted as governments 

absence of alternatives, they could be adapted in 

due course by legislators to impose good practice. 

for the protection of consumers, but also by the fact 

the Jordanian Food Law of 2015 makes provision for 

standards have become part of the architecture of 

consumer protection.   
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Recommendation 3: In order to reinforce the 

high level of attention to national standards in 

consumer protection legislation in the MENA 

region and to aid international trade and regional 

cooperation, consideration should be given to 

the adoption, in full or in part, of ISO and IEC 

standards. Government regulators may adopt 

standards as statutory requirements or they 

may encourage their adoption by companies - 

particularly in the absence of national standards. 

Which of these routes that ought to be adopted is a 

appropriate for legislation such as safety limits, while 

others are matters of good practice, such as principles 

of customer care.  

2.6 THE NOTION OF CONSUMER RIGHTS: 

UNGCP “LEGITIMATE NEEDS”

Guideline 5 of the UNGCP is the most widely 

referenced and is generally known as the “legitimate 

General Principles and often these “legitimate needs” 

are referred to informally as the “consumer rights.”

The “legitimate needs” which the guidelines are 

intended to meet are: 

A. Access by consumers to essential goods 

and services; 

B. The protection of vulnerable and 

disadvantaged consumers; 

C. The protection of consumers from hazards 

to their health and safety; 

D. The promotion and protection of the 

economic interests of consumers; 

information to enable them to make 

informed choices according to individual 

wishes and needs; 

F. Consumer education, including education 

on the environmental, social and economic 

G. Availability of effective consumer dispute 

resolution and redress; 

Freedom to form consumer and other 

relevant groups or organizations, and 

the  opportunity of such organizations 

processes affecting them; 

I. The promotion of sustainable consumption 

patterns; 

J. A level of protection for consumers using 

electronic commerce that is not less than 

that afforded in other forms of commerce; 

K. The protection of consumer privacy and the 

2.7 CONSUMER PROTECTION AND 

CONSTITUTIONAL PROVISIONS

In 2013, UNCTAD reported that “in many cases, 

consumer protection has been constitutionally 

enshrined and some countries have recognized 

consumer rights as human rights.”14 UNCTAD 

Court in 2012. In a 2016 publication sponsored by the 

International Law Association, their opening chapter 

on the UNGCP concludes that “it is undeniable that 

the UNGCP constitute an international reference for 

consumer protection and policy standards.” 

Algerian constitution mention consumers and the 

to the “commitment to the criteria of transparency 

and governance….taking into account…regulating 

market mechanisms…achieving balance between 

the interest of different parties to maintain the rights 

of workers and protect consumers.” The constitution 

refers also to particular sectors in a way that could 

be interpreted as establishing consumer rights, such 

mechanisms are enshrined in the constitution such 

 

note, other countries in the broad region also refer to 

consumer rights in their constitutions, including Turkey 
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constitutions incorporate some sort of consumer 

rights, although these do not necessarily correspond 

to the legitimate needs as outlined in the UNGCP.15  

Analysis of constitutional provisions indicates great 

differences in content. They emphasize “high level” 

principles such as: 

• The generic consumer rights that are to be 

the “legitimate needs” and;

• The freedom to form independent consumer 

associations and confer them with the 

represent both individual and collective 

process and in the courts.

takes precedence over all other laws, thereby 

strengthening, legitimizing and prioritizing any rights 

protection could be strengthened when anchored 

consumer protection was inserted into the Federal 

Constitution in 1988, although and according to C. L. 

in 1990. In 2001, the banking federation launched a 

challenge to the applicability of the CDC with regards 

to themselves, but the courts ruled in 2006 that 

the relevant constitutional provisions were indeed 

utilities, the CDC has also been applied to “merchant” 

arguments to the contrary.16

used elements of the Guidelines’ “legitimate 

needs” for provisions of their comprehensive 

regional trade agreements.17

Consolidated Treaty on the Functioning of the 

interests of consumers and to ensure a high level 

of consumer protection, the Union shall contribute 

to protecting the health, safety and economic 

interests of consumers, as well as to promoting 

their right to information, education and to organize 

themselves in order to safeguard their interests.”18 

It is written that “Union policies shall ensure a high 

level of consumer protection.” Other rights relevant 

to the legitimate needs are set out elsewhere in 

most appropriate for constitutional content. 

by constitutions but they may not necessarily be 

this are to be found in the access to basic public 

word “consumer” does not appear in the relevant 

clauses.19 Article 184 of the Constitution mandates 

the measures being taken to protect the rights 

of citizens when they concern housing, health 

care, food, water, social security, education and 

It is not for UNCTAD to recommend what states 

should insert in their constitutions. Nevertheless, they 

Observation 1: Constitutional law can be 

used to establish or reinforce fundamental 

consumer rights, as well as provide some 

guiding principles. In particular, constitutional 

provisions can be a tool for levering much 

needed improvement in levels of access to 

essential goods and services. 

2.8 CONSUMER RIGHTS IN THE MENA 

REGION

the UNGCP are cited in consumer protection 

is set out below in Table 1. In summary, all of the 

UNGCP.20 
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The insertion of four new “legitimate needs” into the 

and disadvantaged consumers.” In contrast, one 

Table 1: Consumer rights in national legislation in the MENA region

Algeria

Law No. 09-03 of Feb 25, 2009, on Consumer Protection and Repression of Frauds;

Articles: Obligations of suppliers rather than rights of consumers. Each obligation covered by a chapter: Hygiene and food safety; Product 
safety; Legitimate expectations of consumers: origins, quality, composition, conformity to regulations; Guarantees and after-sales service; 
Information; Moral and material interests.

Egypt

Law No. 67 of 2006, on Consumer Protection; 

Article 2. Right to health and safety; Correct information and data; Free selection of products; Personal dignity and respect of religious values; 
Information relating to rights; Right to join consumer protection organizations; Access to legal actions; Compensation for damages; 

Proposed revised law of 2014
sales. 

Jordan

Law No. 7 of 2017, on Consumer Protection Act;

Article 3. Consumer right to: Availability of goods and services without damage; Access to “complete and correct information” displayed 
on goods or services; “Clear and complete information before completion of supply process”; Selection without undue pressure; Proof of 
purchase; Prosecution of infringements and compensation; Information on suppliers.

Lebanon

Law of 4 February 2005, on Consumer Protection Law;  

Article 3. Consumer health and safety; Fair and non-discriminatory treatment; Information; Exchange repair or refund if goods non-compliant; 
Compensation for damages when used under proper conditions; Right to establish or adhere to consumer protection Association; Right to sue 
or assert rights through consumer protection Association or independently.

Morocco

Law No. 31-08, on Consumer Protection;

Preamble sets out consumer rights: Information; Protection of economic rights; Representation; Withdrawal from contracts; Choice; The right 
to be heard.

Tunisia

Law No. 92-117 of 7 December 1992, relating to the protection of consumers;

 Safety; Fairness; Information; Guarantee; Choice; Withdrawal; Compensation; Invoice/receipt.

State of Palestine

Law No. 21-2005, on Consumer Protection;

Article 3. Consumer rights: 1. To health and safety; 2. To fair treatment without discrimination; 3. To establish associations for consumer 

goods or services; Fair transactions with assurance of quality and reasonable price and right to refuse coercive transactions;  6. To access 
correct information; 7. Remedy by immediate litigation or through Consumer Associations; 8. Replacement, repair of goods and redemption of 
price, compensation for non-compliance; 9. Proof of purchase.

Source: UNCTAD MENA programme Inception Report 2015 and national legislation. 

covers “The protection of consumers from hazards 
to their health and safety.” This was set in 1985 and is 

does not appear in the consumer protection Act, but 

general obligation on suppliers. 
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however this has not prevented the development of 

wide participation in consumer institutions.  

patterns” rarely features; the clearest reference 

appearing in the Palestinian Consumer Protection 

Act as a right to live in a clean and safe environment. 

sometimes as an element of consumer education in 

for the Paris Climate Agreement on April 22nd 2016, 

consumer policy. 

protection for consumers using electronic commerce 

that is not less than that afforded in other forms of 

and should, feature indirectly in references to distance 

sales and in generic references to transactions, but 

the overall legislation. 

