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there’s more to being a smart consumer than just knowing how 
to spot a bargain. Today’s shoppers have a vast array of products 
and services to choose from and there are many different ways of 
buying things. When you know your rights you are more likely to 
make good purchasing decisions and avoid unnecessary problems.  

The Australian Consumer Law protects you when you sign a 
contract, buy something over the counter, shop over the Internet  
or agree to buy over the phone or at your door. The law applies 
whenever you buy from a supplier trading in Australia.

This booklet will help you understand your rights and what you can 
do if there is a problem with something you’ve bought.
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consumer 
 protection

The Smart Consumer publication is a 
simplified guide to understanding fair 
trading laws. If you have a problem with 
something you have purchased and you  
are not sure what to do next, contact the 
Office of Consumer and Business 
Affairs. We are here to help you.

Protection when  
purchasing,  

hiring or leasing  
goods and 

services

4
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Protection when purchasing, hiring or leasing goods  
and services.

The Australian Consumer Law protects you when purchasing, hiring 
or leasing goods and services. The law also regulates trading 
practices and sets standards for traders to promote equity, honesty 
and fairness in the marketplace.

As a consumer you have a right to:
•	�Honest and accurate information to help you decide which goods 

or services to purchase
•	�A fair and reasonable contract when you purchase goods  

and services
•	Goods and services that are:
	 –	 Of acceptable quality
	 –	 Free from faults or defects
	 –	 Fit for the intended purpose, and
	 –	 Match the description or sample given
•	�Redress if you have a problem with something you have bought.  

Possible remedies include a refund, repair, replacement or 
re-supply of services

•	�Claim compensation through court action where you suffer a loss 
caused by a product or service.

In addition to the Australian Consumer Law, there are other laws 
that apply in South Australia that protect you when you:
•	�Do business with a builder, real estate agent, conveyanacer, 

plumber, gas-fitter, electrician, travel agent, second-hand  
vehicle dealer or a security/investigation agent.

•	Rent a residential property. A full list of 
the legislation 
administered 
by the Office of 
Consumer and 
Business Affairs 
can be found 
on our website 
www.ocba.
sa.gov.au.
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Before you buy

You can avoid most disputes with traders and save time and money 
if you plan your purchases and understand your rights and those 
of the trader. Remember, when you buy something you are forming 
a contract with the trader whether written or not. You need to ask 
about the conditions of the contract (e.g. refund policy, repairs under 
the guarantee). The following information will help you to become 
a smart shopper.

Advertising

Advertising can be a great source of information about your potential 
purchases, but it can also be used to mislead the unsuspecting. 

False and misleading advertising
A business cannot make false or misleading representations about 
goods or services concerning:
•	the price, value, standard, age, place of origin, quality or grade
•	the composition style, model or history of goods
•	testimonials from people buying or using them
•	�the sponsorship, approval, performance characteristics, 

accessories or benefits of use
•	a buyer’s need for them
•	any guarantee, warranty or condition on them.

Bait advertising
Bait advertising is where a trader advertises a particular item at  
a bargain price to attract you into their shop. However, when you 
arrive at the shop, you find that the discounted item is sold out and 
instead you are offered a similar, more expensive item.

When a trader advertises goods at a discounted or special price, 
they must supply the goods at that price for a reasonable period and 
in quantities that are reasonable. If the offer is for a limited period, 
or if stocks are genuinely low, this must be made clear
in the advertisement.

If this happens to you, you can ask the trader to supply the product 
for the advertised price when it becomes available, or a similar 
product at the same price. 
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Gifts and prizes
Be wary of special gifts, vouchers or prizes that are offered as an 
incentive to buy a product or service. Sometimes the cost of these gifts 
or prizes is built into the price of the original item. As always, it is 
important to shop around and compare prices before making a decision.

It is illegal for a business to offer rebates, gifts or prizes without 
intending to provide them, or not providing them as offered.

Pricing
Prices should be displayed on the item itself or on a shelf label near 
the goods.

If an item is marked at a price and the salesperson tells you it is  
a mistake and in fact the real price is higher, the trader may be 
committing an offence by displaying misleading advertising on the 
price tag.

If an item has more than one price marked on it, then the store must 
sell it for the lowest displayed price or withdraw the item until the 
price is corrected.  This rule applies, unless the lower price is wholly 
obscured by another price (e.g. the trader has covered the old price 
with a sticker showing the new price).

If an incorrect price is stated in a catalogue or advertisement, the 
trader should correct the error by publishing a retraction.

A business is not allowed to promote or state a price that is only part 
of the cost, unless they also prominently advertise the total price.  

Referral selling

Referral selling occurs when you are induced to buy goods or 
services by the impression that you will benefit in some way if you 
introduce new customers to the business.  The benefit is likely to be 
in the form of the promise of a rebate or commission which you will 
receive when you refer or introduce others to the product or service.

Promising future commissions or rebates that depend on other 
events, such as subsequent sales is illegal in certain circumstances.
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Contracts

What is a contract?
A contract is an agreement that is legally binding. Usually it consists 
of an exchange of promises to act in a particular way, provide a 
particular item or pay a specified sum of money. It is commonly 
thought that there can be no binding contract unless it is put in
writing. This is not true – a verbal contract may also be binding. 
When you enter into a contract you must meet your obligations.  
If either party fails to, then they may be in breach of contract and  
a court may insist that the breach be rectified or the innocent party 
be paid compensation for losses incurred.

When is a contract made?
Before an arrangement can be called a contract, you must be able  
to identify three basic elements:

Agreement: Before a contract can be formed there must be an 
agreement between the parties to undertake certain obligations.  
An agreement exists only if there has been a definite offer by one 
person to undertake a commitment, and an unconditional
acceptance of that offer by the other.

Consideration: Before there can be a contract there must be a 
bargain (i.e. an agreement for exchange). Both parties must agree  
to give something up to the other for consideration to apply. 

Intention to enter into legal relations: For there to be a legally 
enforceable contract, the parties must have intended to enter into  
a legally binding agreement. This intention is seldom stated, but is 
usually inferred from circumstances surrounding the agreement.

When entering into a contract, remember:
•	�if it is a written contract, make sure you read and understand it 

and, if necessary, get independent legal advice before you sign
•	�obtain a copy of your contract at the time of signing and keep it  

in a safe place
•	�all contracts (even those called ‘standard’) can be altered by you 

and the trader, subject to mutual agreement.

People enter 
into contracts 
every day, 
e.g. buying a 
ticket on a bus, 
purchasing a 
house or motor 
vehicle, or 
engaging  
a tradesperson 
to carry out 
repairs.



Unfair contract terms
Under the Australian Consumer Law, unfair terms are prohibited 
from ‘standard form’ contracts. A standard form contract is the 
same as, or similar to, everyone else’s contract, and there is usually 
little opportunity to negotiate before you agree to buy. For example, 
if you sign up for a mobile phone, buy a ticket for a flight or join a
gym you will usually enter into a standard form contract.

The law applies to new contracts entered into with corporations  
on or after 1 July 2010 and terms of existing contracts renewed  
or varied on or after 1 July 2010. These provisions apply to standard 
form contracts with other suppliers in South Australia from  
1 January 2011.

A contract term may be unfair if:
•	�The term is one-sided and greatly favours the business over the 

consumer
•	�The term is not reasonably necessary to protect the legitimate 

interests of the business
•	�You will suffer financial loss, inconvenience or other detriment  

if the term is enforced 
•	�The term is not expressed in reasonably plain language,  

or is hidden in the fine print.

If you think a contract term is unfair, contact the trader. It may be 
wise to put your complaint in writing. If the problem is not resolved 
you can lodge a complaint with Consumer Affairs. We will ask the 
business to cooperate in removing a term considered to be unfair.  
Please note that if you have a complaint or an enquiry about a 
financial contract, the Australian Securities and Investments 
Commission can assist – telephone 1300 300 630.

The final decision on whether a term is unfair can only be made by  
a court. If your dispute has not been resolved successfully you can 
apply to the court to determine whether the term is unfair or not.   
If the court finds that a term is unfair, it is void. The term is treated 
as if it never existed and cannot be enforced or relied on. However, 
you will still be bound by the rest of the contract.
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Lay-by sales

In some instances you may not want to pay cash up-front or use 
credit and therefore you might choose to use a lay-by service.  
A ‘lay-by’ agreement exists when:
•	�You pay for the goods in at least three instalments (when the 
agreement is not called a ‘lay by’ agreement) or in at least two 
instalments (when the agreement is called ‘lay-by’), and 

•	You do not receive the goods until the full price has been paid.

Any deposit you pay is also considered to be an instalment.  
For example - Ordering a Christmas hamper in advance and agreeing  
to pay for it by weekly instalments is a lay-by agreement.

Conditions
When you enter into a lay-by agreement you enter into a contract 
with the trader. Before you sign any agreement, ensure you 
understand the terms and conditions. Some things you need to 
consider include:
•	the amount of deposit required
•	the maximum duration of the lay-by
•	when instalments are due
•	what happens if the contract is cancelled, and
•	what happens if the trader goes out of business.

Written agreement
Lay-by agreements must be in writing and must specify all the 
terms and conditions. The trader must give you a copy of the lay-by 
agreement, which should include:
•	the lay-by service fee (if applicable)
•	a description of the goods
•	the price of the goods
•	the deposit paid
•	the balance still owing
•	the dates on which future payments are due
•	the maximum duration of the lay-by
•	the details of a termination charge that may apply.

