Policy No. 35535675 – Mrs. Julie Maker

On Monday 12.08.2003 I telephoned Busy Bodies, a salon in Locksheath, to book a course of sunbed treatments. I had previously used the same salon back in December 2002, on that occasion I had a course of ten treatments taken in six single sessions and two double sessions over a two week period. I experienced no problems during that course. 
When I telephoned on 12.08.03 I explained to the receptionist I was going on holiday on the Sunday of that week (17.08.03), and that I could not take advantage of their course of ten treatments. She suggested to me that I should have a double session every day,( Tuesday-Saturday) up until the day before I leave. I explained that because my children were at home I would not know from day to day what time I could attend.
When I went for my first appointment the receptionist informed me that she could not find my previous customer record card, and asked if I minded filling out a new one. As I filled out the card the receptionist was already jingling the tokens for the sunbed in her hand impatiently. She did not go through the card with me, the procedure, or give any advice at all. She asked if I would like to buy a Tan Accelerator and a special lotion for after my treatment. She explained that the Tan accelerator would speed up the melanin in my skin and therefore help my skin to go brown. The other lotion was a moisturiser I purchased the Tan accelerator and went off to the sunbed room. I inserted the two tokens she had given me and had the 12 minute session. On a few occasions during this twelve minutes I became very hot, perspiring heavily. I had to finish the session a few minutes early as the whole room was hot and there was no air circulating. When I had finished I went to reception to tell them about the heat in there and explain that unless I could have a fan in the room for my next treatment, I would not like to use it again. The young lady (different to the receptionist) explained that they did have fans in the shop but they were used for customers having their cut, however they would play it by ear and may be able to let me have one the next day.
Once I had cooled down, I did not suffer any bad reaction to that particular treatment, in fact it was not even noticeable that I had used one. This session had been on a sunbed which you lay down on.