Observation 2: Generally, the impact of the UNGCP 

remains incomplete regarding the recently revised 

“legitimate needs” that were introduced in 2015. 

conclude that the UNGCP have made positive 

as well as other, narrower, legislation. Indeed, as 

protection, some national legislation has proved 

updating in 2015. 

Recommendation 4: The MENA countries, 

having found the “legitimate needs” of 

the UNGCP (GL 5) to be a useful reference 

point for their framework legislation, should 

continue to apply those principles and update 

seek approval by the General Assembly. 

economic interests of consumers.” It is inconsistently 

cited and not necessarily using the same terminology. 

the legislation is that the guidelines are assumed to 

be defended by the consumer protection Acts. This 

the right of the state to intervene, often through 

prosecution when correcting individual contracts that 

of consumer protection. Given the failings revealed 

becoming current again.

to enable them to make informed choices according 

to individual wishes and needs.” This is cited in terms 

here that choice has never been written into the 

UNGCP as an absolute.

both countries refer to the need to spread “consumer 

culture.” 

resolution and redress” is highly cited in terms of 

the role of consumer associations as litigants and to 

relevant groups or organizations and the opportunity of 

making processes affecting them.” In Jordan, the role 

of consumer associations is very prominent although 

it does not feature in the consumer protection Act’s list 
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3. CONSUMER POLICY AND CONSUMER 
PROTECTION LAW

It is a big step from the high principles of constitutions 

and human rights to the more prosaic details of 

legislation and other statutes. The UNGCP make clear 

that legislation is not the only route and the early years 

to seek other methods alongside legislation, including 

codes, “nudges” and consumer empowerment. The 

3.1 GENERIC OR SECTORAL LAWS?

if a government has not passed a comprehensive 

consumer protection act, then consumers are not 

not necessary for all of consumer life to be covered 

communautaire rather than search for a consumer 

protection Act in particular.21

The idea of a comprehensive consumer protection 

was widely circulated during the 1990s, particularly 

in regions with a degree of linguistic and legal 

region, the Francophone and Anglophone legal 

traditions have led in different directions during the 

law, while not totally abandoned, has been overtaken 

by the development of sectoral legislation that is often 

Food and Drug Administration in Jordan. The provision 

Consumer protection law can be promulgated through 

framework legislation that sets out certain broad 

principles and practices and which can be followed up 

Acts were passed in a number of countries during 

governments also made rapid progress during the 

1990 to 2000 period in incorporating consumer rights 

reforms after sectoral regulatory bodies were set up 

following an increase in participation by the private 

sector. A case to illustrate this point is Chile, where 

measures to help low income consumers. 

of a consolidated code and covers the whole spectrum of 

code was celebrated in 2015.22 Professor Claudia Lima 

the vulnerability of consumers is the touchstone…..the 

cornerstone that helped build this successful 25 years.”23 

distinct group; or future generations. The latter being a 

concept sometimes used in environmental law and which 

the sense that it does not enter into the management of 

particular sectors, but sets out generic rights of consumers 

across all goods and services. 

Recommendation 5: The approach to evaluating 

consumer protection legislation at national 

level should not be restricted to analysis of 

protection act. There needs to be consideration 

of the wider picture including sectoral legislation 

and/or regulation. 

3.2 FRAMEWORK LEGISLATION 

The directions that can be taken when analysing 

out the high level principles in framework legislation, 

particularly concerning fair transactions across all 
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sectors, while vertical legislation relates to the technical 

matters of economic sectors. 

general principles on fair trading are followed by detailed 

close attention to consumer credit. Indeed, the UNGCP 

themselves are an amalgamation of high level principles, 

utilities. This can lead to some confusion.  

critical areas that should be covered by consumer 

protection laws. These include: 

A. 

B. 

C. 

D. Prohibition of business conduct that 

consumer rights and regulation of conduct 

so that it does not encroach on those rights;

between consumers and suppliers;

F. 

of certain goods and services, including 

publicly owned providers;

G. 

emptive measures to protect consumers;

mechanisms for dealing with offences; 

I. Designation of an agency for consumer 

protection and prescribed roles for it; 

J. 

investigate, and act upon complaints by 

consumers as well as assist consumers in 

making and pursing complaints.

on the rights of consumers which belong in sectoral 

legislation, and other more general provisions such as 

fair business conduct and regulation of agreements. 

Given the wide scope of the framework and its 

diverse legislation, having such a structure is helpful. 

As previously discussed, the UNGCP state their 

Scope: This sets out the practical applicability of the 

the scope of the UNGCP. One might think it obvious 

that the scope is for the protection of consumers, but 

“consumer” is provided in the UNGCP, GL 3.24 The 

established by synthesizing the range of possibilities. 

Objectives: 

institution. The UNGCP contain a very clear set of 

emphasized. Crucially, it recognizes that consumers often 

face imbalances in their relationships with producers due 

to the disparities related to bargaining power, technical 

also to “responsive” production patterns, “high levels 

of ethical conduct,” “development of independent 

economic and social development and environmental 

protection.” The resolution that serves as an introduction 

responsible for interpreting the intentions of the legislators. 

consumer protection” within the completion of the single 

Principles:

perhaps, the “legitimate needs” of the UNGCP are the 

most widely discussed. They encompass the principles 

transaction; special measures for the vulnerable; and 

freedom to form associations. These elements all have 

moral dimensions. 
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are clearly laid out. This is especially true of framework 

legislation and applies across the range of consumer 

ranging principles as the scope is more obvious, and the 

purely theoretical approach. When faced with the 

constraints of legislative time, they will try to resolve 

a variety of urgent consumer issues within the same 

protection act is China, which adopted a new 

version of its Consumer Protection Act in 2013. This 

compensation to three times consumer payments 

enhances the position of the Chinese Consumers 
25

horizontal rather than sectoral. 

3.3 CONSUMER PROTECTION LAWS IN 

THE MENA REGION

to this analysis? We have seen in paragraph 2.8 that 

many of the UNGCP principles have been adopted by 

consumer protection acts in the region set out 

listed. The Jordanian draft Consumer Protection Act of 

2013 contained a preamble with “Determining motives” 

which referred, in turn, to “international practices,” 

Table 2: consumer protection Acts in MENA and their objectives

Algeria

Law No. 09-03 of February 25 2009, Consumer Protection and Repression of Frauds;

Article 1. This law aims to set applicable rules with regard to consumer protection and repression of fraud.  

Egypt

Law No. 67 of 2006, on Consumer Protection with a proposed revised law of 2014;

Jordan

Law No. 7 of 2017, on Consumer Protection Act;

Lebanon

Law of 4 February 2005, on Consumer Protection Law;  

Article 1. Objectives: Outline consumer protection rules for safety and quality of goods and services; Assert consumer rights and guarantee 
transparency of transactions; Protect consumers from fraud and misleading advertising; Prevent their exploitation.

Morocco

Law No. 31-08, on Consumer Protection;

Article 1. Objectives: To ensure that consumers have access to appropriate clear information with respect to goods and services used or 
acquired; To guarantee the protection of consumers with regard to contract terms, notably those concerning consumer credit, housing (mortgage) 
loans, advertising, distance and door-to-door sales; Development of legal/contractual guarantees regarding products, after sales services and 
compensation for defects; Strengthening of the consumer movement by allowing consumer protection associations to be recognized as public 
utilities and as litigants.

Application of all legislation related to the above is most favourable towards the consumer.    

Tunisia

Law No. 92-117 of 7 December 1992, relating to the protection of consumers;

Article 1. The objectives are to set rules governing product safety, the fairness of economic transactions and the protection of the consumer.  The 
law applies equally to suppliers and to advertisers.

State of Palestine

Law No. 21-2005, on Consumer Protection;

Article 2. This Law aims to achieve the following: To protect and safeguard consumers from health hazards, inequity, or economic losses; To 
provide goods and services without exploitation and manipulation of prices; To protect the rights of consumers to obtain compliant goods 
and services, and to ensure transparency of economic transactions; To ensure economic transactions in an expedited and accurate manner 
safeguarded by the law.