Price
The price of the goods placed on lay-by must not change. If a sale 
item is placed on lay-by, the price for the lay-by contract remains 
the same after the sale is finished.
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Deposit
When you place goods on lay-by you usually pay an initial deposit  
to hold the goods. This amount is negotiable and generally ranges 
between 10% and 20% of the total price. Many traders charge a fee 
for lay-by. This fee is usually minimal. It is not illegal to charge a fee, 
but you should ensure that you are aware of such fees or charges
prior to entering into a lay-by agreement.

Payments 
You will be expected to make regular payments over the set period 
of time. The time period can sometimes be negotiated with the 
trader. Each payment made should be recorded on the docket or a 
receipt as proof of payment. This will help you to keep track of your 
lay-by and to remember when payments are due. If you are having 
trouble making your lay-by payments on time, you should contact 
the trader as soon as possible to discuss your options. If you fail to 
make your payments, you are in breach of the contract and the 
trader has the right to cancel your lay-by.

Finalising the sale
When the final lay-by payment is made, you should check the goods 
to ensure that they are the same goods that you originally selected 
and are in good condition before you leave the premises. This could 
avoid a dispute later. If the goods are not those you originally 
selected or are damaged, the trader should replace them. If this  
is not possible, you are entitled to a full refund.

If you cancel a lay-by agreement
The trader may charge a termination fee if you decide to cancel  
a lay-by agreement (unless the trader has breached the lay-by 
agreement). The amount of the fee must not be more than the 
trader’s ‘reasonable costs’ relating to the agreement. 

If you decide to cancel the agreement, the trader must refund all 
amounts you have paid, except for the termination charge. If the 
lay-by payments paid do not cover the termination charge, the 
trader can recover the outstanding amount as a debt.
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Suppliers cancelling a lay-by agreement
A trader must not cancel a lay-by agreement unless:
•	�You have breached a term of the agreement (such as missing  

a scheduled payment);
•	They are no longer trading; or
•	�The goods are no longer available due to circumstances outside 

the trader’s control.

Guarantees

The Australian Consumer Law automatically provides you with 
guarantees on certain goods and services. These are called 
consumer guarantees.

You are guaranteed that the goods you buy:
•	are of acceptable quality
•	�match the description, sample or demonstration model you  

were shown
•	are fit for their intended purpose
•	have clear title, unless otherwise stated
•	do not have any undisclosed securities (i.e. money owing on them)
•	come with a right to undisturbed possession.

You are guaranteed that the services you buy are:
•	provided with due care and skill
•	fit for purpose
•	completed within a reasonable time.

A manufacturer also guarantees the availability of spare parts and 
repairs for a reasonable time and that any express warranty will  
be honoured.

Goods and services covered by consumer guarantees
Consumer guarantees apply to:
•	goods or services costing up to $40 000
•	�goods or services costing more than $40 000, which are normally 

used for personal, domestic or household purposes
•	vehicles and trailers.
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Goods and services not covered by consumer guarantees
Consumer guarantees do not apply to goods:
•	�bought from a private seller or at auction (where the auctioneer 

acts as agent for the owner)
•	if a person buys to onsell or resupply
	
They do not apply to services:
•	�for the transportation or storage of goods for a business, trade, 

profession or occupation
•	that are insurance contracts.

When goods or services do not meet a consumer guarantee
If a good or service does not meet a guarantee, the supplier or 
manufacturer must provide a suitable remedy – depending on 
whether the problem is major or minor.

You may also be able to claim for compensation for your costs in time 
and money because the good or service has not met a guarantee.

The time you have to reject the good or service is however long 
those goods or services would reasonably be expected to last.
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Major failure
A major failure is a problem that cannot be fixed or is too difficult  
to fix. For example:
•	�you would not have made the purchase if you had known about  

the problem.
•	�the goods or services are substantially unfit for the purpose and 

cannot easily be made fit, within a reasonable time.
•	�the goods or services are significantly different from the description, 

sample or demonstration given, or different from the purpose 
explained by you to the supplier.

•	there are safety concerns.

If there is a major failure, you (not the business) may decide which 
one of the following options you wish to take:
Goods -
•	return the goods for a full refund
•	�return the goods in exchange for an identical replacement, or one 

of similar value
•	�keep the goods and claim compensation for the drop in value 

caused by the problem.
Services - 
•	cancel the service contract and claim a refund
•	�keep the contract and claim compensation for the difference  

in the service provided and what was paid for.

Minor failure
A minor failure is a problem that can usually be fixed within a 
reasonable period of time. To resolve the issue the business can 
choose to:
Goods -
•	provide a refund, repair or replace the goods
•	fix the title to the goods, if this is the problem
Services - 
•	fix the problem free of charge, and within a reasonable time.

These remedies apply to purchases made on or after 1 January 2011.
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Warranties

Voluntary warranties
Voluntary warranties are also known as manufacturer’s warranties 
or express warranties. These are written warranties commonly 
supplied with goods or services. Sellers must stand by their 
voluntary warranties and fulfil the promises made. Voluntary 
warranties cannot limit or exclude the consumers’ rights given  
by law under consumer guarantees.

Purchased and extended warranties
Some traders encourage consumers to purchase warranties or offer 
to extend existing warranties. Be wary of such offers and carefully 
consider the likely benefits. In many cases these warranties duplicate 
the consumer guarantees to which you are already entitled.

16



Refunds

When can I get a refund?
If there is a problem with goods you have bought, the store must  
fix the problem by giving you a refund, repair, replacement or other 
type of ‘remedy’. The type of remedy depends on the problem.

As explained on page 14, you are entitled to return an item if it does 
not meet a consumer guarantee.

You can still return an item even if:
•	�You have used the item - some faults aren’t apparent until after 

you’ve used or worn an item
•	It is jewellery, underwear or swimwear
•	You have removed the tags or packaging 
•	The item was a gift, as long as you can provide proof of purchase
•	�You bought the item online - as long as you purchased it from an 

Australian business (not a private seller)
•	�The item was bought from a second-hand store, however you must 

take into consideration the age, price and condition of the item 
when it was sold

•	The item was on sale.

You are not entitled to return an item when:
•	�The goods or services are not covered by a consumer guarantee 

(see page 14)
•	�The store told you (or displayed a sign) about hidden defects 

before you bought the item
•	�You examined the item before buying and didn’t find defects  

you should have noticed
•	You used the item incorrectly/inappropriately
•	You have had substantial use of the item
•	�You simply changed your mind about the purchase – however, 

some stores as a gesture of goodwill will offer to refund or 
exchange on change-of-mind purchases.
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To obtain a refund:
• Do not dispose of, lose or destroy the goods
If you have a problem with something you have purchased or it 
simply does not work, you should not throw it away or destroy it and 
then ask the store for a refund. You should return it to the trader and 
show them what is wrong.

• �Take care of the goods
If you have a problem with something that you have purchased and 
intend to return it for a refund, you should take care of it until you 
actually return it. If for instance, the product concerned was a 
leather lounge suite, it would not be appropriate to leave it outside
where it would be exposed to the weather until you were in a 
position to return it to the trader.

• Provide proof of purchase
This could include a receipt, credit card slip or statement, lay-by 
agreement, confirmation or receipt number from a phone or online 
purchase, copy of a paid cheque or even acknowledgement by a 
store staff member that they sold the item to you.

Who is responsible for returning goods?
When you tell the supplier that you are returning the goods, the 
goods become the supplier’s property. You must return the goods 
unless the cost of returning, removing or transporting is significant.  
The supplier must then collect the goods at their own expense and 
within a reasonable time. Examples of goods that a supplier would 
have to collect are:
•	Very large items (e.g. a bed, or a 127cm LCD TV)
•	�Fixed goods (e.g. a swimming pool filter connected to a pool  

by fixed pipes).

18
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‘No Refund’ signs or statements
Many traders have a refund policy that is more generous than the 
legislated minimum standard and some choose to display signs 
outlining their policy, so that you are aware of this and know where 
you stand before you make a purchase.

Traders do not have to display a sign, but if they do it must not 
mislead you about your statutory rights to a refund.

For example, signs should not say:
• No Refunds, or
• No Refunds after 7 days, or
• No Refunds on Sale Items, or
• �We will exchange or repair or give credit notes but we do not refund.

All of these statements are likely to give you the impression that  
you have no right to a refund; but if a good or service does not meet 
a consumer guarantee then you are entitled to a remedy. If you see 
any misleading refund statements, either displayed in stores or  
on store receipts, you should report the details to the Office of 
Consumer and Business Affairs on (08) 8204 9777, or for SA country 
callers 131 882, or email to metro.cab@agd.sa.gov.au
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Uncollected goods

When you leave goods for repair or other treatment, the trader must 
tell you when your goods should be collected. If you do not return  
to collect the goods, the trader should contact you advising that  
the goods must be collected by a certain date. Different time
periods apply depending on the circumstances. Contact OCBA  
on (08) 8204 9777 for particulars.

If the goods remain uncollected, the trader may have the option of 
selling the goods, keeping a portion of the money from the sale to 
cover reasonable costs, such as storage of the goods, and return the 
balance to you.

Bag inspections

If a trader displays a sign at the entrance of their premises or 
advises you in some other way of their bag checking policy, they can 
ask to look inside your bags without touching any of your belongings. 
If something inside your bag is blocking their view, they can ask  
you to shift the contents around, but they cannot reach in and do  
it themselves. You can also expect that they will not ask to look in  
a small handbag or any bag that is unlikely to be capable of 
concealing something stolen from the store.

You have the right to refuse to allow a bag inspection. In these 
situations, the trader may:
•	ask you to leave the store
•	refuse to sell you any goods
•	call the police if they believe you have been shoplifting.

