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Bergen Passaic Consumer Affairs Unit
 

All Investigators are trained and certified by 
NJ Division of Consumer Affairs / NJ Attorney 
General’s Office.  Entire support staff attends 
classes.

All Investigators are retired Law Enforcement 
from all levels of government.

Investigators & Staff participate in continuing 
education and professional organizations.



• Refund Policy
• Jitney Buses
• Pet Stores
• Towing

Enforcement

Other Agencies we have worked with in the Past

NJ State Police
NJ Consumer Affairs
NJ Motor Vehicle Commercial Bus Unit
Paramus Police
Farview Police

Task Force



Programs 
For 

Groups & Organizations

• Kiosk Program – currently Westfield Garden State 
Plaza

• Display Tent – Outdoor programs, fairs, educational 
forums

• Display Table – Indoor Events
• NJ Consumer Bowl



New Jersey Consumer Bowl

• Any New Jersey High School
• Four teams members / one alternate
• Each team is required to have teacher or advisor
• Teacher would obtain Professional Development 

Credits Students receive a trophy receive Millicent 
Fenwick Trophy for one year.

Who Can Participate?  How many on each team?



www.BergenPassaicConsumerAffairs.com



Bergen County Consumer Affairs



www.BergenPassaicConsumerAffairs.com

Check us out on Facebook

BergenCountyConsumerAffairs
201-336-6400



NJ Boards & Committees
 

Board of Utilities
 Cable, Water, Electric, Gas, Phone

Banking, Insurance & Real Estate

Bureau of Securities

Legalized Games of Chance

Lemon Law 

Charities Registration Section

Movers & Warehouse Storage

Handled by 
New Jersey 

Division of Consumer Affairs



Any Violation of the
Consumer Fraud Act

Laws & Regulations

Types of Complaints
• Vehicle Sales & Warranty Issues
• Vehicle Repairs, Leases
• Home Improvement Contractor
• Furniture Sales & Delivery
• Retail Fraud
• Advertising, Disclosure Issues
• Health Clubs
• Sale of Animals
• Towing

Bergen & Passaic 
County Only

Jurisdiction is Where the Business is located



Consumer Fraud
 vs

 Customer Dispute

Violation of the Consumer Law - Fines 
 vs.

 Restitution – Refund 

Civil
 vs

Criminal
Civil

 Court

Complainant calls Consumer Affairs
Call taker will ask you questions

Jurisdiction is
Where the

Business is located



Log – Timeline
Names
Photos

Bills - Receipts
Documents

More Protection 
with credit card 

The more help from 
the Consumer, the 

better it is for the case

Complainant calls Consumer Affairs
Call taker will ask you questions

TIP: Less Protection wire 
transfers and cash





A person selling or offering for sale goods or services at retail shall not require 
buyer to pay using credit or prohibit cash as payment

Discrimination against cash-paying consumers

56:8-2.33

Several Exemptions
Airports goods & services (must have two places open with cash)
Parking facility owned by municipality, parking authority or 3rd party
Parking that uses mobile app
Companies in business renting motor vehicles

Retail shall include any retail transaction conducted in person and 
exclude any telephone, mail or internet-based transaction.



  

• Posting of a clear and conspicuous sign in 
the customer service area (point of entry, 
point of sale and if a restaurant, on menu)

• The seller must provide clear and 
conspicuous electronic notice on, 
homepage, mobile application, electronic 
kiosk prior to processing a credit card 
transaction. 

• If a seller is processing a credit card 
payment for a transaction that will occur 
over the telephone, must advise the 
consumer verbally before the transaction. 



Every retail mercantile establishment shall 
conspicuously post its refund policy as to all 
merchandise on a sign in at least one of the 
following locations;
•  Attached to the item
•  Affixed to each cash register or point                      

of sale, orso situated as to be 
 clearly visible to the buyer from the 

cash register, or
•  Posted at each store entrance used by 

public
56:8-2.16

Refund Policy



A retail mercantile establishment violating any provision of 
this act shall be liable to the buyer, for up to 20 days from the 
date of purchase, for a cash refund for cash purchase or a 
credit, at the buyers option provided that the merchandise 
has not been used or damaged by the

•If you sign a contract, you must be given a copy at the agreement
•Rain check policy has to be posted, like the refund policy
•Business can't use assumed name or misrepresented location
•Fines maybe enhance for violations against Senior Citizens and person with a disability

Signs; exceptions



Merchandise Tags

It shall be an unlawful practice for any person to sell 
or offer for sale any merchandise at retail unless the 
total selling price of such merchandise is plainly 
marked by a stamp, tag, label or sign either affixed 
to the merchandise or located at the point where 
the merchandise is offered for sale..