Source: UNCTAD MENA programme Inception Report 2015 and national legislation. 
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the “United Nations principles,” as well as the main 

oversight. Of note, this preamble was removed when 

the 2017 Act was passed. The Algerian Consumer 

Protection Act simply states that the law lays down 

applicable rules with regard to consumer protection 

and repression of fraud. Lebanon sets out the same 

as Algeria but goes into more detail when referring to 

misleading advertising. Tunisia sets out a similar set 

which specify advertising. 

which refers to clear information, contract terms that 

after sales services and compensation for defects. 

the strengthening of the consumer movement. The 

stated principle that legislation must be interpreted in 

the manner most favourable to the consumer is the 

UNGCP objectives - such as balancing interests 

of consumers and producers, promotion of 

business ethics, sustainable consumption, 

international cooperation, and development of 

consumer groups - all occur at various points 

in the MENA legislation.  Their inclusion is 

variable and they certainly would be given more 

prominence if political support promoted their 

national legislation.   

Scope: 

Consumer Protection Act, but generally it is implicit 

semantics or presentation. Where there is sectoral or 

consumer protection act, it is important to be clear 

that the consumer protection act applies. Care should 

consumers that may have been gained in sectoral 

dimension of consumer protection, is simply not 

mentioned then it needs to be clear that principles set 

out in the consumer protection act do apply. This is one 

of the reasons why principles are important.  A clear 

means that it is not covered by consumer protection 

law. 

provisions covering consumer protection - in 

particular sectors or forms of transaction - 

the principles set out in the general consumer 

protection acts should be presumed to apply.  

Table 3 below lists the provisions of the consumer 

protection acts within the region as sent to the 

UNCTAD secretariat and contained in the Inception 

common elements can be singled out. One is that 

concentrate heavily on institutions to such a degree 

where the membership of consumer protection Agency 

to primary legislation in such a way. This is discussed 

growing in importance due to environmental reasons 

standards but less emphasis on product liability 

Table 3: Scope of consumer protection acts in MENA region

Algeria

Law No. 09-03 of February 25 2009, on  Consumer Protection and Repression of Frauds;

Article 2. General scope: Goods and services, purchased or given, throughout consumption chain; Articles 4 to 8 on food safety; 9 to 10 on 
product safety; 11 to 12 on conformity to standards; 13 to 16 on guarantees and after sales service; 17 to 18 on information; 19 to 20 on moral 
and material interests (especially credit); 21 to 24 on consumer associations; 25 to 28 on agency inspectors; 29 to 34 on control procedures; 35 
to 38 on testing laboratories; 39 to 42 on sampling; 43 to 52 on expert evidence; 53 to 67 on safeguard measures and precautionary principles;  
and 68 to 93 on sanctions;

Other relevant laws: Health Law; Veterinary Law; Phytosanitary Law;  Law on Metrology;  Law on Standardization.
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Egypt

Law No. 67 of 2006, on Consumer Protection;

7 to 9 on product defects and liability; 11 on instalment payments; 12 to 22 on consumer protection Agency; 23 on consumer associations; and 
24 on sanctions; 

Proposed revised law of 2014;

3 proposed new rights: Protection in distance sales; Financial services; and Cross-border sales.

Jordan 

Law 7 2017. Consumer Protection Act;

advertising; 9 to 10 on consumer protection Council; 11 to 13 on consumer protection Directorate; 14 to 16 on Consumer associations; 17 to 
18 on legal representation; 19 to 21 on product liability; 22 on unfair contracts; 23 on criminal law; 24 on consumer protection law applicable 

Industry and Trade Law;

Competition Law;

Makes sure prices of goods and services are determined according to the free market mechanism;

Standards and Metrology Laws;

Protect human health, safety and the environment;

Food and drug Laws;

Ensure food and drug safety, and quality for human consumption.

Lebanon

Law No. 659 of 4 February 2005, on Consumer Protection Law;  

Article 3 on consumer rights; 4 to 10 on information; 11 to 14 on advertising; 15 to 16 on special offers; 17 to 27 on fair contracts including credit; 
28 to 34 on guarantees, spare parts and defects; 35 to 47 on product safety; 48 to 49 on prohibitions including metrology and counterfeiting; 51 
to 59 on distance and door-to-door sales; 60 to 64 on consumer protection Council; 65 to 66 including the new Article 8 on consumer protection 
Directorate; 67 to 70 on consumer protection associations; 71 to 81 on directorate procedures; 82 to 104 on dispute resolution; 105 to 127 on 

Morocco

Law No. 31-08, on Consumer Protection;

Article 2. Consumers operating in personal capacity; Articles 3 to 11 on information and proof of purchase; 12 to 14 on delivery; 15 to 20 on unfair 
contract terms; 21 to 24 on advertising; 25 to 44 on distance sales including Article 29 on e-commerce; 45 to 52 on door-to-door sales; 53 to 56 
on special offers; 57 on tied sales; 58 on pyramid sales; 59 on exploitation of vulnerabilities; 60 to 64 on lotteries; 65 to 73 on guarantees and 
after sales service; 74 to 111 on consumer credit; 112 to 141 on housing loans; 142 to 151 on general credit rules; 152 to 165 on consumer 
protection Associations; 166 to 172 on inspection procedures; and 173 to 195 on sanctions;

Other relevant laws: Law No. 24-09 on Security of goods and services;  
Law No. 28-07 on Sanitary security of foodstuffs;
Law No. 09-08 on Protection of private data of physical persons.

Tunisia

Law No. 92-117 of 7 December 1992, relating to the protection of consumers;

guarantees; 21 to 31 on agency procedures; 32 to 48 on sanctions; and 49 on expert evidence; 

Other relevant laws: Law No.  91-64 of 29 July 1991, relating to competition and prices;
Law No. 2009-69 of 12 August 2009, relating to distributive trades;
Law No. 98-40 of 2 June 1998, relating to sales techniques and to commercial advertising;
Law No. 98-39 of 2 June 1998, relating to credit sales;
Law No. 2000-83 of 9 August 2000, relating to electronic commerce;
Law No. 94-41 of 7 March 1994, relating to foreign trade;
Decree/Arrêté of the Minister of Commerce of 3 September 2008, relating to labelling and presentation of 
pre-packaged foodstuffs;
Other sectoral laws:  transport, telecoms, insurance and banking. 

State of Palestine

Law No. 21-2005,  Consumer Protection;

No stated scope. Articles 4 to 6 and 23 on consumer protection Council; 7 to 14 on safety; 15 to 22 on impartiality of transactions; 24 to 26 on 
fair transactions and supplier obligations; 27 to 31 on sanctions; and 32 on time limit for legal action; 

Other relevant laws: Palestinian Standards Law No. 6-2000;
Public Health Law No. 20-2004.

Table 3: Scope of consumer protection acts in MENA region

Source: UNCTAD MENA programme Inception Report 2015 and national legislation. 
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strict liability is now widely accepted. This means that 

or bad faith on the part of the supplier. This issue is 

discussed in further detail in the parallel Guidelines to 

This survey of scope is too lengthy to review in detail. 

set out below. 

Algeria: The Consumer Protection Act sets out the 

powers of the consumer protection Agency and 

clearly refers to goods and services throughout the 

consumption chain. It enters into some sectoral detail 

regarding food safety and Articles 53 to 67 specify 

issue in consumer protection worldwide and does not 

agreement of the WTO and allows states to take 

measures against particular products where there is 

involved in consumption, or use of the product. This 

uncertain. 

Egypt:

Protection contains provisions on labelling and 

registration and trademarks, and undisclosed 

information. It provides for the establishment of the 

The Consumer Protection Agency has prepared a 

new draft of the consumer protection Bill which has 

The latter now incorporates small traders and artisans. 

including the Internet.

A potentially powerful restriction within the draft law 

is that advertisements may not be disseminated for 

any products before obtaining a license from the 

competent authority. In order to be granted such a 

standards. The draft law increases the period for 

returning and replacing defective goods from 14 to 

maintenance centres during the presumptive lifecycle 

permitted to return any purchased items, having a 

to give a reason. Of note, any contractual conditions 

Jordan: A new Act on Consumer Protection was 

passed in early 2017. It does not enter into individual 

potential clashes of legislation, it contains the key 

the consumer protection act is detailed in the following 

manner, “In addition to the relevant legislation, 

the provisions of this Law shall apply to suppliers 

submitted to sectoral regulatory bodies.” This is a 

crucial inclusion as it means that protections not 

under the consumer protection act. This demonstrates 

the complementary nature and interconnectedness of 

horizontal and vertical legislation.26

Lebanon: The Lebanese Consumer Protection Act also 

covers institutions and general consumer protection 

issues without entering into sectoral detail. 

of consumers, particularly in recognition of the need for 

the protection of private data of physical persons.

