
* Based on Trading Standards Service NI data 
which accounts for majority of complaints

Consumer Complaints in Northern Ireland 

Almost 10,000 consumer complaints across 
Trading Standards Service NI, The Consumer 
Council and Consumer Advice Service Belfast 

Most complained about topics:
1. Vehicles
2. Furniture & home improvement
3. Clothing, goods and service
4. Mobile phones and IT equipment
5. Electricity and energy
6. Travel 

£235.5k returned to 
consumers by The 
Consumer Council 
and Consumer 
Advice Service 
Belfast 

January was the 
busiest month for 
complaints 

Majority of 
complaints made 
by telephone

April and December 
were the quiestest months 
for complaints 

Belfast council area had 
the highest number of 
complaints Derry and Strabane 

council area had the lowest 
proportion of complaints* 

Lisburn and Castlereagh 
council area had the highest 
proportion of complaints*
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Background

A snapshot exercise was undertaken by The Consumer Council to analyse complaints data from: 

1. Trading Standards Service Northern Ireland;
2. Consumer Advice Service Belfast (Belfast City Council); and, 
3. The Consumer Council.

The purpose of this was to understand at a regional level what type of complaints consumers in Northern Ireland are making, how many 
complaints are made, and what level of redress is being received. 

This is the first time this exercise has been undertaken; therefore, there is considerable scope for improvement going forward. One such issue 
is that consumer bodies in Northern Ireland do not collate, capture or process their data in similar ways; thus there are limitations to the data 
analysis.

This exercise is only indicative of the consumer complaints landscape in Northern Ireland. It does not include signposting or referral activities, 
nor does it include data from every complaint handling body in the region e.g. Citizens Advice offices working at the local level. 

Approach

All data presented in this overview is for the financial year 2017/18, and all data used has been provided and analysed in an aggregate and 
anonymous matter i.e. it is top-level only data. We intend to build upon this exercise in 2019/20. 

Reporting

The Consumer Council is producing a range of reports looking at trends and key differences across the subgroups using our annual consumer 
insight survey data and complaints data, e.g. by council area. Please visit our website (www.consumercouncil.org.uk) for further updates 
throughout the year. 

For further information please email the Consumer Insight Team at The Consumer Council: consumerinsight@consumercouncil.org.uk. If you 
would like to know more about Trading Standards Service NI or Consumer Advice Service Belfast, please visit www.nidirect.gov.uk/consumerline 
or www.belfastcity.gov.uk/consumeradvice.