Gift Cards – Gift Certificates

In no case shall a Gift Card or Gift Certificate expire within 
24 months immediately following the date of sale 

No dormancy fee shall be charged against a Gift Card or 
Gift Certificate within 24 months   

Dormancy Fee charged against a Gift Card or Gift 
Certificate as permitted shall not exceed 2.00 per month
 Written notice in at least 10 point font

 on Gift Card, Certificate, and on sales receipt and 

 Must have a telephone number to call and check the status of card Bank Cards Exempt

27.5 Billion Purchased
Each Year

(2020 – ABC News)



Several Exemptions:

• A store valued card that is not purchased but is provided in lieu of a 
refund for returned merchandise.

• Store card that was donated or sold below face vale for a non-profit.
• Stored value card that can be redeemed at multiple merchants, that are 

not under common ownership or control, but not limited to network-
branded stored value cards

• Bank cards



Use caution purchasing Gift Cards
Sealed packaging is safer 

Never purchase gift cards 
To pay people or companies



Use Caution buying online!
Do research, check ratings, 
and check the reviews about 
the company, if you haven’t 
purchased from them prior

Websites
Products

Beware



369.98
Shipping

Always Check 
Shipping Cost
Delivery Date



Buy from reputable websites
Check Domain

2,799.00

2,499.00
Fake Ads



u

Ads
Endorsements
Websites
Products

Beware
Unauthorized
Celebrity 
Endorsements

Unauthorized
Logo & Trademarks
Endorsements



Date of delivery must be on contract with 
the store, if they don’t deliver by the date 
listed the consumer has some options.

56:8-2.16

Furniture Companies

When furniture comes check for damage 
everywhere, furniture often comes damage.

Any purchase over $100 Dollars must have a contract.



Furniture Companies

If an item in the store is being Sold for “As Is” then the seller is within the 
law, if the store refuses to issue any refund or allow a return of the item.

The Seller can not use words like “nonrefundable”, “All Sales 
Final”, “No Cancellations” on the sales ticket or contract.

Watch for Words Like reconditioned, refurbished that 
appear on the ticket.

Advertisements must clearly state, beginning and ending dates on a 
sale, indicate the original price and state if assembly is required. If the 
item has been on sale for 60 days, it can no longer be on sale price.

Used, reconditioned Mattresses must have a tag 2 ½  X 3 inches 
attached

Size of furniture is 
responsibility of Consumer





If an animal was examined more than 14 days before it is purchased, 
the pet must be re-examined within 3 days of delivery to the consumer 
(unless the consumer declines the re-examination in writing). 

Pet is a 
Dog or Cat 
only,
 by law

If at anytime within 14 days after the sale and 
delivery of an animal to a consumer, the 
animal becomes sick or dies and a 
veterinarian certifies, within the 14 days after 
date of purchase of the animal by the 
consumer, the animal is unfit for purchase 
due to a non-congenital cause or condition, 
or that the animal died from causes other 
than an accident the consumer will be 
entitled to recourse in this section

Election 
Of 

Options



1) Return the Animal, Refund of purchase price, sales tax plus reimbursement of the veterinary fees
          incurred prior to the date I received veterinarian’s certification of unfitness.  Veterinarian’s fees 
          shall not exceed twice the purchase price including sales tax.

2) Retention of the animal and reimbursement for the veterinary fees incurred prior to the date I received
        my veterinarian’s certification of unfitness, plus the future cost to be incurred in curing or attempting to
        cure my animal. Veterinarian’s fees  shall not exceed twice the purchase price including sales tax.

3)     Return the animal and receive an animal of my choice, or equivalent value, plus veterinary fees
          incurred prior to the date I received veterinarian’s certification of unfitness. Veterinarian’s fees 
          shall not exceed twice the purchase price including sales tax.

For Animal - Alive
Election 

Of 
Options



1)     Refund the purchase price, including sales tax, of the            
animal plus, reimbursement of the veterinary fees 

        prior to death of the animal. Veterinarian’s fees shall              
not to exceed twice the purchase price including 
sales tax.

2) Receive animal of my choice, of equivalent value, plus 
reimbursement of veterinary fees incurred prior to 
death of animal. Veterinarian’s fees shall not exceed 
twice the purchase price including sales tax

For Deceased animal
Election 

Of 
Options



No more than 10 percent 
higher than the price at 
which merchandise was sold 
during the normal course of 
business prior to the state of 
emergency.