Tunisia: The Tunisian framework law is relatively brief, 

having been drafted when consumer protection laws 

were at an early stage in global terms outside of the 

long list of laws and decisions relating to consumer 

protection, in addition to the general consumer 

Particularly noteworthy for this report is the Law No. 

commerce. In Tunisia, this was passed well in 

advance of many other countries and indeed prior 

transport, telecommunications, insurance, banking, 

including the 1998 law that covers credit sales. These 

laws are considered to have been relatively successful 

in providing comprehensive consumer protection, and 

they were achieved by a sectoral strategy approach 

rather than a new generic consumer protection act. 

State of Palestine: Likewise, the Palestinian 

Consumer Protection Act does not enter into sectoral 

law and is reinforced by public health and standards 

law.
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4. INSTITUTIONAL ARCHITECTURE OF CONSUMER 
PROTECTION AGENCIES

otherwise regulated by other laws and regulators. In 

other words, the consumer protection Agency could 

overrule sectoral regulators. In practice, very few 

performance standards have been set as the task 

is simply too vast. In anticipation of such problems, 

reference to international standards. 

As a way of simplifying the problems that emerge when 

facing a multiplicity of statutory standards, in 1979, 

recognition. Goods produced to safety standards 

deemed to satisfy standards in another importing 

a more harmonized procedure and introduced strict 

liability. The initial “minimum” harmonization evolved 

with mutual recognition becoming redundant if 

market.29

Post-market controls:

some regional associations such as the Association 

ranging powers to ban products after their entry into 

the event of a voluntary recall, unlike in Australia where 
30 One would not want to 

discourage voluntary recalls by imposing sanctions on 

in informing consumers should the recall be reinforced 

and disseminated by the appropriate consumer 

of a defect that is discovered by the supplier without 

specifying the concept of a voluntary recall. Likewise, 

the Lebanese legislation contains similar provisions. 

Systems for monitoring and surveillance should 

be in place regarding consumer problems in the 

marketplace. This includes the full range of consumer 

4.1 STRUCTURE AND FUNCTIONS OF 

CONSUMER PROTECTION AGENCIES: 

GLOBAL PERSPECTIVE 

The function of consumer protection falls within both 

public and private bodies and may be conferred by 

of their status. Below is a list of the functions that 

are needed to protect consumers throughout the 

production chain, and information on the kinds of 

bodies which have been developed to carry out those 

functions. A wide range of bodies are involved and 

consumer protection Agencies need to acknowledge 

this involvement as well as gain access to the relevant 

Functions:

Mechanisms for compliance or enforcement of 

product safety or integrity laws should be in place, 

mechanisms include product recalls together with the 

Pre-market controls: The potential scope of 

consumer protection enforcement is vast; its priorities 

will always have to be set, and the work of sister 

bodies will need to be called upon. Not all bodies 

concerned with these processes need to be part of the 

machinery of government; indeed, they are not obliged 

to be wholly dedicated to consumer protection. For 

to national or regional variations, and the products 

this regulatory regime was introduced in 2011.27 This 

the work of bodies other than the consumer protection 

agencies. 

Act 1999, the general regulator can apply standards 
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consumers themselves such as defective products, 

region still apply price regulations for a wide range of 

products. This is sometimes viewed as outmoded, 

nevertheless, it should also be borne in mind that 

service providers through the use of usury laws, and 

countries studied have such mechanisms in the 

legislation. 

Consumer redress mechanisms in the event 

of consumer complaints should be affordable, 

accessible, independent and provide prompt redress 

mediation and arbitration are useful in ensuring that 

mechanisms within the consumer protection 

Agencies. In doing so, this closely follows the UNGCP 

which establish the general “legitimate need” in GL 

speedy dispute resolution and redress.” The UNGCP 

do not necessarily envisage state organized dispute 

resolution mechanisms, but neither do they rule it out. 

development of fair, effective, transparent and impartial 

mechanisms to address consumer complaints 

mechanisms. Not all redress mechanisms have 

to pass through the consumer protection agency 

progress in consumer protection in recent years has 

been the development of alternative dispute resolution 

mechanisms. The recognition of such mechanisms 

throughout the region. 

Consumer education and information 

programmes should be made available to consumers 

so they can protect themselves and become 

responsible consumers. Consumer education may 

be incorporated into school curricula. Information 

programmes may be supported by national consumer 

protection programmes and can be conducted 

through the media and other community activities, 

often with the assistance of consumer organizations 

encouraged by consumer protection Agencies 

and by their advisory councils. It should also be 

noted that there is a need to educate suppliers and 

law and standards, and in the possibility of developing 

consumer friendly mechanisms for better relations. 

International co-operation and networking is 

essential among consumer protection agencies in 

sharing of information and reciprocal enforcements 

of multilateral agreements on consumer protection 

also necessary to develop common positions when 

negotiating for standards and other measures. This is 

Institutions: 

Government agencies may be departments 

of consumer affairs placed within ministries or 

administer and enforce consumer protection laws. In 

some countries, there are also Consumer Advisory 

and serve as a consultative mechanism to advise 

the Government on consumer protection policies. 

councils are needed is because not all matters 

of interest to consumers are administered by the 

designated consumer protection Agency. Indeed, as 

relating to food, health and nutrition may be managed 

or a Central Bank; consumer education under the 

designated with the responsibility for the management 

measures will ensure that consumer interests are 
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Statutory/non-statutory standards bodies may 

established to set standards for product safety and 

countries have national standards bodies with an 

negotiates standards between representatives of 

industry and other stakeholders, including consumers. 

Of the countries being studied here, all are members 

standards at national level. All the bodies participating 

Ombudsmen

referred to as El Defensor del Pueblo and provides the 

public with information and advice on consumer rights. 

mediation and arbitration. In 1974, the International 

by the constitution or by action of the legislature or 

Parliament and headed by an independent high level 

employers or who acts on his or her own motion, 

and has power to investigate, recommend corrective 

actions and issue reports.” 

Ombudsmen developed in order to deal with 

imposed by government, sometimes developed 

voluntarily by industry. A further variation of the model 

remains within the public sector but envisages a 

between the government and the citizen, the 

value to the overall accountability framework of a 

country.31 This is facilitated by the Ombudsmen 

logging the total number of cases while taking care to 

arising from the cases brought to them. 

They generally assume the classical role of handling 

complaints regarding practices and decisions taken 

by public administration. In Tunisia, the Mediateur 

Administratif

“decree, procedure, practice or act of refusal by public 

the Ombudsman “Al Waseet” reports to the King and 

aim is “to improve relations between the administration 

and its citizens.” 

Professional and industry associations: Professional 

and industry associations may conduct their own 

complaints handling and disciplinary proceedings 

against their members and develop Codes of 

protection agencies. Aggrieved consumers may refer 

their problems to these mechanisms for settlement. 

Alternatively, some companies may have set up their 

own complaints handling mechanisms for consumers 

so that they can refer their grievances about products 

bodies are referred to as Ombudsmen. These 

mechanisms are discussed in the accompanying 

takes in some of the functions mentioned above. The 

process of “registration” for liberal professions has 

branch of public policy as well as a form of corporate 

governance, and no longer simply refers to the 

regulation of products and services or to complaints. 

Attracting a wider range of stakeholders than actual 

companies, governments may choose to rely on such 

is tantamount to legal compliance.

representative group of individual consumers can 

become a strong contributing force to public policy. 

The independent consumer movement is now well 

recognized in many consumer protection regimes as a 

legitimate representative of the interests of consumers. 
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Thus, consumer representatives are called upon 

where they voice the views of consumers. In more 

being granted legal standing to bring cases on behalf 

of consumers. They can also provide consumers 

and services based on tests and surveys they have 

conducted. The development of consumer protection 

being provided for in the consumer protection acts of 

all the countries. 