Traders do not have the right to forcibly search your bags or detain 
you. If the trader, or an employee, attempts to do either of these, you 
should ask to speak to the store manager or request that they call 
the police immediately.
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Shop breakages

Whether or not you have to pay for something you have broken in a 
shop depends on the circumstances. A sign that says ‘all breakages 
must be paid for’ will not necessarily determine the issue in the 
trader’s favour.

If the accident was entirely your fault, then the trader could 
reasonably ask you to pay for the goods. If you refuse, you could be 
taken to court.

If the accident was due to the trader displaying goods in a negligent 
way, you should not be expected to pay for the goods.

Scanned prices

If you have purchased goods at a store where a scanning device is  
used to record the price at the checkout, you should always double 
check that the scanned price is the same as the price advertised  
on the shelf.

If the scanned price shows an amount higher than the price 
advertised on the shelf, you should first contact the store manager 
and point out the error. If you are not satisfied with the outcome, 
please contact Consumer Affairs on (08) 8204 9777 and we will 
investigate your complaint.

All supermarkets and food stores operated by, or supplied by, 
members of the Australian National Retailers Association have 
agreed to comply with the Code of Practice for Computerised 
Checkout Systems in Supermarkets. Under this Code, stores are 
required to ensure the price accuracy of their checkout systems and 
shelf pricing procedures. If an error does occur, you may be offered 
the item free in recognition of having brought the error to the 
attention of the store. If you have purchased more than one of that 
particular item, you may be entitled to receive the first item free,  
and subsequent items at the lower (displayed) price.
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Product safety

You have a right to expect that the products you purchase will be 
safe to use. You also have a responsibility to use a product safely  
and be aware of the possible dangers of old and modified products. 
No matter how well a product is designed and constructed there  
are still risks, and you have a responsibility to reduce those risks.

You can contribute to your own safety and that of others by:
•	buying products that meet standards
•	reading all instructions before use
•	carefully following instructions
•	using a product for its intended purpose only
•	�being aware of the surroundings in which a product is being  

used and possible effects on others
•	checking the ongoing condition of the product
•	taking a safety problem back to the supplier
•	advising the appropriate agencies about safety concerns.

Safety standards exist to reduce the risk of injury. Certain goods 
must comply with particular design, construction, composition, 
performance or other characteristics.

Mandatory safety standards
Certain consumer goods or product-related services must meet 
mandatory safety standards before they can be sold in Australia. 

Some consumer goods or product-related services are covered by 
an information standard, requiring that certain information is 
provided to you about it. For example, ingredient listing for 
cosmetics and care labelling for clothing.

All mandatory safety standards and information standards are listed 
on the Product Safety Australia website at www.productsafety.gov.au 
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Safety warning notices
Australian governments can issue safety warning notices to alert the 
public that a good or service is under investigation or poses a safety 
risk. The notice will also warn of possible risks in using the goods or 
product-related services. If you see a safety warning for something 
you have purchased, it is important that you follow the advice 
provided to avoid injury.

All safety warning notices are listed on the Product Safety Australia 
website at www.productsafety.gov.au

Recalls
A product can be recalled if it may cause injury, does not comply 
with a safety standard or is banned. A recall can be either 
compulsory, as imposed by the government, or it can be a voluntary 
recall by the business or supplier selling the product.

If you have bought a product that is recalled, you should follow the 
instructions in the recall notice. You may need to return the product 
to get it repaired or refunded.

Information about recalled products is available from the Product 
Safety Recalls Australia website at www.recalls.gov.au

Bans
Consumer goods or product-related services can be banned if there 
is evidence of the risk of serious injury, illness or death associated 
with it. The ban can be interim or permanent. A ban makes it 
unlawful for anyone, in trade or commerce, to supply, offer to 
supply, manufacture, posses or have control over the good or 
product-related service.

All bans are listed at www.productsafety.gov.au

Reporting
If you suffer serious injury caused by dangerous goods you should 
seek medical advice, and also report the injury to the trader.  If a 
trader becomes aware that a consumer good or product-related 
service they supplied has caused, or may have caused, death, serious 
injury or illness, then the trader must notify the Commonwealth 
Minister within 48 hours.
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If you suffer personal injury or other loss caused by dangerous 
goods you may be able to seek compensation. 

If you have concerns about the safety of a product contact the Office 
of Consumer and Business Affairs on (08) 8152 0732. We handle 
complaints about unsafe goods. We help to ensure that products are 
safe to use and that unsafe products are removed from sale in South 
Australia. Manufacturers or suppliers can be ordered to recall and 
rectify those products deemed to be hazardous. Recall notices are 
published in daily newspapers and also on the national recalls 
website: www.recalls.gov.au.

Second-hand goods

Private sales
Goods bought privately or at garage sales are not covered by consumer 
guarantees and may not be covered by safety laws, so be extra careful. 

Second-hand dealers and pawnbrokers
The SA Police Department administers the legislation that covers 
second-hand dealers and pawnbrokers. For any enquiries relating to 
this legislation contact the local police station. If you have a query in 
relation to returning items that are faulty or do not meet consumer 
guarantees contact Consumer Affairs on (08) 8204 9777.

When you pawn an item, the pawnbroker is required to provide  
you with a pawn ticket, which must clearly state:
•	the amount of cash provided for the items pawned
•	an itemised statement of all fees and charges
•	an accurate description of the items pawned
•	your details.

A second-hand 
dealer is a 
person who 
carries on 
the business 
of buying or 
selling
second-hand 
goods. A 
pawnbroker is 
also a second-
hand dealer.
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Redeeming goods
The second-hand dealer/pawnbroker must allow one month to pass 
before parting with possession of the goods. If after this time the 
goods are sold and the dealer gets more than what the debt was 
worth, you can recover the difference, through the courts.

However, it can be difficult to know how much the item actually sold 
for. The best way to prevent this situation is to ensure the debt is 
paid on time.

A second-hand dealer must keep records of goods bought or 
received, and the records must contain:
•	�an accurate description of the goods including their type, size, 

colour, brand, serial number or any other distinguishing feature
•	description of any marks or labels that identify ownership
•	the dates when the goods were bought or received
•	�the full name and address of the consumer and the means of 

verification of identification
•	�the identification codes that dealers are required to mark on each 

individual item that has been purchased or received.
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Buying a home

Before you buy
Buying a home is one of many major decisions in your life. It is 
essential that you plan carefully for your purchase and are not 
rushed into making a decision. The right decisions now will help 
prevent problems in the future.

Choose the type of property you wish to purchase based on both your 
immediate and future needs. Issues you should consider include price 
range, size, location, local services and the age of the home.

Before purchasing any house, it is important to take a critical look  
at the property, regardless of how much you like its appearance  
or presentation. Specialist help is available for building inspections. 
If you are in doubt about your knowledge or ability to critically 
examine the property, we suggest you engage a building consultant.

Finance
The first step in buying a house is to decide how much you can 
afford to spend. Most people will need to finance their purchase 
through a mortgage. Remember to shop around for the best deal  
to suit your present and future needs and to allow for all fees, stamp 
duty and charges when calculating your capacity to repay. As there 
are a number of different organisations offering mortgages, their 
interest rates, fees and charges are sure to vary.

Fees 
In addition to your mortgage repayments, there are a number  
of major fees to be aware of. These include:
•	stamp duty on the property transfer
•	stamp duty on the mortgage in some circumstances
•	registration fees (Lands Titles Office)
•	conveyancing charges
•	adjustments of rates and taxes
•	search fees and disbursements.
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Contracts
After finding the right home and obtaining pre-approval for finance, 
the next step is to make an offer on the property to the vendor or 
their agent. The vendor or their agent will prepare a contract that 
will include any special conditions (e.g. subject to finance suitable  
to the purchaser, subject to building inspection), the deposit payable 
and the settlement date. Items that are to be included or excluded 
from the sale must be agreed to and specified in the contract. The 
contract will be presented to you for checking and signing. 

Before signing the contract, it is important that you carefully read the full 
contents – including Special and Other Conditions – paying extra 
attention to the requirement to insure, and the consequences if you 
default on your contractual obligations. Once you have signed the 
contract, it will be submitted to the vendor or their agent for 
consideration. If the offer is accepted, the vendor will sign the contract, 
establishing a formal and binding contractual relationship with you.

If you think a term in the contract is unfair, speak to the agent or 
seek advice from the Office of Consumer and Business Affairs.  
See page 10 for more information on unfair contract terms.

Cooling-off periods
A cooling-off period applies in South Australia to property purchases 
other than by auction. This period is two (2) clear business days  
in which you can change your mind and cancel the contract.  
The cancellation of the contract must be in writing.
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Purchase by public auction
If a property is offered for sale by auction, open inspections will 
normally be arranged. You may have an opportunity to make an offer 
before the auction date. Any property being auctioned can be sold 
prior to the auction, if the vendor considers the offer acceptable.

At the auction, the auctioneer will outline the procedure to be
adopted. The auctioneer must ensure the Vendor’s Statement  
is available for inspection by members of the public:
•	�at the office of the auctioneer for at least three consecutive 

business days prior to the auction, and
•	�for at least 30 minutes before the auction starts, at the place 

where the auction will be conducted.

The agent responsible for conducting the auction must provide  
a ‘Bidders Guide’ information sheet to each person who registers.  
When the auction starts, the auctioneer will call for bids; don’t 
hesitate to indicate clearly that you are a bidder. The auctioneer
usually will nominate the increase that will be accepted but you may 
nominate a smaller or greater amount. As the auction progresses, 
the auctioneer normally accepts smaller bids. Be aware of this, as 
your next bid may make you the new owner of the property.
Remember the financial limit that you have set yourself. Don’t bid 
above it. If you are the successful bidder, you will be required to 
complete the contract immediately after the auction and to pay a 
deposit - usually 10% of the sale price, with the balance payable  
in 30 days without conditions.

