
To read the full survey results or fi nd 
out more about your rights visit

consumerprotection.govt.nz

A village of 100 consumers 
New Zealand National Consumer Survey 2016

The National Consumer Survey was conducted in November and December 2016, to understand New Zealand consumer awareness, 
confi dence, and behaviour in relation to consumer matters and legislation. 1,246 people responded to the survey.

Experiencing consumer problems
Of the 100 consumers in our village. 

55 Experienced at least one problem 
with a product or service purchased 
in the past two years.

45 Had no problems or had not 
purchased a product or service 
in the past two years

Actions taken (consumers may have taken more than one action)

Contacted the business directly

Consulted with friends or family members

Looked for information on consumer rights

Contacted the manufacturer

Left a review online

Went to dispute resolution
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Of the 55 consumers who 
experienced a problem

37
TOOK ACTION

Reasons for not taking action (consumers may have more than one reason)

3

I was unsure what action to take

I did not feel confi dent that 
doing anything would resolve the issue

I did not have time

I couldn't be bothered

I was unsure where to go for advice

It would have cost more money to resolve
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20 resolved problem 
to their satisfaction

8 resolved the 
problem but not to 
their satisfaction

5 still trying to resolve 
their problem

4 unlikely to resolve 
their problem

Resolution
For those who took action

are aware that 
laws exist to 
protect their 
rights

agree that in New Zealand, you 
can generally buy products and 
services and feel confi dent 
businesses will do the right thing 
and not try to mislead or cheat you

agree they have enough 
information about their 
rights when purchasing 
products or services

have at least 
“moderate 
understanding” 
of the Consumer 
Guarantees Act

have at least 
“moderate 
understanding” 
of the Fair 
Trading Act

consumers trust the information 
given to them by salespeople at 
least "most of the time"

seek out extra 
information to check 
the accuracy of product 
claims at least "most of 
the time"

look for endorsements 
such as star ratings and 
health check symbols at 
least "most of the time"

have at least “moderate 
understanding” of the 
Credit Contracts & 
Consumer Finance Act
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Consumers 
generally trust 
businesses

Consumers seek out 
extra information 
when purchasing

Of the 55 consumers who 
experienced a problem

18
DIDN’T TAKE ACTION

Fixed-line 
telecommunication 
services

Motor vehicle 
purchases and 
repairs

Building repairs, 
renovations or 
maintenance

Electronics

Mobile 
telecommunication 
services

The most common 
problem areas for the 55 
that experienced a problem