4.2 STRUCTURE AND FUNCTIONS OF 

CONSUMER PROTECTION AGENCIES 

IN THE MENA REGION

Faced with the array of functions set out in 4.1.1 above, 

which of them should be administered by consumer 

protection Agencies in particular? The UNCTAD 

When an agency is delegated with both rule making 

and administrative powers, its powers may mandate 

it to:

A. 

competition laws;

B. 

designated types of business activities; 

C. Issue administrative rules to regulate 

conduct of business entities and ensure 

protection of the consumer interest;

D. Advise the government on appropriate 

measures for consumer protection;

intergovernmental committees;

F. Advise consumers and businesses of their 

rights and obligations under the relevant 

consumer protection laws;

G. Conduct, or commission, market surveys 

and research into consumer protection 

problems;

Conduct or commission product testing 

information to  consumers;

I. 

consumer tribunals or other mechanisms 

for the mediation of consumer claims;

J. Consult with relevant stakeholders to 

understand consumer issues and develop 

policy to address problem areas;

K. Organize public education and information 

programmes independently or in 

collaboration with consumer organizations 

or business entities; 

L. 

at international negotiations on individual 

cases and discussions of international 

policy.

Not all of the above functions are adopted by all 

these points would be within their potential ambit. The 

manual concludes: “The UNGCP show a large degree 

and geographies, with a focus more on results than 

a wide range of approaches to the precise location 

of consumer protection within the institutional 

architecture of Government.” 

Good Governance Guidelines for competition in the 

structure of enforcement systems in that, in some 

countries, the investigative arm of the … authority is 

either as a separate, collegiate body in the form of 

a board of commissioners or a council. It might be 

of importance they attach to awarding independence 
32 

Although this was applied to competition, the same 

issues are, nonetheless, relevant to consumer 

protection. The report elaborates further, stating: “The 

developing regions is to establish … enforcement 

regimes comprising separate institutions that have 

substantial administrative autonomy from traditionally 

of developing countries and economies in transition.”

One contrast between competition and consumer 

in terms of sectors, transactions and legislation. 
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Table 4: Jurisdiction and powers of Consumer Protection Agencies in the MENA region

Algeria

Law No. 09-03 of February 25 2009, on Consumer Protection and Repression of Frauds;

Agents 24/7 access to premises; Authorised laboratories with accreditation; Samples; Application of precautionary measures; Fines enforced 
by courts. 

Egypt

Law No. 67 of 2006, on Consumer Protection;

Proposed revised law 2014;

Functions of Consumer Protection Agency: Receive complaints; Technical support to ministries; Support and review NGOs in consumer 
protection; Cooperate with regulators.

New Egyptian Constitution, 2014;

Article 27 maintains the legal framework of the Consumer Protection Agency.

Jordan

Law No. 7 of 2017, on Consumer Protection Act;

Article 9. Consumer Protection Council will be formed as directed by the minister of Trade, Industry and Supply. Directorate responsible for 
market surveillance, receiving complaints and informing relevant sectoral authorities. Staff “have the status of the judicial police,” with powers 
of entry and inspection. 

Lebanon

Law No. 659 of 4 February 2005, on Consumer Protection Law;  

Article 61. Consumer Protection Council; Article 63. Consumer Protection Directorate in the Ministry of Economic Development and Trade. 
Directorate scrutinizes advertising and enforces correction; Weights and measures; Consumer contracts; Testing goods at accredited 
laboratories; Suspension of sale if necessary, applying precautionary principles. Article 60. National consumer protection council may make 
proposals. New Article 8. Directorate ascertains quality and safety; Controls prices; Prepares consumer education materials; Conducts research. 
Article 82. Dispute-settlement mechanism; Mediator appointed by Minister. Article 128. Fines and penalties applied by courts but inspectors 
can share in the proceeds, including when not commissioned.

Morocco

Law No. 31-08, on Consumer Protection;

Department for Consumer Protection in Ministry of Investment, trade and digital economy. Investigators in 29 provincial delegations. Local 
market surveillance inspectors and control unit for merchant websites. Article 18. Price threshold reference to sectoral regulators. 

Tunisia

Law No. 92-117 of 7 December 1992, relating to the protection of consumers;

 Article 15.  Conseil national de protection du consommateur meets biannually at initiative of chair, presided by the Ministere du commerce 

State of Palestine

Law No. 21-2005, on Consumer Protection;

Article 4. Consumer Protection council. Council has executive authority. Article 5. 1. Liaison between all bodies concerned with the protection 
of consumers; 2. Supporting the role of consumers in the national economy; 3. Participating in policy-making regarding safety and quality; 
4. Adopting educational programmes including those on the environment; 5. Developing special plans and programmes related to consumer 
rights; 6. Following up governmental policies and monitoring competent authorities; 7. Taking part in organizations with similar objectives on 
the Arab and international levels; 8. Monopoly control with recommendations to ministry; 9. Standards and quality of goods; 

Ministry of National Economy competent authority, including listing consumer protection associations. Also monitoring Israeli products from 
settlements; combating counterfeiting; courts have executive powers.

Source: UNCTAD MENA programme Inception Report 2015 and national legislation. 
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Furthermore, many sectoral regulators also have to 

care for consumers, leading to a certain dispersion 

protection area are very small compared with the kinds 

of cases that are usually brought to a competition 

to be dealt with by locally based inspectorates. 

Nevertheless, and discussed below, the global 

the development of autonomous communication 

channels to the public. 

is: how do the functions of the consumer protection 

consensus list of functions set out above, and what 

The functions listed above and in the UNCTAD manual 

all feature in the work of consumer protection agencies 

in the region. The least evident from perusal of the 

prominent in the legislation. 

inspectorates staffed by government functionaries 

who are often based in local Governorates, and under 

of the consumer protection Agencies usually have the 

powers to enter and search business premises and 

impose sanctions, or seek their imposition through 

the courts. This is the geographical model that has 

service with local presence as with the French Direction 

Générale de la Concurrence, de la Consommation et 

de la Répression des Fraudes

Typical legislation allows for the ministry to be advised 

by a council with membership drawn from business 

and from consumer associations, but also from the 

Council and Directorate. The least evident in this 

out clearly in terms of market surveillance. 

Directorate are clear, there is still a potential confusion 

regarding the role of government members. It is 

worth considering whether ministry participants 

should be observers rather than full members of 

such advisory Councils. This would at least mitigate 

called “independent” advice to bodies on which they 

serve as full members. This stated, it is striking to 

see the scope for consultation structures, although 

not all of them are functioning as yet. Jordan, for 

 Inception Report as 

seeking to establish the national council. The 

attendance of the relevant sectoral ministries allows 

and government and that, by all accounts, is an 

the Inception Report

partnership committees with the private sector, and 

often along sectoral lines. 

One matter of potential concern is the scope 

individual cases. We have noted an ambiguity in 

the Palestinian legislation. This also seems to be 

implied by the yet to be enacted provisions for 

Agency to issue mandatory resolutions regarding 

any disputes between businesses and consumers. 

resolution to be enacted at the level of the board. 

In contrast, considerations made by the board 

that concern actual issues raised by a case seem 

relevant as opposed to any decisions being made 

on a case. 

Observation 4: The development of multi-

stakeholder models for consultation with 

consumer protection agencies supports the 

belief that the inclusive spirit of the UNGCP 

is being recognized throughout the MENA 

region. However, there are risks regarding the 

Recommendation 8: Attention should be 

paid to the necessary separation of roles in 

the development of agency structures while 

maintaining the involvement of a wide range 

of stakeholders in advisory and consultative 

roles.  
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4.3 RESOURCES AND ACCOUNTABILITY

Any mention of the annual reports in the legislation 

and budgets of the consumer protection Agencies 

the common status of the agencies as directorates 

public visibility and sometimes less than other 

consumer organizations such as the vibrant consumer 

Institut National de la Consommation.  

The global trend is for greater autonomy, not so much 

bodies are set up as consumer councils funded by 

government, but without enforcement powers. This 

institutions that handle complaints.   

One concern about budgets that relates to the practice 

in some countries is the partial funding of consumer 

raises several issues, one of which is the inevitable 

to be levied. The Governance Guide on competition 

enforcement action, this is considered with suspicion 

in most countries, as this could give the … authority 

incentive to take inappropriate actions to impose 
33 It is 

its strategy away from penal sanctions and towards 

from doing so because of any loss of revenue. 