New Jersey Governor Must 
Declare the State of Emergency



Unattended cars can not be towed from 
private parking lots unless

• There is a sign 36” by 36” Posted at entrances
• Times when parking is permitted
• Posted that unauthorized vehicles will be towed
• Contact Information of the Towing Company, 

charges and when vehicle can be redeemed
• NJ Consumer Affairs Telephone Number



•Every Contract Must be in writing and a copy given to consumer
•First page must show the buyer’s total obligation for services
•Consumer has Right to cancel by the third operating day at midnight
•Shall not obligate the Consumer for more than three years
•Upon disability or death, the contract may have cancellation, minus up  to 10% 
with notice in writing to the address.
•Health Club may not and charge more than 25% of contract prior to opening 
•40% of square footage dedicated, must registered maintain bond
•All monies must be paid on cancelled contract  and must be refunded within 30 
days of written cancellation notice.(registered or certified mail or personally
• delivered.



No Broker is allowed to operate in New Jersey

Estimator should visit home and document the site and situation in writing 
Consumer should be given a fully complete copy of the contract to review
Order for Service is given 24 hours before the move
Bill of Lading given on delivery also listing the fees / should have no tax 

Two types of Contracts
Binding 

Everything described in contract 
Price is what is written

Non-binding
Price should not change more 10%

Should be a decal on drivers door with license number
Name, address, date of move should be on contract with registration number



• Stay away from high pressure sales
• Don’t be pressured into making an uninformed decision
• Learn travel vocabulary (blackout dates, subject to availability)
• Obtain contact number to verify travel arrangements
• Always check for updates
• Keep records, get names, phone numbers (phone and hard copy)
• Check reviews, verify, verify, verify

Airlines & Cruises: 
Know what your rights are before traveling
 

Read and understand your documents 
• Before you Book
• Before you sign
• “Operator / Participant Contract”

Charter Flights can be cheaper
But if you have connecting flights
Use caution

If you lose luggage on charter, the 
question is who is responsible? 
Charter or airport, who is to blame?

Check with homeowners or renters 
insurance to see if your covered for 
losses when outside your home.Complaints for public charters:  www.dot.gov/airconsumer

                         U.S. Department of Transportation  855-368-4200

http://www.dot.gov/airconsumer


Will you get full refund if you cancel?
 What if the cruise line or airline cancels? 
 Will you get points back?
 How long are points good ?
 What if you test positive for Covid before or during trip?
 What if you need medical treatment on the trip?
 What does travel insurance cover?
 Can they take you anywhere they want?
 What happens if they are delayed or won’t let us get off ship?
 What if I miss the ship or plane?
 What if I don’t have or lose my credentials?

Airlines & Cruises: 
Know what your rights are before traveling
 

Read and understand your documents 
• Before you Book
• Before you sign

Will I have to Quarantine when I 
arrive at my destination? 
And for how long?
What are consequences if I don’t?



Investigator Denis Niland
Investigator Brian Downing

201-336-6400

www.BergenPassaicConsumerAffairs.com



Home Improvement 



Home
 Improvement

Contractors



General Contractor Painter

Pool Installation Tile / Counter Installations

Roofing / Gutter Patio / Walkways

Driveway Paving / Pavers Decks / Fences

Garage Door Repair Heaters / Water Softeners 
Systems

Window Replacement Landscaper Installer 

Chimney Waterproofing

Carpet / Floor installation Fire & Security Protection 
Devices

Siding Cabinets



Along with the contract, the Home Improvement, the Contractor 
must give a copy of his Commercial Liability Insurance, with the 

brokers phone number



The Contractor must be registered with NJ Consumer Affairs.
Must be a written contract for all work over $500.
must list time period or start finish date.
must include Total Costs including financing.
must state all warranties and guarantees.
Must have HIC registration number.
Must have Company Name, address, phone.
Must be signed by contractor and consumer.
Must have the telephone number of NJ Consumer Affairs.
Must contain written statement of any verbal guarantees.

Along with the contract, the Home Improvement Contract must give a copy of his 
Commercial Liability Insurance, with the brokers phone number



.

Permits with inspections 
Help to protect your project



Than Read again
Till you understand your documents
If needed have a friend or family read it 
Before you sign

Read Everything in the Contract,
Don’t Rush

Travel
Home Improvement
Solar Panels
Vehicle Lease
Entertainment
Catering Hall
New Driveway
Alarm System
Any contract

Do research on the company, check reviews online
Compare prices for same job, same materials
Contact references 
Check if they have a license and insurance and supply proof day contract being signed
Verify – Verify - Verify



Always Read the entire contract

Must be registered
Must give a copy of insurance
Must give start finish date
Must list warranty(s)
Description of the job
Three-day cancellation option

Added 6,000 to job

Do research always!