Important Notes:  
•	No cooling-off rights apply to properties bought at auction.
•	�Be sure to quickly arrange a cover note for insurance of the 

property. The risk passes to you at the fall of the hammer and you 
should arrange protection against fire, water, storm and other 
damage as soon as possible.

For further advice about this topic refer to the It’s about the House 
booklet. To obtain your free copy please phone the Office of 
Consumer and Business Affairs on (08) 8204 9516 or 131 882  
(SA country callers).

Important
If you wish 
to bid at an 
auction you 
must register, 
preferably 
before the 
auction process 
begins. You  
will need proof  
of identity  
to register.
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Building or renovating a home 

When building, renovating or making repairs to a home, you should 
always use a licensed builder or tradesperson. These trades must 
be licensed:  plumbing; gas fitting; electrical; paving; painting; roof 
repairs; plus various other work related to building. The licensing 
system exists to protect you from unsafe building work, poor 
business practices and to protect the water, gas and power supplies 
from damage caused by faulty work.  

You should ask to see the tradesperson’s licence before they begin 
any work for you. If they can’t produce it, ask for their licence 
number and then check our Licensing Public Register to ensure 
they do have the appropriate licence. The Licensing Public Register 
can be found at www.ocba.sa.gov.au.

You should also choose a reputable tradesperson. Ask your friends, 
colleagues or relatives who they would recommend. You should ask 
the builder for references and be sure to check them.

Cooling-off periods
Where a written contract involves building work costing $12,000 or 
more, you may terminate it within five (5) business days from the 
date it was signed. However, you must provide written confirmation 
of your intention to terminate the contract.

Be aware that when purchasing a house and land package, the land
cooling-off period of two (2) business days applies.

Council approval
Check with your local council to see if approval is required for your 
building work or renovations.

Once the building work is finished, the licensed builder must provide a 
notice of completion to the local council (if an approval was required). 
This is a written document which states that the building work has 
been completed according to local council approval. As the building 
owner, you are entitled to ask the builder for a copy of this notice.

Remember, if 
you don’t use a 
licensed builder 
or tradesperson 
and something 
goes wrong, 
insurance 
claims could  
be difficult!
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Building indemnity insurance
Your builder must take out a building 
indemnity insurance policy for all building 
work valued at $12,000 or more and where 
council approval is required. This insurance 
protects you if the builder becomes 
bankrupt, dies or disappears during 
construction or within the 5-year warranty 
period.  Ensure that you are provided with a 
copy of the policy before you allow the 
builder to commence work. 

Payments
For building work costing $12,000 or more, the builder can only ask 
for a maximum deposit of $1,000 or the cost of any payment to a 
third party (e.g. for soil tests or council fees). Only pay genuine 
progress payments and don’t pay for work not yet completed.

For smaller projects costing less than $12,000, it is advisable to only 
pay a deposit of ten to fifteen percent of the total value. The more 
you pay upfront, the more you stand to lose, if anything goes wrong 
before the work is completed.

Statutory warranties
By law, a contractor must provide certain warranties when they 
perform domestic building work.

These cover issues such as:
•	the quality of materials and workmanship
•	compliance with plans, specifications and legal requirements
•	completing the work within a reasonable time
•	meeting the end result that was requested, and
•	�if constructing a house, the house must be reasonably fit for 

human habitation.

Claims against 
statutory 
warranties can 
be made up to 
five years after 
the building 
work was 
completed. 



32

Renting a home

Tenants’ rights and obligations
As a tenant you have rights, but you also have responsibilities.  
When you rent residential premises from a landlord, you are given 
possession of the premises as your home, with the same rights of 
privacy, peace and quiet to which a homeowner is entitled. You must 
also pay the rent on time, keep the premises clean, repair damage 
caused by yourself or guests and abide with all the conditions 
included in the tenancy agreement. As a tenant, you must also notify 
the landlord of any maintenance or repairs that are required to be 
carried out.

Tenancy agreements
A tenancy agreement can be either verbal or written. However, it is 
advisable to have a written agreement so it is clear to both parties 
what has been agreed. The agreement should cover when, where 
and how the rent is to be paid. Always get a receipt for any cash 
payments you make. 

There are two types of residential agreements - one is flexible and 
one is not.

A ‘fixed agreement’ is an agreement under which you agree to rent, 
from a landlord, the home for a set period of time, for example six  
or twelve months.

A ‘periodic agreement’ is an agreement with no specific end date. 
An agreement of this type is more flexible, but could mean you have 
to leave your home before you want to. In a periodic agreement you 
must give notice in writing that you wish to leave; this notice must  
be a minimum of 21 days or a period equivalent to your single rent 
period (whichever is the longer). In the case of the landlord, the 
notice period will vary depending on the particular situation.

Ring the OCBA 
Tenancies 
Advice section 
on 8204 9544 if 
you need further 
information 
about notice 
periods.
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The lease
When you sign a tenancy agreement (lease), the landlord must give 
you a signed copy of the agreement. 

Don’t sign a lease if you don’t understand any part of it. A lease is  
a legally binding contract. If you want to move out before the end of 
the lease, you may be liable for advertising costs, re-letting fees and 
even rent until a new tenant is found.

Regardless of whether the tenancy agreement is verbal or written, 
the landlord must give you an information brochure on the 
Residential Tenancies Act 1995.

Moving in
The day you move in, the landlord must fill in an inspection sheet 
with you and give you two copies. Once you’ve checked its accuracy, 
you must sign both inspection sheets and return one copy to the 
landlord. If something is dirty or broken, make sure you note it on 
the inspection sheet before returning it, and bring it to the landlord’s 
attention. Always keep a copy.

You will usually be asked to pay a security bond, which may be equal 
to four or six weeks rent, depending on the amount of rent you will  
be paying. The landlord must give you a receipt within 48 hours and 
must lodge the bond with the Office of Consumer and Business 
Affairs within seven days. If the landlord has an agent, the bond 
must be lodged within 30 days.

At the end of your tenancy, provided there is no damage and no rent 
or other monies owed, the bond should be refunded to you.

It is the 
landlord’s 
responsibility 
to provide 
the home in 
a reasonable 
state of repair, 
having regard 
to the age of 
the premises. 
It is your 
responsibility 
to keep the 
premises clean.
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Alterations and repairs
The landlord is responsible for arranging any repairs. If something 
needs to be repaired, you should report it immediately. The landlord 
may arrange a mutually agreeable time with you for repairs to be 
made. Otherwise, the landlord can choose the time and give you at 
least 48 hours written notice in order to carry out the repairs. 

There are clear legal protocols about what you can do if the landlord 
cannot be contacted or appears to be slow in responding. Please 
contact the Office of Consumer and Business Affairs (OCBA), 
Tenancies Advice section on (08) 8204 9544 for details. SA country 
callers 131 882. Please note that OCBA staff are unable to provide 
legal advice.

Privacy
The landlord must provide you with quiet enjoyment of the property 
and respect your right to privacy. Landlords or their agents are 
entitled to make a general inspection of the property, but not more 
than once every four weeks. The landlord must make suitable
arrangements with you, or provide you with between 7 and 14 days 
written notice as to when he or she will enter the premises.

Renting problems
If you have a dispute with your landlord, contact us for information 
about your rights and responsibilities. We can advise you about your 
options, explore the issues, and if required, conciliate to help resolve 
the dispute. If a suitable outcome is not found, you can apply to the 
Residential Tenancies Tribunal for an order. The Tribunal deals with 
disputes arising from residential tenancy agreements. It is a service 
open to tenants, landlords and their agents. The Tribunal will make  
a decision on the matter and issue a binding order. 

There is a $35 fee for applications to the Tribunal. Full time 
students, approved government concession card holders, Housing SA 
and those able to prove hardship are exempt from paying the fee.  
Approved government concession cards include -
•	Centrelink Health Care Card
•	Commonwealth Senior Health Card
•	Pensioner Concession Card
•	Veterans Affairs (DVA) Gold Card

You must get 
the landlord’s 
permission 
to make any 
renovations, 
alterations or 
additions. 
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Household goods

Buying goods like a home entertainment system, computer, 
refrigerator, washing machine or air-conditioner can pose many 
dilemmas. Choosing a product that suits your needs and your 
budget should be your aim.

First, decide what it is you want the product to do, then shop around 
for the best deal, comparing quality, price and after sales service.

Some retailers offer extended warranties for certain purchases. 
Consider whether the extra cost will provide you with some 
protection beyond what the manufacturer or consumer laws already 
provide (see page 13).

If you enter into a credit plan arrangement or other payment plan 
(e.g. lay-by), take the time to read the contract carefully so you 
understand your obligations.

Take your time and avoid impulse buying. Ask yourself the  
following questions:
•	Do I really need it (should I consult my partner or friends)?
•	Will it meet my needs?
•	Is it a reliable brand?
•	Will it fit in my home or future home?
•	Is it value for money?
•	Can I afford it?
•	How will I pay for it?
•	Is there a contract and do I understand it?
•	�Can I expect reasonable after-sales service from the  
retailer/manufacturer?