A further point of concern is the risk of corruption if 

the actual aim of the service should be to reduce 

the infractions. This can deteriorate into imposing 

for not pursuing cases. This scenario has been known 

is not to detract from the need for penalties but rather 

to highlight the general worry about the link between 

penalties and institutional funding, which could have 

the effect of discouraging other models. 

within the guidance document on competition in 

MENA: “The role of the parent ministry and/or the 

Ministry of Finance, Treasury and/or the auditor 

general, and ultimately Parliament, is especially 

important when it comes to accountability in 

the budgetary process…In some countries, a 

detailed operational strategy is an additional 

requirement tied to the authority’s budget 

allocation.” In addition, such transparency is also 

important as an aid to constructive involvement 

of consumer associations and through them, the 

general body of consumers. 

consumer protection Agencies as follows: “There 

is no single best model for consumer protection 

agencies, as history and geography are legitimate 

can be discerned … the autonomous functioning of 

a consumer protection agency allows it to develop a 

In this regard, a local presence of some kind is a big 

advantage, as many markets remain local, especially 

for the poor, despite the sophistication of modern 

electronic commercial relations. It is interesting to note 

that many of the agencies located within ministries have 

autonomous position in formal or legal terms.  The 

precise form of the institutional architecture does not 

seem to be the determining factor in public recognition 

Agencies, whether acting within Ministries or more 

through reporting on their own activities and on 

the “state of the nation” in consumer terms. As 

is increasingly happening worldwide - and in the 

case of Ombudsmen - they should report on the 

issues emerging from analysis of the problems 

being brought to their attention by their complaints 

handing service. Then, they should have the right 

to propose administrative or regulatory solutions. 

This can happen either through the advisory 

councils to which they report or in their own right. 

In any event, such reports which may take the form 

of presentation of options ought to be made public. 
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4.4 STAKEHOLDER PARTICIPATION IN 

CONSUMER PROTECTION

As Table 5 sets out below, the participation of 

stakeholders in the work of consumer protection 

written into the Consumer Protection Acts. This is 

Table 5: Membership of consumer protection agencies and related institutions

Algeria

Law No. 09-03 of Feb 25, 2009, on Consumer Protection and Repression of Frauds;

Article 24. National Council for consumer protection to make policy proposals; set out in same section of act (Ch. 7) as consumer protection 
Associations. Membership and competences set out in regulation. 

Egypt

Law No. 67 of 2006, on Consumer Protection;

Article 13. Agency Board of Directors, 15 members nominated by minister, 2 from the Ministry of Trade and Industry; VP of state council; 2 from 
consumer associations; 1 from union of consumer associations; 1 from consumer co-operatives; 1 from Chamber of Commerce; 1 from the 
Association of Egyptian Industry; 3 members with related experience; 3-year terms, renewable once.

Jordan

Law No. 7 2017, on Consumer Protection Act;

Article  9A. Consumer Protection Council to be chaired by minister. Members comprise the Secretary General of Ministry; the Director General 
of Standards Institute; the Director General  of Food and Drugs Agency; Ministry of Environment; Ministry of Tourism; Amman Municipality; 
Jordan Chamber of Commerce; Jordan Chamber of Industry; Chair of Union of Consumer Protection Associations; Representative of consumer 
protection Associations. Higher Education Institutions; Federation of Farmers; 2 representatives of the private sector; 4 categories, 2-year 
terms, renewable once. 

Lebanon

Law of 4 Feb 2005, on Consumer Protection Law;  

Article 60. Under Ministry of Economy and Trade; Director General  of Economy and Trade, Industry, Agriculture, Public Health, Environment, 
Tourism, Telecoms, Information, Education; Chair of Institution of Standards and Metrology; Chambers of Commerce, Industry and Agriculture, 
Industrialists Association, Syndicate of Advertising Agencies, 2 representatives of consumer protection Associations appointed by Minister. 

Morocco

Law No. 31-08, on Consumer Protection;

2015); Of note: judicial role of National Federation of Consumer Associations potentially important – see Table 6 below. 

Tunisia

Law No. 92-117 of 7 December 1992, relating to the protection of consumers;

State of Palestine

Law No. 21-2005, on Consumer Protection;

Authority, Standards Institute, professional associations including Chamber of Commerce, consumer associations (5 representatives); Power 
of request to Minister. 

there are very precise allocations of places in the 

advisory commissions to the consumer protection 

Agency. The membership of these councils includes 

governmental organizations such as consumer 

associations.  

Source: UNCTAD MENA programme Inception Report 2015 and national legislation. 
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The consumer protection agency, as a Directorate of 

to consult with other government departments. This is 

consumer protection councils, but that may not be the 

most appropriate or effective forum for consultation 

around investigation for serious breaches of statutes. 

mandates consultation with the accreditation council 

to the standards institution with a view to setting 

“binding technical instructions.” Likewise, Tunisia 

mandates cooperation with the national standards 

body, the national council against counterfeiting, and 

the national council on services. 

Recommendation 11: It should not be necessary 

to mandate government ministries to consult 

or to be consulted by the consumer protection 

agency. It should go without saying that as 

fellow agencies of government, each body 

should have the freedom and the duty to consult 

and be consulted as appropriate. The consumer 

protection agency, covering as it does the entire 

consumer landscape, should have this right 

clearly stated in its mandate.

not be necessary to make detailed provision such as a 

given number of meetings per year, which could easily 

substantive agenda. 

Role of consumer associations: Table 6 below 

sets out the relevant articles of the national consumer 

protection Acts governing the establishment of 

consumer associations and the rights and functions. 

The various consumer protection Acts bestow high 

registration or deregistration. There are rules governing 

have activities with a revenue raising element such as 

normal practice such as under the rules of Consumers 

will involve some engagement with the political process 

to be partisan on behalf of consumers without aligning 

with a party. These issues can be delicate. 

case of consumer protection agencies. Government 

support for consumer associations is widely accepted 

solutions. It is to be welcomed that associations are 

granted locus standi

elsewhere in the world. While we cannot clearly 

establish cause and effect, there is an obvious risk 

protection agencies rely on the courts rather than 

consumer protection agency revenue, but consumer 

Observation 6: The independence of consumer 

associations is a vital principle listed in the UNGCP 

under the Objectives (GL 1e). Associations such as 

the “freedom to form” are listed in the “legitimate 

needs” (GL 5h). There are, nevertheless, various 

prospect of withdrawal of government funding, or 

legal through the registration process, or judicial via 

the risk of loss of locus standi. It is highly positive 

that locus standi is generally legislated. Registration 

and funding could conceivably lead to pressure 

(or perceived pressure) to follow government 

directives. However, MENA governments have 

already undertaken moves to respect their 

independence through their endorsement of the 

UNGCP Guidelines cited above. 
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Consumer education: One vital form of communication 

between consumer protection Agencies and consumers 

is through consumer education, whose importance 

government agencies and consumer associations 

preparing consumers for the marketplace and also 

and so their participation can be an additional form of 

cooperation with government. 

As a word of caution, we should warn against 

Recommendations on Principles and Good Practices 

for Financial Education and Awareness warned 

Table 6: Rights and functions of consumer associations

Algeria

Law No. 09-03 of February 25 2009, on Consumer Protection and Repression of Frauds;

Article 21. Legal registration; Article 22. Judicial access; Article 23. Group representation; Article 24. National council.

Egypt

Law No. 67 of 2006, on Consumer Protection;

information, violations of the above, reporting of problems to CPA; Spreading “consumer culture,” no revenue from suppliers.

Jordan

Law No. 7 2017, on Consumer Protection Act;

Articles 13 and 14. Protection and supervision of consumer protection Associations; Article 15. Functions: Education/awareness; Advice and 
guidance; Receive complaints and take actions; Conduct or intervene in litigation; Represent consumers in bodies taking complaints against 
suppliers; Survey prices, quality, reliability; Report to relevant authorities; Consumer/producer liaison and dispute resolution;  Research databases; 
Article 16. Union of Consumer Associations: Coordination; Supervision of interests; Represent associations; “rationalization of consumption”; 

Lebanon

Law of 4 February 2005, on Consumer Protection Law;  

authorities; Article 67. Functions: as above plus testing, litigation and media; Article 3. Membership listed as consumer right; Article 69. Special 

fund).

Morocco

Law No. 31-08, on Consumer Protection;

development of associations and “culture consumériste”; Article 157. National federation with judicial locus, individual associations with 
authorization; Article 158. Group action only if authorized in writing by consumer, very detailed provisions follow; Three federations listed – 
regionally based; 60 or more associations.  Fondation Marocaine du Consumérisme reported in 2015.