The next evening, around 5pm, it was another very hot day, I went along to the salon for my second session. I was dealt with by a different young lady, again. I was informed there was not a fan available for me to use in the sunbed room. I made it clear that I was unhappy about this and she suggested I could use the vertical tanning machine, she said it was a lot cooler in there, explained why (air is blown up from the bottom and sucked out the top) and suggested that because 12 minutes was a long time to stand with my arms in the air, ( I had no idea what she meant regarding arms in the air) I should do as she does and have half the treatment and then come out for a little sit down and then go back in for the second half. She gave me four tokens, which I questioned as I had been given only two tokens for the other sunbed. She said this machine had a different type of meter, different units. She opened the door of the tanning cubicle and pointed out where put my coins, where the handle of the door was to get inside the tanning part of the cubicle and told me there were eye goggles in there somewhere for me to use.
Once in the tanning part, I could see two stirrup type straps hanging down, I then realised that this is what she was referring to when suggesting my arms would be in the air. I placed my hands in them and stood there until suddenly I was thrown into complete darkness, indicating that the first two tokens were finished, I could not see a thing and burnt a couple of fingers on the tubes when I was feeling around for the handle of the door. Although it had been cooler in there than the lie down sunbed, I was still perspiring heavily and felt hot. I needed a drink of water, this is not provided and because this tanning cube is placed in the reception area, right in front of a large plate glass window, I could not simply pop out and ask for some, not without getting fully clothed, as there is no robe or towel provided either. I cooled down and rested for a few minutes and after inserting the next two coins I went back in and soon became very hot again, I looked around for a meter to see how long I had left, but could only see something counting upwards and was on 800+, so I went out into the changing area to look at the token meter. I still had  3 minutes left. I went back in but I felt it was too hot to continue so I came out a minute early, plus I did not want to be thrown into darkness and burn my hands again. I got dressed and spoke to the staff, I said it had not been any cooler in there, I told her I did not like standing nor did I like the risk of burning my hands again. I said that for my next session I would need a fan and it to be on the lie down sunbed. She went to speak to the manageress who came over and explained that if I came later the next evening, around 7pm, there would be a good chance I could use one.
After a few hours of getting home, I could feel my skin starting to feel very hot, I took a cool bath and applied lots of aftersun lotion. By 10pm my skin was feeling very burnt, I could not bare to move or touch my skin. I did not feel I could go to casualty and wait around for hours, nor did I feel it was an emergency or warranted calling an out of hours doctor. My husband looked on the NHS Direct website and found advice, which we followed, but I still felt very uncomfortable. I decided to call a lady, Mrs Cox, that I visit for facials, massages etc, I felt she may be able to help as the she is very knowledgeable in dermatology. She took my call around 10.30pm , she was not aware at this point that this had happened as a result of a sunbed, she assumed I had done this in the natural sun .Mrs Cox suggested a cool shower, painkillers and to and obtain some chilled natural yogurt and apply it sparingly all over the affected area. She also advised that if I began to feel unwell, sick/dizzy, I should call a doctor. Whilst I was in the bath my husband went to a 24hr Tesco store and purchased some natural yogurt. Doing all this along with having a fan blowing on me helped relive the pain. We repeated this during the night and several times the next day along with unscented moisturiser. Mrs Cox telephoned me on the Thursday evening  to enquire if I felt better. I had an appointment with her for the day after for various waxing treatments, and pedicure and when she learnt that I was still in a great deal of discomfort she offered to allocate me extra time so she could try to help my skin feel bearable enough to be able to travel in comfort.
The next day, Friday 15.08.03 I visited Mrs Cox at 13.30pm. I arrived upset and in pain from simply wearing clothes and having to move to drive the car. I undressed and she came into the treatment room. She had a look of horror on her face and once she had made me comfortable she telephoned the Busy Body’s salon to speak with the manager. Mrs Cox was in conversation with the manageress for quite some time. She asked me if I would be happy to except an apology and a refund from the them, I was handed the phone and gave the manageress my debit card number for a full refund, £40 that I had paid in advance, plus the two sachets of tan accelerator, the manageress apologised and hoped it would not spoil my holiday.
I needed to spend six hours with Mrs Cox. She made up a vinegar compress and applied that to the burn. She also applied a cold gel and massaged the skin with oils and moisturiser as my skin was very tight, dry and starting to crack. She repeated this several times until my skin felt soothed enough to be able to get dressed and drive home. She advised me that I would needed to repeat this procedure at home everyday until the discomfort subsided. I purchased some of the products used and followed her advice. My husband did this for me that evening, four times on  Saturday, and three on the Sunday. On Sunday evening I was able to be fully dressed, but not able to wear a brassier. I was unable to have my legs or underarms waxed as they were burnt, so had to go on holiday with unsightly hairs, something I dislike and makes me feel very unhygienic.
On the Saturday I had a message on my phone from a gentleman named Keith, who I understand to be the owner of Busy Bodies salon. It was to inform me he would be paying £23.50 onto my card. I telephoned him as this is not what had been agreed the day before. He became quite confrontational and loud, I did not feel up to this and could not argue with him. At one point in the conversation he explained to me the tubes are changed every 600. Again, I was not up to arguing the fact I had seen a meter with 800 on it whilst in the cubicle. He eventually agreed to credit my debit card with a full refund, he assured me he would be interviewing every member of staff that had spoke to me and would be going over training with them. He asked me to accept his apologies and promised he would let me know the outcome of his interviews with the staff as I had said I wanted to be assured this would not happen to anyone else. He hoped that I was able to enjoy my holiday and I left it at that. On my return , two weeks later, he had not written or telephoned me, nor has he done since. I then received my bank statement and learnt that he had not refunded me the agreed full amount of £43.50 as promised either, he had only refunded me £23.50.
Over half of my holiday was ruined by the discomfort I suffered from the burns. I still had to apply the treatments for several  days. My first day was spent in my hotel room, and five days after that I spent most of the day in the shade, under two sunshades. I could not wear a bikini or swimsuit  and had to dress in a large T-shirt,  I was unable to use to pool or swim. In the evenings I could not dress properly for Dinner and could not participate in entertainment with my family and friends. On the second day of my holiday a large amount of water blisters appeared all around my breasts, under my arms, in my cleavage, the tops of my thighs and my pantie line. This turned into visible dry flaky skin,  It was Tuesday of the second week before I could bare a brassier next to my skin. I was unable to give or receive  any physical affection from my children or husband. I was upset and felt miserable and feel it spoilt the enjoyment of not only myself,  but my children and husbands holiday.
I feel it was the salons duty to advice me on amount of time that is permitted for someone of my colouring and pale complexion to use a sunbed, and how to use it safely. They neglected to offer any advice whatsoever. I feel they neglected me during and after my sunbed sessions.  Since returning from my holiday, after research, I have discovered Busy Body staff advised three times the recommended amount of time, and that the arm supports are only to be used for less than one minute per session. Other salons  advised me to have three minute single sessions over a planned split duration of time. They all said they would need to see my complexion and discuss my medical history before they could recommend I use a sunbed. All advised me that the vertical tanning units are very high powered and strong, this was not mentioned by the Busy  Body staff. I obtained this information by telephoning three different salons, at random from the yellow pages, in two different areas of Hampshire.
Apart from  areas of very dry, tough skin with a slight wrinkle effect, and an increase in the amount of freckles, I now have no visible signs of my injuries. I do not have any photographic evidence of my burns as it did not occur to me at the time I would be in a position to require any, and feel even if I had, it would have been impossible for me to have them taken without causing extreme embarrassment  as the white areas of my skin would had to have been photographed to emphasise the severity of the burns and these white areas were in a very private area of my body.  

 I am still suffering stress from the incident and worry about the long term damage that may have been caused to me.
Both Mrs Cox and my husband have said they are prepared to supply written statements and appear in a court of law if required.