If you decide to proceed with the purchase and choose to pay on 
credit, be sure that the credit terms and conditions are reasonable. 
You may be able to achieve better credit provisions with a bank or 
credit union.
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Buying a used vehicle

When buying a used vehicle it is important that you plan for your 
purchase. Select a vehicle that suits your needs and one you can afford 
to run and insure. Be aware of the many costs involved in purchasing  
a motor vehicle including transfer fees, stamp duty, insurance and 
registration. Seek advice from reputable insurers about the insurance 
that will best suit your requirements, remembering that there are 
several types of vehicle insurance available.

Private sale
It is important to note that generally there is no warranty when you 
purchase a vehicle through a private sale. It is your responsibility  
to check the vehicle thoroughly. A mechanical inspection by an 
independent mechanic or inspection service is recommended. We 
cannot negotiate with a private seller on your behalf if a dispute arises.

It is important to check if the vehicle has any outstanding payments 
owed to a finance company. Check the Vehicle Securities Register  
by calling 131 084, visiting ezyreg.sa.gov.au or attending any  
Service SA Customer Service Centre. You must provide the vehicle’s 
registration, engine number and vehicle identification number (VIN) 
to obtain this information. To ensure legal protection and to prevent 
repossession by any former credit provider, you can obtain a 
certificate of the Register entry for a small fee.

Licensed dealer
Make sure that the dealer is licensed; check the Licensing Public 
Register at www.ocba.sa.gov.au. Under the law, you are entitled to 
accurate details such as the dealer’s name, the name and address 
of the previous owner, the accuracy of the vehicle’s odometer 
reading, warranty conditions and various other vehicle details.  
This information will be contained in a notice displayed in the 
vehicle’s window. A copy of this notice (known as a Form 1) will  
be given to you when you purchase the vehicle.

Once you decide to buy, you will be required to sign a contract. Read 
and understand the contract thoroughly before you sign, ensuring all 
sale details and costs are accurate. If you want the sale to be subject 
to certain conditions, write these conditions on the contract. Do not 
sign any blank or incomplete papers. 



Cooling off
When you buy from a licensed second-hand vehicle dealer you are 
entitled to a cooling off period of two clear business days (including 
Saturdays) during which time you can consider the purchase.  
You may cancel the sales contract by giving the dealer written  
notice before the cooling off period expires. Note – cooling off 
periods do not apply to new vehicles or auction sales.

The dealer can seek a maximum deposit of 10% of the contract 
price. If you decide to cool off, the dealer must refund your money, 
but may keep an amount equal to 2% of the contract price or $100 
(whichever is the lesser).

You are entitled to waive your right to cool off by signing a waiver 
form. The right to waive allows buyers who want or need to take a 
vehicle immediately. The waiver form must be witnessed by a person 
other than the dealer or a salesperson who is involved in any way in 
the sale of the vehicle. It is an offence for a dealer to induce you to 
waive your cooling off rights.

Advantages of buying from a licensed dealer include:
•	clear title
•	�access to the Second-hand Vehicle Compensation Fund in some 

circumstances, and
•	warranty provisions on some vehicles.

Dealer’s warranty obligations
A statutory warranty currently applies, from the date of purchase,  
to vehicles that:
•	�cost between $3,001 and $6,000 - they will be covered under 
warranty for the first 3,000km travelled or two months, whichever 
occurs first

•	�cost over $6,000 – they will be covered under warranty for the  
first 5,000km travelled or three months, whichever occurs first.

•	Its first year of registration was less than 15 years ago.
•	At the time of sale it had been driven less than 200,000km.

A dealer may have a duty to repair defects in a vehicle, regardless  
of the age or purchase price, if those defects would have made the 
car unroadworthy at the time of sale.
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You should 
have the vehicle 
thoroughly 
examined before 
you make a 
decision to buy. 
A mechanical 
inspection by 
an independent 
mechanic or 
inspection 
service, like 
the RAA, is 
recommended.



Statutory warranty doesn’t apply to:
•	vehicles that are sold for $3,000 or less
•	vehicles that have travelled over 200,000 kilometres
•	vehicles that were first registered more than 15 years ago
•	�a vehicle that you have had in your possession for three months  

or more before the date of sale (e.g. under lease)
•	�accessories excluded by the dealer (listed on the Form 1 notice 

displayed in the vehicle window). 
•	normal vehicle servicing
•	defects arising from misuse after sale
•	defects apparent in the paintwork or upholstery at the time of sale
•	defects arising from collision, impact or accident after sale
•	defects in the tyres or battery
•	defects not reported to the dealer within the warranty period.

Sometimes you may be encouraged to give up your statutory 
warranty for the promise of a better price. Take care. This can be  
a disadvantage in the long term. Do not waive your rights without  
a thorough vehicle inspection. To waive your warranty rights an
agreement (Schedule 6) must be signed by you and explained and 
witnessed by a Justice of the Peace, a lawyer or an authorised  
bank manager.

Buying at auction
Vehicles to be sold at an auction should display a notice in the 
window giving details such as the auctioneer’s name, the name and 
address of the previous owner, the accuracy of the vehicle’s 
odometer reading, if the vehicle is covered by warranty and any
warranty conditions. If you decide to purchase the vehicle, you must 
be given a copy of this notice and the appropriate sale notice.
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For further 
information 
about this topic 
please refer 
to the OCBA 
publication 
called 
Autocheck: Your 
Guide to Buying 
and Maintaining 
a Car.



Buying a mobile phone

Before you rush out to buy a mobile phone, think carefully about the 
financial commitments and contractual obligations involved. The 
following information will help you avoid some of the more common 
difficulties associated with buying a mobile phone.

Shop around
Shop around - the marketplace is full of mobile phone dealers 
offering all sorts of deals on different types of phones. Don’t buy on 
impulse or sign the first contract you are given. Take your time and 
check things out carefully, especially hidden costs. If you rush into  
a deal you may regret it later!

Coverage
You need to consider the type of coverage you want from your phone 
service. In certain areas, some services work better than others. 
Consider whether you want to use your phone mainly in the 
metropolitan area or whether you need to be able to access country 
and remote rural areas as well. Interstate and overseas considerations 
may also be important. Don’t just rely on the dealer to tell you about 
coverage. Ask family or friends who already have a phone.
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Whatever 
coverage you 
decide, make 
sure you check 
the mobile 
service contract 
to ensure that it 
covers your local 
area and the 
areas you may 
be travelling  
to on a  
regular basis.



Call plans
Call plans will include a description of how call rates are calculated. 
They also state the call charges for peak and off peak times. There are 
two types of call plans: fixed term call plans and pre-paid call plans.

Fixed term 
A fixed term call plan has many features, including:
•	a fixed contract term, usually between 12 and 24 months
•	the cost of calls at various times (peak and off-peak)
•	�the cost of monthly access. This charge ensures that you remain 
connected to the mobile phone network. Generally call plans with 
higher monthly access charges will have lower call rates.

Once you have signed the contract, you are responsible for paying 
the bills, so make sure you understand all of the conditions (term  
of the agreement, cost of calls etc). If you are unsure, don’t sign!  
Ask questions or seek independent advice.

Many mobile phone deals may involve two separate contracts, one 
with the service provider for call services and the other with a dealer 
for the supply of the handset. Make sure you know the names of 
both companies.  

Be wary of special mobile phone deals that offer ‘free’ or ‘cheap’ 
phones. The actual cost of the handset is probably included in the 
monthly price of the service contract. Such deals often come with 
higher call charge rates.

Pre-paid 
Buying a phone may be a better option for you because you own  
the phone and you can buy pre-paid mobile phone credit to a certain 
value, say $25, $30 or $50. Credit is now widely available over the 
internet, on your phone or at delicatessens, supermarkets, video 
stores and service stations. The phone provides you with a running 
tally of how much credit is left at the end of each call.

There is less variety in pre-paid call plans; most will simply state  
the cost of calls at various times of the day (peak and off-peak). 
Compared to contract-linked call plans, pre-paid call plans will 
generally offer higher call rates, but they do not include monthly 
access fees.
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A mobile phone 
contract is 
legally binding 
and is usually 
difficult and 
expensive to 
cancel before 
the full term 
has expired. 
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The Telecommunications Industry Ombudsman (TIO) has warned 
users that what they believe to be pre-paid mobile phone services 
may in fact not be pre-paid at all. Some consumers, particularly 
young people, have gone into debt because some call charges have 
appeared late on their phone company’s billing system and they have 
been able to continue making calls beyond the pre-paid amount.

Ring tones
Many service providers offer ring tones and screen savers that 
appear to be free or very cheap. Many have ongoing monthly charges 
that you should clearly understand before your first download. These 
services can be costly and hard to cancel so check them out fully 
before you subscribe.

SMS
Under most plans, every text message or SMS you send will cost you 
around 20 cents. This sounds cheap, but it quickly adds up. SMS has 
its own language and is often sold as a cool way to use a mobile. 
Don’t use SMS to chat as you could end up with a hefty bill at the 
end of the month.

Downloading data to smartphones
Monitoring your data allowance can help you avoid big bills when 
accessing the internet and email via your phone. Some phones 
monitor your data usage automatically in ‘Settings’, but you may 
need to reset these at the start of billing periods. Or you can call or 
sms your service provider to regularly check on your data usage or 
log into your online account. This service may cost extra, so check 
with your service provider.
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Detecting and dealing with Scams

A scam is a dishonest attempt to trap you into parting with your 
money. Don’t let it happen to you.

Letters, emails, phone calls and text messages from scam 
operators are often personally addressed to you or your business. 
Most scams originate and operate from overseas.

