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Know how to complain: stand up for  
your rights 
written in Arabic, Traditional Chinese  
and Vietnamese

This guide sets out: your rights as a consumer, 
the steps you should take if you want to 
resolve a dispute with a business, the ACCC’s 
role and contact details, and identifies other 
agencies and dispute resolution schemes that 
can help you.

Also available in Amharic, English and Somali. 
DL brochure, 2007 
ISBN 978 1 921393 28 0 Arabic 
ISBN 978 1 921393 30 3 Traditional Chinese 
ISBN 978 1 921393 29 7 Vietnamese

Novelty contact lenses, safety alert 

Non-prescription contact lenses, also known 
as cosmetic lenses, novelty lenses, crazy 
lenses, fancy lenses or fashion lenses are 
becoming increasingly popular. The misuse of 
non-prescription contact lenses can cause eye 
harm ranging from mild infection to blindness. 
Protect your eyes by following the safety 
guidelines in this brochure.

DL brochure, 2007, ISBN 978 1 921227 91 5

For consumers

Blind and curtain cords, safety alert 

Blind and curtain cords can pose a serious 
risk for babies and young children—particularly 
those under the age of three. Children can 
injure, or even strangle, themselves on the 
hanging cords of blinds and curtains. Follow 
the safety guidelines in this brochure to provide 
a safe home environment for children.

DL brochure, 2007, ISBN 978 1 921393 16 7

The little black book of scams

The little black book of scams highlights a 
variety of popular scams that regularly target 
Australian consumers and small business in 
areas such as fake lotteries, internet shopping, 
mobile phones, online banking, employment 
and investment opportunities. It also offers 
consumers tips on how to protect themselves 
from scams, what they can do to minimise 
damage if they do get scammed and how they 
can report a scam. 

46 pp., 2008, ISBN 978 1 921393 22 8
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Blind and  
curtain cords 

يوضح هذا الدليل ما يلي:
>  حقوقك كمستهلك.

 >  الخطوات التي يجب اتباعها لفض نزاع مع 
جهة تجارية.

 >  الدور الذي تقوم به مفوضية المنافسة 
 وحماية المستهلك الأسترالية (ACCC) وبيانات 

الاتصال بها.
>  الهيئات وسبل فض النزاعات الأخرى.

ARABIC

الإجراءات المتبعة للشكوى
 دافع عن 

حقوقك كمستهلك
Know how to complain

Stand up for your consumer rights

Produced by the ACCC 10/07
Arabic

ما تستطيع مفوضية المنافسة وحماية المستهلك 
الأسترالية (ACCC) القيام به

>  تقديم معلومات حول حقوق المستهلك وواجباته.

اقتراح الإجراء الذي يمكن اتخاذه.  <

>  المساعدة على تحديد موقف المستهلك من حيث لزوم 
تقديم الشكوى لجهة أخرى.

>  توفير مجموعة متنوعة من الإصدارات التي توضح 
حقوق المستهلك.

>  التحقق من سلوك المصالح التجارية على المستوى 
المحلي أو خارج حدود الولاية (قد يكون من الأفضل 

التعامل مع الشكاوى من التجار المحليين من قبل مكاتب 
التجارة العادلة التابعة للولايات أو الأقاليم).

ما لا تستطيع ACCC القيام به
>  التحقيق في السلوك المضلل أو المخادع فيما يتصل 
بالخدمات المالية، حيث ينبغي إحالة هذه الأمور إلى 

مفوضية الاستثمار والأوراق المالية الأسترالية (الهاتف: 
.(www.fido.gov.au :630 300 1300  - الموقع الإلكتروني

>  التدخل بصفة عامة نيابة عن المستهلك في النزاعات 
التعاقدية الخاصة (كما هي الحال في المطالبة بضمان 

المنتج مثلاً).
>  تقديم الاستشارات القانونية أو المهنية للمستهلك أو 

إطلاعه على عدد أو نوع الشكاوى المقدمة ضد الشركة.

ACCC أرقام الاتصال بلجنة
  ACCC Infocentre 1300 302 502

ACCC Indigenous Infoline 1300 303 143

 للحصول على معلومات بلغات أخرى غير الإنجليزية،
 اتصل على رقم 450 131  واطلب الاتصال 

برقم 502 302 1300 .

 (TTY) للاتصال بخدمة الهاتف المخصص لضعاف السمع والنطق 
– هاتف رقم 609 303 1300 .