Home Improvement





.Never 
Drop 
Your 
Guard



Vehicles

Purchasing
Leasing 
Lemon Law
Repairs



Auto Leasing
Subchapter 28 13:45A-28.8

Waiver
I have been advised that under the New Jersey 
Consumer Protection Leasing Act, N.J.S.A. 
56:12-60 et seq. 
I am entitled to review the lease contract for 
one 24 hour Business Day before signing.  

If you sign the wavier, you give up your rights.



Auto Leasing Subchapter 28 13:45A-28.8
Waiver

Must be Completed 
in full without any 
blank spaces.

Must be retained by 
lessor for duration of 
lease and a copy 
upon signing to 
lessee.

Copy shall be 
provided to Division 
of Consumer Affairs 
upon request.



Auto Purchase 
 Pre-owned

Sold “As Is”

Manufacturer Responsible

Wavier of Dealer 
Obligation (used vehicle)

All Used Vehicle Sales – Dealer’s Obligation
Acknowledging you understand what your signing

X

x



Auto Purchase – Pre-owned
If you don’t sign the wavier 
of dealers obligation, 
the dealer is responsible.

X
Then the vehicle must 
pass inspection 
within the first  14 Days.

When going for Motor Vehicle Inspection
There must be an expired inspection sticker

Or
No Inspection Sticker 



Auto Purchase – Pre-owned

Ask to See Title

Dealerships 
sometimes Don’t 
have title when the 
vehicle is sold, Ask to 
see it

Only Sign 
One
 Loan Application



Auto Purchase

Purchase Price – 29,000

Purchased online



Auto Purchase

Purchase Price – 29,000

Purchased online

Beware!



Auto Purchase

Checking As Is = No Protection

X



Auto Purchase – Pre-owned

Must be inspected by consumer, when you get regular 
plates and registration. (14 Days to get inspection)

Current inspection stickers won’t be inspected by DMV

If vehicle fails inspection and consumer didn’t sign wavier, 
the dealer must repair the vehicle. (just inspection items)

This is only for vehicles purchased and registered in NJ 



Auto Repair

Providing the customer with a written estimated price to 
complete a specific repair, quoted in the terms of not to 
exceed figure.  They must note the odometer reading. 

(3)13:45A-26C.2

Checking In

Provide a customer with a copy of any receipt or 
document signed by him, when he signs it.

Specific authorization from the customer, signed by the 
customer, which states the nature of the repair requested or 
problem presented and the odometer reading of the vehicle.



Auto Repair

Failure to post in a conspicuous place a sign informing 
the customer that the automotive repair dealer is 
obligated to provide a written estimate when the 
customer physically presents his motor vehicle to the 
automotive repair dealer during normal working hours

If the dealer makes a diagnostic examination, the dealer 
has the right to furnish such estimate within a 
reasonable period of time thereafter, and to charge the 
customer for the cost of the diagnosis. 

Shop



Auto Repair

Failure to return replaced parts to the customer at the time of 
completion of the work provided that the customer, before work 
is commenced, requests such return, and provided that the parts 
by virtue of their size, weight and other similar factors are not 
impractical to return.  Those parts that are sold on an exchange 
basis, and those required to be returned by the automotive 
repair dealer to the manufacturer or distributor are exempt from 
provisions of this section

Parts

Request to review or see parts must be made at time of check in



Auto Repair
(3)13:45A-26C.2

Making deceptive or misleading statements or 
false promises of a character likely to influence, 
persuade or induce a customer to authorize the 
repair. Service or maintenance of motor 
vehicle.

Checking In



Auto Repair
(3)13:45A-26C.2

Picking Up Vehicle

Must state on invoice whether any new rebuilt, 
reconditioned or used parts were supplied

Must deliver with the invoice a written copy of all 
guarantees, itemizing the parts, components and 
labor represented to be covered by such guaranty 
or document that all parts are covered and what 
must be done by the claimant before the guarantor 
will fulfill is obligation.



Auto Repair

If the customers vehicle is presented to the repair dealer during 
other than normal working hours or by one other than the 
customer, oral authorization from the customer to proceed with 
the requested repair or problem presented, evidenced by a 
notation on the repair order and/or invoice of the repairs 
requested or problem presented, date, time, name of person 
granting such authorization, and the telephone number, if any at 
which said person was contacted.