Ways to spot a scam
There are several ways to spot a scam. Firstly, look out for deceptive 
promotional material. Scam operators go to a lot of trouble to 
deceive, so documents may look genuine (e.g. company letterheads, 
certificates, logos). If they state that the scheme is legal, this usually 
means it is not. Other common claims include things like ‘it has 
been checked and approved’ by some bogus or unnamed 
government authority or that you must respond or buy quickly 
otherwise the ‘opportunity will be lost’.

Scam operators commonly use a number of ‘too good to be true’ 
claims. You may be told that you have ‘won’ a lottery or competition 
that you have never entered. Other favourites include: this is a  
‘big money earner’ with ‘no risk’; mystical or religious groups
will solve your money or health problems if you send a donation;  
or an unknown ‘millionaire’ wishes to share their secrets of  
success with you.

Scam operators
Scammers often create false business and personal names, use 
post box numbers or temporary addresses. They will often operate 
outside their own state or country to reduce the risk of being caught. 
They appeal to people’s desire to be wealthy, healthy, attractive or 
safe and hope that a small percentage of people from a large mail 
distribution list will believe the claims and send money. Once 
successful, scam operators will compile a ‘sucker list’ of those who 
have responded to fake offers and then sell the list to other scam 
operators. In an attempt to remain one step ahead, they also 
regularly change the name of the scheme and vary the claims made.
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Remember, if it 
sounds too good 
to be true, it 
probably is!



Some sensible advice
It is easy for scam operators to take your money and run if you 
simply send them cash or a cheque, or if you hand over your 
financial details. Be very wary about giving details of your credit 
card, bank account or personal information (e.g. passport or driver’s 
licence). Be cautious about sending money to a post office box 
number or to an overseas address. Only do business with companies 
you know and trust.

SCAMwatch (www.scamwatch.gov.au) provides information about 
how to recognise, avoid and report scams. Scams reported to 
SCAMwatch will be analysed by the Australian Competition and 
Consumer Commission.

Selling a home

Selling a home is an experience most of us will only encounter once 
or twice in a lifetime, so it pays to do your homework throughout this 
complex process. You can choose to sell your house by private sale, 
however, due to the complexity of the process, it is more likely that 
you will engage a real estate agent to sell on your behalf, either by 
auction or private treaty.

Choosing an agent
Choosing the right real estate agent to negotiate on your behalf  
is essential. You should obtain advice from at least three agents. 
Compare their fees, knowledge of your area and advertising as  
well as their predicted sale price. You may also wish to obtain  
a professional valuation to compare it with the agent’s appraisal.

Agency agreements
Once you have selected an agent, you will need to sign an agency 
agreement. The agreement must set out the duration of the 
contract, termination details, commission rate, advertising fees 
involved and an estimation of the sale price. The agreement must 
also disclose the nature, source and amount of any commissions, 
rebates or discounts expected to be received by the agent.
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Always 
remember 
to check that 
the agent is 
registered. You 
can check their 
registration 
details on our 
website: www.
ocba.sa.gov.au.



Before signing, ensure that you fully understand all aspects of the 
agreement, as it is a binding contract.

If you think a term in the contract is unfair, speak to the agent  
or seek advice from the Office of Consumer and Business Affairs.  
See page 10 for more information on unfair contract terms.
An agreement is generally specified for a period of 90 days, after 
which you would need to renegotiate a new agreement. You can 
nominate a shorter period of agreement if you wish.

Selling at auction
If you choose to sell your property by auction, you can set a reserve 
price as the minimum you will accept. Once bidding has passed that 
level you know you have a sale. The successful bidder must then  
pay a predetermined deposit on the day of the auction. There is no 
cooling-off period when buying or selling at auction. You may receive 
offers before the auction that you are entitled to accept.

It is an offence for any person to ‘dummy bid’, which means it is 
illegal for any person to make or procure a dummy bid and the 
auctioneer to knowingly take or procure the dummy bid. However, 
the auctioneer of the vendor’s property is entitled to make up to 
three bids on behalf of the vendor. These bids must be announced  
as a ‘vendor bid’. The amount of a vendor bid must be less than  
the reserve price.

What’s for sale?
It is important to determine from the beginning what is to be 
included in the sale of your home. For instance, fittings and fixtures 
that are easily removed, such as decorative light fittings, wall  
units and curtains, are not necessarily included in the contract.  
It is essential to make everyone clear on exactly what is included  
in the sale. This needs to be written into the contract.

Contract of sale
A residential property cannot be advertised for sale until a contract 
of sale has been prepared. It is important that you consult a solicitor 
or conveyancer about preparing the contract to make sure that 
everything is in order.
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Cooling-off periods
When you are selling a house, there is no cooling-off period for you, 
the vendor. Once contracts have been signed and exchanged, you are 
bound to complete the agreement. However, buyers of residential 
property have a cooling-off period of two (2) business days during 
which they can withdraw from the sale. There is no cooling-off 
period when buying or selling at auction.

Travel

When planning your next holiday make sure you do your research 
and that you have a safety net should things go wrong. 

Make sure you use a licensed travel agent. Licensing exists to 
protect you from poor business practices. To check if a travel agent 
is licensed, search the Licensing Public Register on our website 
www.ocba.sa.gov.au. 

Take out appropriate travel insurance which should cover you for 
such things as cancellations, lost luggage, stolen travel documents 
and personal liability. Check your level of cover as it may also 
depend on where you travel. Travel insurance should cover medical 
expenses incurred during overseas travel, however Medicare 
normally covers domestic travel. Always consult a doctor for 
appropriate health advice before travelling overseas.
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The Department of Foreign Affairs offers travel advice on specific 
issues or events that may affect overseas travel. Check with that 
Department to see if there are any warnings for the destinations  
to which you intend to travel. Check the website on
www.smartraveller.gov.au

Ensure that you read all of the terms and conditions of your travel 
contract and that you are satisfied with all arrangements. If you 
cancel your travel, you can expect to pay a substantial cancellation 
fee, and flight tickets are generally non-refundable.

Introduction agencies

If you choose to use an introduction agency, it is important to find 
out what services are being offered and for you to know what to ask 
before joining.

You should ask the introduction agency to:
•	�provide clear and detailed written information about the services 

they provide
•	limit your contract period to 12 months or less
•	explain their full fee structure and method of payment
•	�consider a payment plan based on the service provided over the 

period of the contract
•	provide information about current membership numbers
•	explain their complaint and refund policies
•	�notify you as soon as possible in writing if there is no reasonable 

chance of them meeting your needs
•	substantiate their advertising claims.
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Health and fitness

Before joining a gym think about whether you’re prepared to commit 
to a fitness program for the longer term, or whether a short-term 
arrangement will suit you better.

Under the Code of Practice for the health and fitness industry, you 
can sign up for two different types of membership agreement.

Fixed term contracts
Fixed term contracts can be for a fixed period up to but not 
exceeding 12 months.

Periodic agreements
Periodic agreements can continually roll over, much like a periodic 
rental agreement. The agreement continues until the trader or 
consumer terminates it. The agreement can be for any period of 
time up to three months, and then that agreement keeps rolling over 
until either party decides to end the agreement. A three-month cap 
has been set so that customers who wish to end the agreement, but 
do not give sufficient notice, are only locked in for a further three 
months at the most.

The Code also prescribes how a consumer or trader can terminate  
a contract and how much notice needs to be given.

The contract must:
•	be in writing and signed by you
•	�state if the agreement is periodic or fixed term
•	�describe the goods or services to be provided
•	�include the full name and address of the trader
•	�state the address of the gym where the service will be provided
•	include all fees for goods and services.

If you think a term in the contract is unfair, speak to the gym or seek 
advice from the Office of Consumer and Business Affairs. See page 
10 for more information on unfair contract terms.
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Pre-paid funerals

A pre-paid funeral is an arrangement 
where you and a funeral director pre-
determine funeral arrangements and  
the service you want upon your death.  
You will be required to sign a contract 
detailing the arrangements and pay the 
money in advance, either as a lump sum  
or by instalments.

The money paid to the funeral director is invested and should be 
protected against inflation. When entering into a contract, remember:
•	�if it is a written contract, make sure you read and understand it 

and, if necessary, get independent legal advice before you sign
•	�obtain a copy of your contract at the time of signing and keep it  

in a safe place
•	�all contracts (even those called ‘standard’) can be altered by you and 

the trader throughout negotiation, subject to mutual agreement.

If you think a term in the contract is unfair, speak to the funeral 
director or seek advice from the Office of Consumer and Business 
Affairs. See page 10 for more information on unfair contract terms.

Funeral directors are required to safeguard the investment by:
•	�providing a numbered, written contract issued in your name with 

full details of the funeral and service agreed upon 
•	guaranteeing a fixed price, specified in the contract
•	�investing the money with an approved investment manager within 

seven days and guaranteeing to supply the funeral, even if the 
financial institution holding the funds goes out of business.
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Shopping from home has never been easier. You can now make 
purchases via door-to-door sales, telemarketing, mail order, 
television and the internet. However, it is important to bear in mind 
that if the trader is based overseas, you may not have the same basic 
consumer rights.  If something goes wrong with a purchase it may be 
more difficult to obtain a remedy from an overseas-based seller.

Traders must honour any claims they make about their goods or 
services. When you place an order, you enter into a legally binding 
contract. This means that the company must send you what you 
ordered and you must pay for the goods. In most cases you will  
be required to pay by credit card before you receive the goods.  
Goods must, as a minimum standard:
•	be of acceptable quality
•	be as they were described
•	suit the particular purpose for which they are described.