Tunisia

Law No. 92-117 of 7 December 1992, relating to the protection of consumers;

Represented on national council; Organization for defence of the consumer; Association 20 million consommateurs; Tunisian association for 
information of consumer.

State of Palestine

Law No. 21-2005, on Consumer Protection

consumer rights, formation and litigation; Article 4. Five members on national council; Article 6. National register with Ministry of National 
Economy;

Source: UNCTAD MENA programme Inception Report 2015 and national legislation. 



26

Guidelines on Consumer Protection: Agency Structure and Effectiveness 

to complement.”34 A World Bank study reinforced 

transitional economies, writing “Financial education 
35

provisions and if they do it is only when they are making 

under consideration. Therefore, targeted transaction 

advice can be helpful but some consumers may 

Transactions are often carried out on small computers 

comprehension. 

Recommendation 12: Consumer Protection 

Agencies should take care not to try to transfer 

the burden of consumer protection to consumers 

regulatory bodies still have an important job to do 

in guarding against abusive business practices. 

Box 1: Consumer education programmes in the MENA region

Algeria: A Guide for the Algerian Consumer has been produced by the consumer protection Directorate 

as well as more specialist ones such as the Guide on the cold chain, handbooks on telephones and 

are also held at local and national levels, and in cooperation with consumer and professional associations. 

Egypt: The Consumer Protection Agency has developed a public outreach programme in coordination with 

and obligations are incorporated in all primary school curricula. NGOs work together with the consumer 

to discuss consumer protection issues and the Consumer Protection Agency regularly briefs around 40 

Lebanon: As part of the consumer protection Directorate’s awareness campaign, more than 300 presentations 

on consumer rights and duties inside schools and universities were made during the three years leading up 

to 2015. The consumer protection Directorate launched a programme for student volunteers to be part of its 

to educate students about issues related to consumer protection, such as food safety. To create awareness 

Facebook page and Twitter account titled “Consumer Protection Lebanon.” They then sent short message 

and its mobile application. Other advocacy events included the yearly preparation of features about 

Morocco: 

as to assist them in their efforts of advising, educating and enlightening consumers. 

State of Palestine: The introduction of a computerized system at the Consumer Directorate has permitted 

various media awareness campaigns to evolve and these provide protection for many of the commercial 

agents while also facilitating consumer protection in the services sector as well as new sectors. At the same 

time, this development also addresses the issue of products from settlements.

Source: UNCTAD.
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4.5 INTERNATIONAL COOPERATION 

on Consumer Protection of 22 December 2015 recognizes 

preamble is “coordination and partnership with established 

multilateral organizations,”36

that the aim of the UNGCP is “to further international 

on testing, and on consumer information and education. 

Guideline 80 calls for strengthened information links 

which is vital for consumer safety. Guideline 81 asks for 

work towards ensuring that differences between countries 

the caveat made in Guideline 83 that national consumer 

protection agencies retain authority. This implies that 

Guideline 85 envisages bilateral and multilateral 

arrangements. Guideline 88 states that national authority 

with foreign counterparts. In other sections, the need for 

services; and GL 78 details tourism. 

various cooperation activities. These involve reviewing and 

activities on consumer protection issues for member 

The UNCTAD Implementation Report

wide variety of cooperation initiatives between member 
37 It lists several bilateral cooperation agreements, 

building activities. 

One particular issue remains unresolved concerning 

that “certain consumer protection issues, such as applicable 

through international consultation and cooperation”. The 

in the body of the actual Guidelines, although GL 39 calls 

38

for protecting consumers from fraudulent and deceptive 

commercial practices across borders. In paragraph III. 

and deceptive commercial practices recognizing 

that cooperation on particular investigations or cases 

remains within the discretion of the Consumer Protection 
39 

should be prioritized by consumer protection agencies 

brings with it more retail consumer transactions, this issue 

can only increase in importance. It is worrying, therefore, 

at global levels, regional efforts are being made. The 

favourable protection” principle among its International 

in 2012.40 The principle states:  “It is desirable to develop 

standards and to apply rules of private international law 

that entitle consumers to take advantage of the most 

favourable consumer protection.” 

applicable law, namely the place of consumer’s domicile; 

to choose. In the absence of agreed choice, consumer’s 

domicile is the default applicable law as it is considered 

to be the most favourable to the consumer’s interest.41 

In China, the recently revised Consumer Protection Act 

has no business operation in the consumer’s country of 
42 
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international consumer protection passes by way of 

In the case of tourism and international visits there is a 

little guarantee of success. The former route seems to 

between consumer protection agencies represents a 

great improvement in this regard. One might hope that 

might make similar progress even without having to make 

Consumer Protection Alert Systems:

sophisticated mechanisms have been developed to alert 

consumer protection agencies to dangerous products 

and dishonest business practices across borders. The 

border commercial activities that may result in consumer 

detriment, and to encourage global cooperation among 

law enforcement agencies. While the membership is 

be defrauding consumers. The sweep is described by 

the UNCTAD Implementation Report as administering 

means other than formal legal action,” and distributes 

incoming complaints to national consumer protection 

agencies. 

a weekly overview of the alerts on products reported 

by the national authorities. They include information on 

the measures taken in the notifying country in order to 

online tool containing regularly updated information on 

portal includes information on mandatory and voluntary 

consumer product recalls which were issued by a 

governmental body and were made publicly available. 

Consumers and businesses have access to the portal 

and global coverage is envisaged eventually.43

portal will also be of added value to countries which do 

not have an electronic system on data recalls as it can be 

establish links internationally in order to protect their 

consumers against dangerous and dishonest practices 

across borders. This includes abuses in the home 

country that may be, as yet, undetected by its consumer 

protection Agency. 

or dispute resolution, and they have the capacity to 

produce policy reports. Although often seen as a service 

for tourists, the remit of the centres applies to a wide 

consumers and service providers. By 2015, they were 

receiving 100,000 contacts from consumers per annum, 

including 40,000 complaints with 30,000 being referred 

to national consumer protection agencies. Again practical 

institutional arrangements. 

Recommendation 13: There is much that can be 

done by consumer protection agencies without 

or a warning may be enough to deter further 

malpractice. Cross-border legal action may not be 

necessary if the consumer protection agencies in 

both countries can work in parallel. Jurisdictions 

the above initiatives with a view to further their 

cooperation. 
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5. CONCLUSIONS: CHALLENGES TO CONSUMER 
PROTECTION IN THE MENA REGION

5.1 FEEDBACK FROM THE REGION

An Inception Report was prepared by the UNCTAD 

secretariat on the basis of information supplied by 

member countries at the outset of the programme in 

2015. One section was devoted to asking the member 

synthesized below. They divide roughly into matters of 

resources, law and the need for widespread input into 

the policymaking process.

of the principle of collegiality and inclusion in 

professional associations should be encouraged to 

maintain and reinforce links among themselves and 

market.” Jordan wanted to “promote stakeholders” 

participation, including the involvement of consumers 

themselves, stating that “there is need for a voice to 

represent the consumers.” Tunisia was particularly 

detailed regarding:  

• Developing civil society’s role as a means 

of bringing forward proposals, support 

and lobbying, through increased technical 

assistance;

• Increasing civil society’s role in councils and 

• 

recommendation to improve the resources of the 

National Consumer Institute, the INC. In two other 

countries, respondents suggested that consumer 

associations were often better informed than the 

functionaries and even regulators, presumably 

referring to their knowledge of what was happening 

in the “real” market. There seemed to be a welcoming 

attitude towards civil society participation and 

support for its increased professionalization and 

technical competence. 

public utilities, where terms and conditions of supply 

direct needs of consumers were concerned, several 

respondents referred to the urgent need to tackle access 

to essential goods and services for the lower income 

supermarkets, especially in Francophone North Africa, 

and utilities such as energy.   

A shortcoming widely encountered around the world was 

also reported in this North African region, namely the need 

capacity of the agency staff. There was, however, relatively 

Consumer Protection Agency sought the application of 

the recently passed Consumer Protection Act 2014. An 

Algerian respondent wanted to see the application of the 

respondent looked forward to the application of the new 

frameworks for food safety and industrial safety, and the 

also mentioned these two issues and the need for an 

“early warning” system regarding dangerous products. 

