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Introduction (cont.)

Advertising
Commitment: ‘All accredited business’s 
advertising will honestly and accurately promote 
their new cars’

New Car Provisions
Commitment: ‘Once you have ordered your new 
car, it is the accredited business’s responsibility 
to ensure that the car supplied to the retailer is 
manufactured to a high quality standard which  
will meet your expectations’ 

New Car Manufacturer’s Warranties
Commitment: ‘The accredited business will supply 
a manufacturer’s new car warranty with every new 
car purchased, which will provide you with cover in 
the event that you experience problems with your 
new car resulting from a manufacturing defect’

Availability of Replacement Parts
Commitment: ‘To enable routine maintenance 
and warranty rectification work to be completed 
effectively, the accredited business will ensure 
that its spare parts are readily available to their 
authorised networks’

Complaints Handling
Commitment: ‘The accredited business will  
handle complaints swiftly, following the guidance 
detailed in the Complaints Handling section of  
this document’

Accredited businesses are obliged to accept the 
New Car Code in its entirety and ensure that their 
staff are aware of their responsibilities under the 
New Car Code as well as their statutory legal and 
trading responsibilities.

Accredited businesses must inform consumers 
of the New Car Code and direct them to their 
complaints process and make them aware of  
The Motor Ombudsman.

If a consumer feels dissatisfied with an accredited 
business’s performance under any item covered  
by the New Car Code and are unable to reach  
a resolution, they are able to contact 

The Motor Ombudsman. The Motor Ombudsman’s 
experienced team will provide the best  
information available and escalate matters to 
dispute resolution where appropriate. Refer to  
the “Guidance on Handling Complaints” section  
in the Appendix.

The principles set out in the New Car Code are not 
intended to interpret, qualify or supplement the 
law, and are intended to be applied to business to 
consumer contracts only.

The New Car Code covers vehicle sales transacted 
over any medium and includes ‘face-to-face’ sales 
(i.e. those made at the accredited business’s or 
other third party premises) and distance sales  
(e.g. sales made over the internet or via telephone).

The New Car Code covers vehicle sales and 
transactions which take place in the United 
Kingdom only. 

A consumer information leaflet to accompany  
the New Car Code, the Consumer Guide to the 
Motor Industry Code of Practice for New Cars  
(the “Consumer Guide”), is available from 
accredited businesses or to download from:  
www.TheMotorOmbudsman.org

The New Car Code has been developed by The 
Motor Ombudsman Limited in conjunction with 
the motor industry to provide a self regulatory 
regime through which accredited businesses 
can demonstrate their intention to operate 
responsibly. Accredited businesses will also have 
in place a cost-effective and speedy dispute 
resolution service that consumers can readily 
access in the event of a disagreement.

Consumers equally have a responsibility to co-
operate with accredited businesses who make, sell 
and maintain their vehicles and should familiarise 
themselves with their car’s owner manual and 
ensure the car is maintained in accordance with 
the manufacturer’s recommendations. Other 
helpful tips and guidance for consumers are set out 
in the New Car Code, under each section headed 
‘We would advise you to’.
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5Definitions

Throughout the New Car Code:

Accredited business 
The term accredited business describes a vehicle 
manufacturer or dealer that sells new cars and 
has been accredited to the New Car Code by The 



TheMotorOmbudsman.orgTheMotorOmbudsman.org

Advertising

1.1  Any advertisements, promotions or any other 
publications or communications, whether 
in writing or otherwise, will not contain any 
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7Advertising (cont.)

We would advise you to...
•  Read accredited business’ advertisements 

carefully and in full. If an advertisement is not 
clear to you, clarify it before you commit yourself 
to any transaction.

•  Check that the specification and appearance 
of the car you are considering matches your 
requirements, since many features are often 
optional or substitutable extras.

•  Check with your dealer that you have the latest 
sales information on the specific car you are 
considering.

•  Ensure that the car you are considering suits 
your requirements and check any oral or written 
statements that conflict, or appear to conflict 
with your requirements.

•  Inform your dealer of any special needs relating to 
the car you are considering, or your requirements, 
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2.1 When you take delivery of your new car you 
will be made aware of the after-sales services 
available to you.

2.2 You will receive a copy of the manufacturer’s 
handbook with your new car, replacement 
copies of which will be available on request 

from the relevant accredited business for a 
reasonable period of time thereafter.

2.3 All of the accredited business’s documents 
supplied for new cars purchased in the UK  
will be written in plain English.

What their commitment means to you

New Car Provisions

We would advise you to...
•  Be aware of who any deposit is being paid to and 

its security, along with the cancellation terms.
•  Ensure that any order form used contains all 

charges additional to the car price in order to fully 
understand the total cost of your purchase.

•  Check that the specification matches your order 
at the handover and the dealer has fulfilled 
its requirement to supply you with a car of 
satisfactory quality.

•  Ensure that the accredited dealer provides you 
with a detailed handover of your new car which 
should form part of the delivery of a new car.

For your information
Where applicable to the accredited business 
and/or the transaction, the accredited business 
will observe the requirements of all applicable 
legislation and regulatory requirements, including 
without limitation:
Consumer Rights Act 2015 
Consumer Contracts (Information, Cancellation 
and Additional Charges) Regulations 2013
Misrepresentation Act 1967
Consumer Protection from Unfair Trading 
Regulations 2008
Data Protection Act 1998
The Passenger Car (Fuel Consumption and CO2 
Emissions Information) Regulations 2001
The Road Traffic Act 1988
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3.1 
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Choose a garage that 
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4.1 
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Appendix (cont.)

How to contact us
If all attempts to reach a satisfactory solution 
fail, consumers may refer the complaint to The 
Motor Ombudsman as set out above. Accredited 
businesses should ensure that they advise 
consumers of their right to refer the complaint.
Consumers can find more information, including 
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Enquiries or complaints