Door-to-door sales and telemarketing

When a salesperson initiates contact with you it can catch you 
off-guard, so there are extra protections when you make purchases 
in this way. An agreement is unsolicited where:
•	�a trader approaches or telephones you, without you inviting that 

contact; and
•	�negotiations occur over the phone or at a location other than the 

supplier’s premises; and
•	�the total value of the agreement is more than $100, or was not 

established when the agreement was made.

There must be a written contract for unsolicited consumer 
agreements, including for telemarketing. 

Whether you are signing up for appliances, cable television, security 
monitoring services, a roof restoration or changing your gas, 
electricity or telephone services retailer, it is important that you 
know your rights.
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Permitted hours
You cannot be contacted:
•	on a Sunday or public holiday;
•	Weekdays – before 9am or after 6pm (8pm for telemarketing)
•	Saturday – before 9am or after 5pm

These hours apply to all door-to-door and telemarketing sales, 
regardless of the sale value.

Disclosure requirements
Door to door traders must:
•	explain upfront the purpose of their visit and show ID
•	inform you that you can ask them to leave
•	give you written information about your cooling off rights.

Similar obligations apply to telemarketers.

Cooling off period
If you agree to a contract, you have 10 business days during which 
you can change your mind and cancel the contract without penalty.  
The cooling off period begins on the first day after you receive the 
agreement.  A business must not supply any goods or services, or 
accept any payment, during the cooling off period.

The cooling off period can be longer if the salesperson does not 
meet certain requirements (e.g. if the salesperson did not provide 
you with information about your cooling off rights).

If you are offered an unsolicited consumer agreement you should:
•	�only agree to sign the contract if you are sure that you require the 

goods or services
•	�take the time to compare prices and quality of other similar goods/

services to ensure you are getting the best deal
•	�consider all costs involved, especially if you require credit to 

finance the deal
•	read the contract and cooling-off information.
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Do not call register

The federal government initiated the Do Not Call Register, aimed at 
controlling the number of unwanted telemarketing calls and faxes 
received by people at home or on their mobile phones.

Once you register your home phone or mobile numbers, 
telemarketers are required, by law, to stop calling you. Telephone 
numbers can be registered only if they are used primarily for private 
or domestic purposes.

Some public interest organisations, such as charities, political 
parties, educational institutions, some government agencies and 
emergency services, are exempt from these laws and are allowed 
to make calls to numbers listed on the register. These exemptions 
are in place to ensure these organisations can continue to provide 
services to the community.

Visit the Do Not Call website for further details:  
www.donotcall.gov.au/

Mail orders

When ordering goods through the mail, you should consider  
the following:
•	Does the business have a full street address with contact details?
•	�Is the advertised ‘sale price’ really lower than a regular store 
would charge?

•	What about postage and packaging costs?
•	Is it possible to return the goods and receive a refund?
•	Is it possible to inspect the goods before buying them?

Ensure you take the time to read the ‘terms and conditions’ before 
making any decisions. If a money back satisfaction guarantee is 
offered, check these terms and conditions.

Don’t be persuaded by heavily discounted introductory offers as 
there may be an ongoing contract that requires you to purchase  
a large number of items and/or items at a higher price.
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Television shopping

Shopping from the comfort of your armchair is undoubtedly 
convenient. Before making any purchases advertised on television, 
there are a few things to take into consideration. A number of  
highly persuasive sales techniques are often used on television. 
These include:
•	�available for a limited time only (e.g. ‘ring in the next 20 minutes’ 
or ‘available to the first 50 customers only’)

•	unconditional money back guarantees
•	personal endorsements
•	highly extravagant claims.

Before making any purchases advertised on television, you need to 
consider the following:
•	�How secure are your credit card details when provided over  
the telephone?

•	What level of after-sales service can you expect?
•	Are the extravagant claims likely to be genuine?

Trouble in obtaining that promised unconditional refund and delivery 
hold-ups, or no delivery at all, are common problems. Consumers 
should ask when the goods will be delivered. If unfamiliar with the 
product you should try to sample the item at a store before purchasing.
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Online shopping

Within Australia
It can be more difficult to judge whether a business is reputable or 
not over the internet than with traditional personal shopping. You do 
not have the benefit of visiting and assessing the trader’s facilities  
or services before buying. It is therefore important to gather enough 
information about the trader to feel confident in using their services.

When shopping online check the following:
•	�trader identification, including the legal trading name and 

registered address, a physical trading address and phone number 
and ACN or ABN number (Australia only). The ABN can be 
searched at www.abr.business.gov.au and registered State and 
national businesses and companies at www.asic.gov.au.

•	costs, including handling and delivery to your door
•	�privacy statements setting out how the business deals with your 

personal information. Some businesses may also use it for 
marketing purposes. Some may even sell your personal details  
to others which could lead to unsolicited and unwanted email

•	�security of your credit card details when provided over the internet. 
Ensure that the trader’s website explains the security system used

•	statements outlining your refund rights. 

Check that all dialogue boxes are read and filled in and ‘ok’ isn’t  
just clicked. When using B-Pay and other online payment functions 
ensure that online receipt numbers are printed and kept.

A website can disappear from the internet without warning so it is 
wise to print and keep any forms that have been filled in and emails 
sent and received. Also print the web pages that detail the offer and 
any promises made.
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Internet auction sites
Internet auctions are becoming increasingly popular; you may find 
great bargains and more unusual or collectors items advertised  
this way.

When you buy something via an internet auction, you’re not buying 
from the auction house but from an individual or company who may 
or may not be an honest, reputable dealer.

The auction sites simply provide a forum to enable you to trade.  
They usually adopt policies of not taking any legal responsibility for 
any loss you may suffer using their services.

Once the bidding is over, the payment and delivery is something to 
be worked out between you and the seller. If the item doesn’t turn up 
after you’ve paid for it, or if it isn’t what you thought you were buying 
then the auction house will not refund your money. You need to go 
back to the seller and negotiate.

If there are feedback forums then make sure you research them 
– you can find out about the previous conduct of a seller who has 
traded via the auction house before.
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If you have a problem with buying via an internet auction site, first 
contact the auction site. Use the feedback mechanism as it is there 
to protect other potential buyers. If the seller is based overseas 
lodge the complaint online at www.econsumer.gov

Security
It is most important that the computer you use to shop online 
has up-to-date security including a firewall, virus and spyware 
protection. Otherwise every key stroke you enter may be logged and 
your personal details stolen to be used for fraudulent purposes.

Overseas
The consumer protection provided by State and Federal fair trading 
laws does not apply when dealing with overseas traders.
 
When dealing with a trader located outside Australia, look for 
statements about which country’s laws apply. It will probably be the 
laws of the country in which the trader is located. If the trader is 
operating outside Australia, check which currency applies and the 
current exchange rates. Also find out if any tax (GST) or import duty is 
applicable in Australia. If the retailer is overseas and you cannot resolve 
a problem, then you may need to contact the relevant consumer affairs 
authority in the country where the business is located.
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Problems with your rental accommodation 

If you have a dispute with your landlord, contact our office for 
information about your rights and responsibilities. We can advise 
you about your options, discuss the issues and, if required, conciliate 
the dispute. If a suitable outcome is not found, you can apply to the 
Residential Tenancies Tribunal for an order. The Tribunal deals with 
disputes arising from residential tenancy agreements. It is a service 
open to tenants, landlords and their advocates/agents. The Tribunal 
will make a decision and issue a binding order.

There is a $35 fee for applications to the Tribunal. Full time 
students, approved government concession card holders, Housing 
SA and those able to prove hardship are exempt from paying the fee.

Contact the Tenancy advice line on (08) 8204 9544, SA country callers 
telephone 131 882. Further information is available on our website 
www.ocba.sa.gov.au

Problems with something you have purchased

Resolving consumer complaints and disputes
If you have a fair trading dispute with a trader, we can assist in 
resolving it. Our advisory service will inform you of your rights and 
obligations and those of the trader. We will also advise you about 
how to negotiate with the trader to fix the problem yourself. These 
services are free of charge and are available on (08) 8204 9777, or 
131 882 for SA country callers.

Some specific consumer issues (such as insurance, food safety  
and therapeutic goods) are the responsibility of a particular agency.   
The Office of Consumer and Business Affairs may refer your enquiry 
to these agencies if it is clear that your matter should be handled by 
them. See the “other contacts” page in this booklet for contact details.
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Before lodging a formal complaint

First, you should try to resolve the problem by talking directly to the 
trader. Explain the problem and offer solutions that will satisfy you. 
If you are not successful, put the problem and your solutions in 
writing to the trader (addressed to the manager) and ask for a 
written response within a reasonable time limit. You must give the 
trader a reasonable opportunity to fix the problem.

1. Talk to the Trader
	 Remember to:
	 •	 �quote details from the documentation (e.g. receipt, order form 

or contracts)
	 •	 �explain the problem and suggest a solution
	 •	 be calm and courteous, but firm
	 •	 keep a written record of conversations (who, date and time).

2.  Write to the Trader
	 Include: 
	 •	 specific details of the problem
	 •	 your name and contact details
	 •	 invoice and account numbers
	 •	 �a copy (keep the original) of receipts, order forms and other 

proof of purchase
	 •	 �a copy (keep the original) of an independent expert report 

(where appropriate).

Sample letters of complaint are included on pages 62 - 63 of this 
publication. More examples are available from our office and 
website, www.ocba.sa.gov.au

Remember to:
•	write promptly, as delays can affect your rights
•	be clear about the solution you want
•	set a deadline for a response (e.g. two weeks)
•	keep a copy of your letter.
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Complaints we can handle
We mainly handle disputes concerning purchases of consumer 
products and services (e.g. motor vehicles, domestic building 
services, household goods and personal services such as arranging 
travel, internet services).