After Hours Procedure



Auto Repair

If the customer waives his right to a written estimate in 
a written statement, signed by the customer, obtaining 
from the customer oral approval of estimated price of 
repairs, evidenced by a notation on the repair order or 
invoice of the estimated price of repairs, date, time 
name of person approving such estimate, and the 
telephone number, if any, at which such person was 
contacted

(5)

After Hours



Auto Lemon Law Created in 1989

Purchased, Leased or Registered

Passenger Car
SUV
Fire Truck
Ambulance

RV - Motorized
Motorcycle
Police Car

New Vehicle



Auto Lemon Law Created in 1989

New Vehicle vs Used Vehicle

Purchased    Yes     Yes
Leased     Yes     No
Motorcycles    Yes     No
Motor Homes   Yes     No
Emergency    Yes     No
Commercial    No      No

New Used



Auto Lemon Law Created in 1989

Certified Letter Required by Consumer

Sent  after 2 Attempts to repair or 20 Days out of service

Sent after one Attempt for Serious Safety Defect
Likely to cause death or serious bodily injury

Lemon Branding – Vins posted on DCA Website

Defect must still exist and substantially impair the use, Value or Safety

To Manufacturer



Auto Lemon Law Created in 1989

Pre-Owned - Used Vehicles Covered

Engine, Transmission, Front & Rear Wheel Drive
Only Covers

30 Day / 1000 miles      60K-100K
60 Day / 2,000 miles 24K-60K
90 Day / 3,000 miles 24K or less

Vehicles sold for less than $3,000 - not covered
7 Model years or older - not covered
Must never be declared a total loss by Insurance Company
More than 100,000 miles not covered
Vehicles sold “As Is” not covered
Vehicles not purchased from a dealer not covered



Auto Lemon Law Created in 1989

Used Vehicles Covered

Defect Must Still Exist and Substantially Impair the 
Use, Value or Safety

Certified Letter – Not Required
Lemon Branding – Not Required

Engine, Transmission, Front & Rear Wheel Drive
Only Covers

“L” on title means it was branded a lemon prior



Wheelchair Lemon Law
Motorized Wheel Chair & Power Scooters

(used primarily for indoor use)

Term of Protection

One Year Warranty Period
Defect must substantially impair the USE, 

VALUE or SAFETY

Repairs Attempts
 3 Attempts or 20 Days Out of Service
 Letter to Dealer / Manufacturer each Repair Attempt



Drive Safe



Drive Safe



Must Be Assembled

It shall be unlawful practice for a person to advertise 
merchandise for sale accompanied by a picture or 
illustration of the merchandise in an assembled 
condition when it is intended to be sold unassembled.

Must be Assembled



Do research on the company, check reviews online
Compare prices for same job, same materials
Contact references 
Check if they have a license and insurance and supply proof day contract being signed
Verify – Verify - Verify

Read Everything in the Contract,
Don’t Rush

Home Improvement
Solar Panels
Vehicle Lease
Entertainment
Catering Hall
New Driveway
Alarm System
Any contract

Than Read again
Till you understand your documents
If needed have a friend or family read it 
Before you sign


	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	�Consumer Complaint
	�Consumer Complaint
	�Consumer Complaint
	Slide Number 15
	Payment
	Convenience or Surcharge Fees
	Retail Sales – Posting of Signs
	Retail Sales – Posting of Signs
	Retail Sales – Tags
	Retail Sales – Gift Cards
	Gift Cards
	Gift Cards
	Retail Sales – Online
	Internet Shopping
	Internet Shopping �Imposter Scams
	Retail Sales – Online
	Retail Sales - Furniture
	Retail Sales - Furniture
	Retail Sales – Pet Facts
	Retail Sales – Pets
	Retail Sales �Unfitness of Animal
	 Unfitness of Animal
	State of Emergency
	Predatory Towing
	Retail Sales – Health Club
	Public Movers & Warehouse Act
	Travel
	Travel
	Slide Number 40
	Slide Number 41
	Slide Number 42
	Home Improvement Contractors
	Home Improvement Contractors
	Home Improvement Contractors
	Home Improvement Contractors
	Contracts
	Read the Contract
	Slide Number 49
	Home Improvement Contractors
	Slide Number 51
	Auto Leasing
	Auto Leasing
	Auto Purchase � Pre-owned
	Auto Purchase – Pre-owned
	Auto Purchase – Pre-owned
	Auto Purchase
	Auto Purchase
	Auto Purchase
	Auto Purchase – Pre-owned
	Slide Number 61
	Slide Number 62
	Slide Number 63
	Slide Number 64
	Slide Number 65
	Slide Number 66
	Slide Number 67
	Auto Lemon Law
	Auto Lemon Law
	Auto Lemon Law
	Auto Lemon Law
	Auto Lemon Law
	Wheelchair Lemon Law
	Slide Number 74
	Slide Number 75
	Retail Sales – Product Assembly
	Contracts