Overall, product safety was certainly widely mentioned.

greater knowledge of competition law than consumer 

contact with consumers might make business more 

responsive to consumer needs.  

and open to ideas. While there were few calls for 

legislation, there was recognition of the need to apply 

the current law and for improved professional capacity 

also for consumer associations who were universally 

seen as having a contribution to make.  

Below, we set out some salient issues that emerged 

of consumer protection as the market place changes. 
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5.2 FUTURE ISSUES

needs” in the 2015 publication of the UNGCP. As of 

considered below.

5.2.1 Access to essential goods and 

services and vulnerable consumers

disadvantaged consumers.” The General Assembly 

resolution on Consumer Protection, which adopts the 

UNGCP, further reinforces the importance of these 

“recalling ... in particular in the pursuit of development 

and the eradication of poverty.”44 Particularly relevant 

nutrition and promote sustainable agriculture; Goal 

affordable, reliable, sustainable and modern energy for 

production patterns.45

the most lacking in access to essential goods and 

services and also the most vulnerable in the market 

place. Their needs tend not to be dealt with by 

consumer protection agencies for two reasons. Firstly, 

the consumer protection policy tends to focus on 

transactions and the poorest sectors of society may 

ministries that deal with vital goods and services have 

their own legal and administrative regimes, operating 

separately from consumer protection agencies. The 

agencies tend not to deal with these vital services 

and the sectoral ministries lack a consumer protection 

outlook.  

This is a worldwide issue and, therefore, not peculiar 

are performing remarkably well in trying to deliver vital 

services to the many displaced and traumatised people 

following the recent disruptions. Given the emergency 

conditions under which governments have to act, 

these issues of access to, and delivery of, vital goods 

and services develop a more permanent character. 

Nevertheless, consumer protection principles may still 

have something to offer and our recommendation is, 

therefore, posed rather tentatively: 

Recommendation 14: Consideration could be given 

to applying wider consumer policy and the UNGCP 

- in particular the Sustainable Development Goals 

- towards meeting “legitimate needs” 5a) and b). 

5.2.2 E-commerce and privacy

using electronic commerce that is not less than that 

protection of consumer privacy and the global free 

The UNCTAD secretariat note on “Consumer 

dealt with in various laws, such as those regulating 

credit card sales, competition, distance sales, 

telecommunications and unfair competition.” 

contains elements of all these approaches. Algeria, 

does Tunisia, whose Consumer Protection Act dates 
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in its Consumer Protection Act while also legislating 

Consumer Protection Act of 2014 includes sales 

through the internet as a form of distance sales and 

includes consumer protection as a new “consumer 

protection in line with international agreements which 

is understood to include the UNGCP. The new 2014 

constitution also refers to a “right to privacy” in Article 

57, and to the inviolability of electronic correspondence. 

are scant, and some may even go unreported. While 

the recent 2017 Jordanian Consumer Protection Act 

Table 7: E-commerce in consumer protection acts in MENA

Algeria

Law No. 09-03 of February 25 2009, on Consumer Protection and Repression of Frauds;

Egypt

Law No. 67 of 2006, on Consumer Protection;  
Article 4. Electronic data relating to identity of supplier (not to transaction);

New constitution of 2014; Article 27. Refers to consumer protection; Article 57. Right to privacy; Inviolability of electronic correspondence.

Jordan

Law No. 7 2017, on Consumer Protection Act;

No mention of e-commerce or privacy/data protection. 

Lebanon

Law of 4 February 2005, on Consumer Protection Law;    

Morocco

 Law No. 31-08, on Consumer Protection;  
Article 25. Reference to “cyber-commerce” under distance contracts; Article 27. Electronic distance sales submitted to law 53-05 on 
electronic data exchange; 

Law No. 09-08, on protection of private data of physical persons. Linked to distance contracts.

Tunisia

Law No. 92-117 of 7 December 1992, relating to the protection of consumers; 

No mention of e-commerce (note date);

Law No. 2000-83 of 9 August 2000, relating to electronic commerce.

State of Palestine

Law No. 21-2005, on Consumer Protection;

Source: UNCTAD MENA programme Inception Report 2015 and national legislation. 

reference to e-commerce should not be taken 

to imply in any way that e-commerce is not 

included in consumer protection law. The 

same principles of fair dealing should apply 

online and off-line, as called for by the UNGCP 

“legitimate needs” clause in GL 5j). This, as 

discussed, seeks to offer “A level of protection 

for consumers using electronic commerce that 

is not less than that afforded in other forms of 

commerce.” It might be advisable for guides to 

be produced by national consumer protection 

Agencies making clear that the consumer 

protection regimes cover transactions made 

‘online and off-line.”
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UNCTAD’s work has tracked progress in this area by 

protection laws. In 2015, the Cyberlaw Tracker found 

that  while legislation covering those areas is already 

in place in developed countries, developing ones are 

lagging behind.45 The share of countries that have 

and lowest for the protection of online consumers. 

Perhaps the recent revision of the UNGCP will help to 

move things forward.

the core principles as:

A. Openness: Organizations must be open 

about their personal data practices;

A. Collection limitation: Collection of 

personal data must be limited, lawful and 

fair, usually with knowledge and/ or consent;

A.  The purpose of 

at the time of collection;

A. Use limitation: Use or disclosure must 

purposes;

A. Security:

appropriate security safeguards;

A. Data quality: Personal data must be 

A. Access and correction:

must have appropriate rights to access and 

correct their personal data;

A. Accountability: Data controllers must take 

responsibility for ensuring compliance with 

the data protection principles.

These eight principles appear in some form or other 

in all of the key international and regional agreements 

and guidelines regarding data protection.47 They 

Protection Directive, but which they uphold as carrying 
48 

It should be borne in mind that matters of customer 

privacy in transactions have wider implications than 

the UNGCP. 

Recommendation 16: Governments should 

consider the above principles in developing legal 

protection for the privacy of consumers, bearing 

in mind that UNGCP GL 5 k) “The protection 

of information” is not restricted to online 

transactions. 

direct many recommendations to business. Those 

recommendations are elaborated in the sister volume 

on Guidelines on Consumer Protection: Business 

engagement. 

together with the bodies that were set up to apply 

them were in retreat in the developed countries, while 

they were still being established in many developing 

has been greater global acceptance of the need for 

oversight of the market place. At the same time, an 

aim is to make regulations “smart” so as to achieve 

consumer protection goals and avoid unnecessary 

regulations.  

The limitations of consumer protection law, based on 

now widely accepted understanding that consumers 

do not read the “Terms and Conditions” of contracts. 

Therefore, contracts form a very weak basis for 

consumer protection. The consumer protection 

and retain the right of consumer protection Agencies 

to intervene in the event of unfair business conduct 

through abusive contracts. 

of agencies to intervene, they place great emphasis on 

consumers. This approach has two weaknesses. Firstly, 

consumers face a limited range of options for redress 

that consumer protection Agencies are following rather 

be avoided if a more upstream orientation were to be 
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developed. This approach places greater emphasis on 

sector so that abusive practices are prevented from 

entering the market from the outset. 

In Table 2, the sister volume on Guidelines on Consumer 

Protection: Business engagement is set out. It 

underscores the very strong element of punishment in the 

legislation throughout the region. It can be asked critically 

whether the balance of retribution and other measures 

is the correct one? In 2006, the environmental lawyer 

Penalty principles” for adoption by the Government of 

the United Kingdom. The aims were to:

• Change the behaviour of the offender;

• 

compliance;

• Consider appropriate sanctions for the 

particular case, including punishment 

and public stigma arising from a criminal 

conviction;

• Be proportionate to the harm caused;

• Aim to repair that harm;

• 

have constituted a “revolutionary shift in the policy, 

away from a retributive approach, to an approach 
49 

be abandoned. There have been some successful 

interventions that have immediately impacted the 

industry sector’s conduct.50 But there have also 

have been integrated into their cost structure. This 

seems far too mild in consideration of the fact that 

if penalties go so far as to endanger the stability of 

the companies, then consumers can suffer if they 

collapse. Clearly, the retribution must have long 

so that any improper and punishable conduct will 

the business sector and is precisely the focus of the 

sister volume on Guidelines on Consumer Protection: 

Business engagement.
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