Complaints we can’t handle
We generally cannot handle a complaint where:
•	�you have not made a reasonable attempt to resolve the matter 

with the trader first
•	�the complaint is of a kind handled under the law governed by other 

authorities (e.g. health, tax, investments)
•	legal action has commenced
•	�a dispute exists between two traders. However, if the goods or 
services cost less than $40,000 then we can provide advice to 
businesses about their rights.

•	�goods costing more than $40,000 that are not normally used  
for personal, domestic or household use (e.g. a tractor)

•	�goods and services are advertised and purchased outside  
South Australia

•	goods are purchased privately – not from a business or company.

Lodging a complaint with the Office of Consumer and  
Business Affairs
If you have been unsuccessful in resolving the problem with the 
trader, then you should telephone or write to us, explain the problem 
and tell us what actions you have taken. If we can help, we will send 
a ‘Request for Assistance’ form for you to complete and return to us, 
along with copies of the relevant documents (e.g. receipts and 
contracts). For further information contact the Consumer advice line 
on (08) 8204 9777, SA country callers 131 882. Further information  
is available on our website www.ocba.sa.gov.au. 
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Sample letter of complaint 
to a general retailer 

Al Jones 
173 Right Street 
SOUTHTOWN SA 5999 

The Manager 
General Store 
64 Way Street 
EASTWAY SA 5990  

Dear Sir/Madam

I am writing to seek a refund for a lounge suite I purchased from your store on 1 February 
2011 for $2,100.

The furniture was delivered on 2 March 2011, approximately four weeks after the purchase 
date, and I was shocked to notice damage to the lounge frame.

The arm of the lounge is separating from the rest of the frame and I am sure with any
further use it will break off. Also the seams on the upholstery are coming apart in several
spots. The goods are clearly faulty because these problems should not develop through 
ordinary use, especially within the first week of use. The identical lounge displayed in  
your show room did not have these problems and I expected my lounge suite to be of the  
same quality.

Within 10 days I require a refund of the purchase price of the lounge suite ($2,100) and for 
your business to collect the goods from my house. You may contact me on telephone number 
2340 5678 to arrange for the collection of the lounge suite and the method of refund.

If this matter is not satisfactorily resolved by 30 March 2011, I will consider taking further
action to resolve the complaint either through Consumer Affairs or through the courts.

I trust that I can count on your cooperation to resolve this matter quickly.

Yours sincerely

Al Jones 
18 March 2011

62



63

the smart consumer

Sample letter of complaint 
to a builder 

John Brown 
784 William Street 
BROOKLYN SA 5999

Bob the Builder Pty Ltd 
71 Way Street 
POINTEAST SA 5787  

Dear Sir/Madam

I am writing to you concerning problems with the construction of my family room
recently completed by your company. I contracted with your company on 11 August
2010 to build a family room at the rear of my home at 784 William Street, Brooklyn.

On the 16 October 2010 I paid the final progress payment on the understanding that
any remedial work would be fixed within three months.

An inspection of the work by TTY building consultants found major problems with the
roof gutters and the floor tiles. I provided your company with a copy of their report on
28 October 2010. I have contacted your building manager on six occasions and have
been assured on each occasion that the problems will be fixed as soon as possible.
No one from your company has contacted me to arrange for a time to fix the problems.
The roof is leaking and may cause further damage to the family room if it is not
repaired soon.

It has been over three months since I notified your company of the problems and the
defects have not been fixed. I therefore request that your company commence repairs
to my house within 14 days of the date of this letter. If this does not occur by the 
19 March 2011, I will have no other choice than to lodge a formal complaint with 
Consumer Affairs or take action in the courts to resolve the dispute.

I trust that I can count on your cooperation to resolve this matter promptly. I may
be contacted on telephone number 7771 1234 to arrange a suitable time for repairs
to commence.  

Yours sincerely     

John Brown 
4 March 2011
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contact  
     information
Office of Consumer and 
Business Affairs

Head office
Chesser House
91-97 Grenfell Street
Adelaide SA 5000

GPO Box 1719
Adelaide SA 5001
DX 225
T (08) 8204 9777 F (08) 8204 9763
www.ocba.sa.gov.au

We also provide services at the 
following locations:
Berri, Gawler, Kadina, Mount 
Gambier, Murray Bridge,
Naracoorte, Port Augusta, Port 
Lincoln, Port Pirie, Whyalla
T 131 882

Translating and Interpreting 
Service (TIS) T 131 450

Births, Deaths and Marriages
T (08) 8204 9599 F (08) 8204 9605
Certificates
E applications.bdm@agd.sa.gov.au
Registration of details
E registrations.bdm@agd.sa.gov.au

Associations
T 1300 138 918 F (08) 8204 9771

Publications and Education 
Services
T (08) 8204 9516 F (08) 8204 9509

Business & Occupational Services
Builders Licensing
T (08) 8204 9644 F (08) 8204 9697
E bld.bos@agd.sa.gov.au
Plumbing, gas fitting and
electrical licensing
T (08) 8204 9696 F (08) 8204 9697
E pge.bos@agd.sa.gov.au
Commercial Licensing
T (08) 8204 9686 F (08) 8204 9697
E comm.bos@agd.sa.gov.au

Consumer Affairs
T (08) 8204 9777 F (08) 8204 9763
E metro.cab@agd.sa.gov.au

Tenancies Advice
T (08) 8204 9544 F (08) 8204 9570
E tenancy.advice@agd.sa.gov.au
Bonds
T (08) 8204 9555 F (08) 8204 9570
E bonds@agd.sa.gov.au

Product Safety
T (08) 8152 0732 F (08) 8204 1217
E productsafety.cab@agd.sa.gov.au
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other 
 contacts

Insurance Council of Australia
Level 3, 56 Pitt Street 
Sydney NSW 2000
T 1300 728 228
www.insurancecouncil.com.au

Telecommunications Industry 
Ombudsman (TIO)
PO Box 276
Collins Street West
Melbourne Vic 8007
T 1800 062 058
E tio@tio.com.au
www.tio.com.au

Energy Industry  
Ombudsman (SA)
GPO Box 2947
Adelaide SA 5001
T 1800 655 565
E contact@eiosa.com.au
www.eiosa.com.au

Do Not Call Register
PO Box 42
North Melbourne Vic 3051
T 1300 792 958
www.donotcall.gov.au 

Legal Services Commission  
of South Australia
82 -98 Wakefield St
Adelaide SA 5000
T 1300 366 424
www.lsc.sa.gov.au

Service SA
T 13 23 24
www.service.sa.gov.au

Department for Transport, 
Energy & Infrastructure
PO Box 1
Walkerville SA 5081
T 08 8343 2222
E dtei.enquiries@saugov.sa.gov.au
www.dtei.sa.gov.au

Financial Ombudsman Service
GPO Box 3
Melbourne VIC 3001
T 1300 780 808
E info@fos.org.au
www.fos.org.au

Australian Competition and 
Consumer Commission (ACCC)
Level 2, 19 Grenfell Street
Adelaide SA 5001
T 08 8213 3444
www.accc.gov.au
www.scamwatch.gov.au
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Australian Securities and 
Investments Commission (ASIC)
Adelaide Service Centre
Level 7
100 Pirie Street
Adelaide SA 5000
T 1300 300 630
www.asic.gov.au

Housing SA
GPO Box 292
Adelaide SA 5001
T 13 12 99
E housing@dfc.sa.gov.au
www.dfc.sa.gov.au

SA Water
Corporate Office
GPO Box 1751
Adelaide SA 5001

T 08 8204 1000
E customerservice@sawater.com.au
Service Problems and Emergencies

T 1300 883 121 (metropolitan) or 
1300 880 337 (country)
www.sawater.com.au

Australian Communications and 
Media Authority
(for issues concerning Internet and 
telephone services and media)
PO Box 78
Belconnen ACT 2616
T (02) 6219 5555
www.acma.gov.au

Department of Health (SA) 
(for food safety issues)
PO Box 6
Rundle Mall, SA 5000.
T 8226 7100.
E food@health.sa.gov.au
www.dh.sa.gov.au

Private Health Insurance 
Ombudsman
Suite 2, Level 22, 580 George St
Sydney NSW 2000
T 1800 640 695
www.privatehealth.gov.au

Therapeutic Goods 
Administration
PO Box 100
Woden ACT 2606
T 1800 020 653
www.tga.gov.au

Postal Industry Ombudsman
GPO Box 442
Canberra ACT 2601
T 1300 362 082
E pio@ombudsman.gov.au
www.pio.gov.au



index 

advertising	 7, 54
bag inspections	 20
breakages	 21
building/renovating	 30
complaints	 59
contracts	 9, 28, 35, 40, 45, 48
cooling-off	 28, 30, 37, 45, 52
Do not call register	 53
door-to-door	 51
funerals	 49
gifts & prizes	 8
guarantees	 13
health & fitness	 48
home, buying a	 27
household goods	 35
internet	 55
introduction agencies	 47
lay-by	 11
Licensing Public Register	 30, 36, 46
mail order	 53
mobile phones	 39

pawnbrokers	 24
pricing	 8, 11
product safety	 22
referral selling	 8
refunds	 17
renting	 32
scams	 43
scanned prices	 21
second-hand dealers	 24
selling a home	 44
	 auction	 45
telemarketing	 51
television shopping	 54
Tenancies Tribunal	 34, 59
travel	 46
uncollected goods	 20
vehicle, buying a	 36
warranties	 16, 31, 37

70



71

the smart consumer

notes 