 (ACCC Infocentre) يُتاح الاتصال بفريق عمل مركز معلومات لجنة

 

خلال ساعات العمل المعتادة.

www.accc.gov.au

 See also the English version of Know how to complain 
Stand up for your consumer rights

  © Commonwealth of Australia 2007 

 ISBN 978 1 921393 28 0

ARA_How To Complain translations.indd   2 12/18/2007   1:14:22 PM

Novelty 
contact lenses

Important notice. The information in this brochure is general in nature and may  
not be relevant to your specific circumstances. While the Australian Competition  
and Consumer Commission has made every reasonable effort to provide current and 
accurate information, readers should be aware that the ACCC accepts no liability for 
any loss or damage whatsoever attributable to reliance upon any of that information. 
Nothing in this brochure should be taken to displace the need to seek professional 
advice. The ACCC recommends that users exercise their own skill and care with 
respect to its use.

ISBN 978 1 921227 91 5   
Produced by the ACCC 06/07  
© Commonwealth of Australia 2007

SAFETY ALERT 

For further information
ACCC Infocentre on 1300 302 502

www.accc.gov.au

     can cause eye damage

  Remember
! The misuse of non-prescription contact 

lenses can cause eye harm ranging from 
mild infection to blindness.

! Non-prescribed contact lenses do not 
have any therapeutic or medical benefit 
and therefore are not regulated under the 
Therapeutic Goods Administration regime.

   THE LITTLE BLACK BOOK OF SCAMS

Furnishing industry
Country of origin guidelines to the Trade Practices Act

Green marketing and  
the Trade Practices Act

For business

Furnishing Industry: Country of origin 
guidelines to the Trade Practices Act 

This guide is designed to help the furnishing 
industry understand the provisions of the 
Trade Practices Act 1974 that relate to making 
country of origin representations. It aims 
to provide businesses and industry groups 
with information that will help them develop 
strategies to improve compliance with the Act.

32 pp., 2007, ISBN 978 1 921393 26 6

Green marketing and the Trade  
Practices Act

This guide is to educate businesses about 
their obligations regarding environmental 
claims under the Trade Practices Act 1974. 
It aims to assist manufacturers, suppliers, 
advertisers and others to assess the strength 
of any environmental claims they make and 
to improve the accuracy and usefulness to 
consumers of their labelling, packaging and 
advertising.

30 pp., 2008, ISBN 978 1 921393 52 5

Product safety bulletin October 2007

BANNED:Lead in children’s toys

Inquiries

ACCC Infocentre 

1300 302 502

ACCC email

infocentre@accc.gov.au

ACCC website 

www.accc.gov.au

Other product  
safety bulletins

Mini jelly cups with Konjac

No holes tongue stud

DEG in toothpaste

© Commonwealth of Australia 2007

ISBN 978 1 921393 34 1

Published by the ACCC 10/07

Do you supply this product?

Nature of the ban
An unsafe goods notice temporarily banning the supply of children’s toys with a lead 
migration level of greater than 90 mg/kg was declared on 19 September 2007. The ban 
took effect immediately and prevents the supply of these goods for 18 months.

The ban has been put in place to address the potential presence of unsafe levels of lead 
in children’s toys supplied to the Australian market and complements existing Customs 
regulations prohibiting the importation of toys containing unsafe levels of lead.

Lead is a toxic substance that can cause signi�cant injury to consumers as it can be 
ingested, inhaled or absorbed through the skin. Lead in children’s toys can be an acute 
problem because of hand-to-mouth activities such as chewing, mouthing and sucking 
along with the occasional ingestion of toys or parts of toys.

Children are at particular risk as their developing body can absorb up to 50 per cent 
of the lead to which they are exposed. Studies have shown such exposure can lead to 
learning and attention disorders, hearing loss, slowed growth and behavioural problems.

What should suppliers/retailers/importers do?
It is the responsibility of suppliers to ensure that the children’s toys they supply into the 
Australian market do not contain levels of lead migration in excess of 90mg/kg when 
tested in accordance with the testing procedures and interpretation of results speci�ed 
in Australian/New Zealand Standard AS/NZS ISO 8124.3:2003 Safety of toys, Part 3: 
Migration of certain elements.

The ACCC recognises that at the time of declaring this ban many suppliers have 
children’s toys assessed for compliant lead levels against the European standard  
EN 71-3:1995 Safety of toys, Part 3: Migration of certain elements (including 1995  
COR 2002 and 1995 AMD1 2000) or ISO Standard ISO8124.3:1997: Safety of toys,  
Part 3: Migration of certain elements migration of lead, rather than AS/NZS ISO 
8124.3:2003 Safety of toys, Part 3: Migration of certain elements.

It is the preliminary view of the ACCC that the testing procedures speci�ed for each of 
the three standards are substantially equivalent.

