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CONSUMER PROTECTION — DISPUTE RESOLUTION PROCESS 

Statement by Minister for Commerce and Industrial Relations 

MR W.J. JOHNSTON (Cannington — Minister for Commerce and Industrial Relations) [12.16 pm]: 
I would like to take this opportunity to draw the house’s attention to some excellent outcomes recently achieved 
by the Consumer Protection division of the Department of Mines, Industry Regulation and Safety for 
Western Australian consumers. Colleagues may have noted the recent media announcement released by the 
department regarding the $3.85 million in consumer redress that Consumer Protection has achieved for consumers 
in the 2017–18 financial year. Consumer Protection did this through the provision of a first-class dispute resolution 
service, acting for and on behalf of consumers and the community in Western Australia. The dispute resolution 
service provided by the department is free for consumers to access and allows people who are in dispute with 
traders to contact Consumer Protection, which will then attempt to achieve a resolution between the trader and 
consumer. The aim of this process is to encourage the parties to the dispute to achieve the best possible outcome 
by consensus. If entitlements under the Australian Consumer Law are being denied, Consumer Protection is in 
a position to advocate on behalf of the consumer to seek to ensure that their consumer guarantees under that 
legislation are honoured. That may take the form of a refund, repair or replacement of the goods or services in 
question. The dispute resolution service also assists in educating consumers and traders about their rights and 
responsibilities, and helps in the early identification of emerging trends of unacceptable practices. 

As mentioned, $3.85 million was recouped for Western Australians in the last financial year. To break this down 
further, over $2 million was returned to buyers of motor vehicles, mostly in the form of refunds from vehicle 
dealers or manufacturers for faulty vehicles or upgrades to a newer model of car, truck or caravan; in the retail 
sector, shoppers received $927 000 back, relating mostly to the purchase of holiday travel, solar panels, electrical 
and household goods and home improvement products; and in the property area, $76 000 was returned to tenants, 
retirement village residents and clients of real estate agents and property managers. Obtaining bond refunds for 
tenants was the main contributor to this amount, but this category also included refunds of property management 
fees, retirement village charges and owners’ costs of advertising their property for sale or rent. In our regional 
areas, $747 000 was recouped for consumers, demonstrating the value of the department’s regional offices based 
in Bunbury, Geraldton, Albany, Kalgoorlie, Karratha and Broome. 

I conclude by commending the work of Consumer Protection. This recent announcement again highlights some of 
the excellent work this area delivers and is a good example of how the government is helping people with real 
problems to obtain tangible solutions. 
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