Consequently, for its investigation purposes and for the period of the ban, the ACCC will 
regard test results showing compliance with the lead migration test and interpretation 
of results speci�ed in either EN 71-3:1995(including 1995 COR 2002 and 1995 AMD1 
2000), ISO Standard ISO 8124-3:1997 or AS/NZS ISO 8124.3:2003 as providing 
equivalent evidence for the purposes of the banning order in Consumer Protection 
Notice No. 13 of 2007.

Suppliers should nonetheless note that the ACCC will seek the withdrawal from sale  
and recall from consumers of any toy that is found to breach the ban.

Product safety

Product safety bulletin October 2007: 
Banned lead in children’s toys

An unsafe goods notice temporarily banning 
the supply of children’s toys with a lead 
migration level of greater than 90 mg/kg was 
declared on 19 September 2007. The ban 
took effect immediately and prevents the 
supply of these goods for 18 months.

2 pp., 2007, ISBN 978 1 921393 34 1
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Franchisee start-up checklist

A checklist to help prospective franchisees 
assess business opportunities before making 
an investment decision.

DL brochure, 2008, 978 1 921393 563

About the ACCC

ACCCount October to December 2007

The second issue of ACCCount, a quarterly 
publication from the ACCC. It provides a 
regular briefing on whole-of-commission work 
for any given quarter.

ACCCount details the ACCC’s activities in 
the enforcement of the Trade Practices Act 
1974, merger reviews, compliance initiatives, 
adjudication issues, economic regulation, 
international cooperation and interaction 
with other Australian competition, consumer 
protection and regulatory agencies.

Subscribe online at www.accc.gov.au to 
receive regular issues of this publication.

48 pp., 2007, ISBN 978 1 921 393 58 7 
(electronic only)

ACCCOUNT
A report of the Australian Competition and  

Consumer Commission’s activities

July to September 2007

ACCC annual report 2006–07

The annual report was submitted to the 
Parliamentary Secretary to the Treasurer and 
released on 21 February 2008.

261 pp., 2007, ISSN 1327-4767 
$15 for hard copy

Annual report 
ACCC incorporating the AER

2006–07
FOSTERING COMPETITIVE, EFFICIENT, FAIR AND INFORMED MARKETS
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Container stevedoring monitoring  
report no. 9

The ACCC’s container stevedoring program 
is undertaken under a direction from the 
Federal Treasurer under Part VIIA of the Trade 
Practices Act 1974 to monitor prices, costs 
and profits of container terminal operator 
companies at the ports of Adelaide, Brisbane, 
Burnie, Fremantle, Melbourne and Sydney. 
The ACCC releases the monitoring reports 
annually. The ninth monitoring report was 
released on 31 October 2007. It covers the 
2006–07 financial year.

61 pp., 2007, ISBN 978 1 921393 36 5 
(electronic only)

Petrol prices and Australian consumers 
Report of the ACCC inquiry into the price 
of unleaded petrol

The ACCC has carried out a major public 
inquiry into unleaded petrol in Australia.

In undertaking the inquiry a vast amount of 
evidence has been gathered, analysed and 
assessed over a six-month period. We can 
say that we have crossed the continent in 
the pursuit of information. It has been six 
months of very hard work. The outcome of this 
assessment is contained in this report.

280 pp., 2007, ISBN 978 1 921393 47 1 
$20 for hard copy

ACCC reports

PETROL PRICES 
AND AUSTRALIAN 
CONSUMERS

Report of the ACCC inquiry into  

the price of unleaded petrol
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Industry codes

The franchisee manual

This manual looks at what franchising is, steps 
to take before choosing a franchise, answers 
to frequently asked questions and much more.

38 pp., 2008, ISBN 978 1 921227 93 1

The Franchising Code of Conduct 
compliance manual

This manual provides franchisors and master 
franchisees with guidance on how to comply 
with the Franchising Code, including minimum 
business conduct and disclosure requirements 
under the Franchising Code. It also provides 
a framework for how an effective compliance 
strategy can be implemented to achieve 
compliance with the code.

117 pp., 2008, ISBN 978 1 921393 59 4

Franchisee 
start-up checklist 

THE FRANCHISEE MANUAL

.............................................................................................................................................................................................................................................................................................................................................................................................

FRANCHISING  
CODE OF CONDUCT 

COMPLIANCE MANUAL
for franchisors and master franchisees

For consumers 
Your consumer rights: Environmental claims 
Your consumer rights: Mobile phone handsets

For business
Misleading claims about health and  

therapeutic benefits

ACCC fact sheet series

Industry codes of conduct
Service agreements and complying with  

the Horticulture Code 
Franchising Code of Conduct amendments
Disclosure under the Franchising Code  

of Conduct
Overview of the Franchising Code of Conduct
Being smart about your new franchise and 

your retail lease
Resolving franchising disputes
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