YOUR
CONSUMER
RIGHTS IN
AUSTRALIA
While in Australia, visitors are covered by Australian
consumer protection laws which require all businesses
to treat consumers fairly.
To help visitors understand their consumer rights while
travelling and shopping in Australia, this Fact Sheet
covers information about:
•

Shopping;

•

Shopping-subsidised tours;

•

Buying duty-free and GST-free goods using the
sealed bag method;

•

Tax back for travellers – the Tourist Refund Scheme
(TRS);

•

Buying medicines in Australia;

•

Buying Indigenous arts and crafts;

•

Your rights to a refund;

•

Consumer complaints; and

•

Interpreter assistance to call government agencies.

Shopping
As well as comparing prices in duty-free shops and
shops catering to tour groups, you should also compare
with shops selling to the general public.
•

Import duty on most products in Australia is very low.

•

Goods and services tax (GST) adds 10 per cent to
the cost and is already included in the marked price.

•

You can claim a refund of the GST and Wine
Equalisation Tax (WET) on goods purchased
in Australia and taken home, subject to certain
conditions. More information on claiming through the
Tourist Refund Scheme (TRS) is provided below.

Shopping-subsidised tours
If you choose a very cheap package holiday, you may be
buying a shopping-subsidised tour where the upfront
payment may not fully cover the total cost of your tour.
The operators make their profits through very high prices
on the shopping you do while on your trip.
You can find out more about shopping-subsidised tours
in the fact sheet Buying a Package Holiday from the
Australian Government Department of Resources,
Energy and Tourism, at www.ret.gov.au/tourism
•

Be aware that the prices in shops (or warehouses)
where your tour is taken may be substantially higher
than normal prices, even if you are told that these
are "discounts" or "special deals". If you are in this
situation, you might be on a shopping-subsidised
tour.

•

Make sure the itinerary allows you free time and
access to compare prices in major retail areas at
shops of your own choice.

•

Be suspicious of tour guides and shops that don't
allow you access or time in other shops, or claim that
other shops charge higher prices.

Your access to free shopping time may be subject to
any conditions associated with your visa. If you are a
citizen of China visiting Australia on a China Approved
Destination Status (ADS) Visa you must follow the
approved tour itinerary at all times. Find out more about
ADS visa conditions and your ADS consumer rights
in the Fact Sheet Travelling in Australia under the
China Approved Destination Status (ADS) scheme
in English and simplified Chinese from the Australian
Government Department of Resources, Energy and
Tourism at www.ret.gov.au/tourism

If you are considering making a major purchase while
on holiday, check the availability and prices of similar
products in your own country before you go as it might
be cheaper to shop at home.
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Buying duty-free and GST-free goods
using the Sealed Bag Method
Most goods and services sold in Australia are subject
to a 10 per cent goods and services tax (GST). Also,
wine sales may be subject to the Wine Equalisation Tax
(WET).

Sealed bags which do NOT contain LAG items over
100 millilitres/grams must be carried on as cabin
luggage.
•

After you pass through Customs, the copy of the
receipt on the outside of the sealed bag is collected
by the Duty Free Security company.

You can use the sealed bag method at duty-free shops
to buy goods duty-free and GST-free and wine WET-free
within 30 days of departing from Australia. Shops and
travellers must comply with rules under the sealed bag
system to ensure that the goods have been taken out of
the country and not consumed in Australia, and hence
are not subject to Australia’s duty and/or GST.

•

The seals will be checked to make sure they have
not been broken prior to collecting the receipt, and
the content of the shopping bag will be checked
against the details on the receipt.

•

•

•

When you purchase goods under the sealed bag
system, the retailer will check your travel departure
date, seal the goods in a bag, and attach an extra
copy of the receipt to the outside of the sealed bag.
The retailer must pack any liquid, aerosol and gel
(LAG) items (such as perfume and alcohol) over 100
millilitres/grams in a sealed bag separate from other
sealed bag purchases.

Sealed bags containing LAG items over
100 millilitres/grams must be packed with your
check-in luggage, due to aviation security measures
Retain the dockets from these sealed bags for
collection at the airport.

Further information on the sealed bag method is
available from:
•

participating retailers

•

the Australian Taxation Office at www.ato.gov.au

•

the Australian Customs Service at
www.customs.gov.au

•

more information regarding liquids, aerosols and
gels aviation security measures is available from the
Australian Government Department of Infrastructure,
Transport, Regional Development and Local
Government at www.infrastructure.gov.au/transport/
security/aviation/LAG/duty.aspx

•

to call any of these government agencies through an
interpreter, see the Interpreter Assistance section
below.

Tax back for travellers - the Tourist Refund
Scheme (TRS)
The Tourist Refund Scheme (TRS) allows Australian
and overseas passengers to claim a refund (subject
to certain conditions) of GST and WET paid on
goods purchased in Australia and taken home as cabin
luggage.
Australia’s TRS is different to refund schemes in other
countries. To claim a refund in Australia you must meet
the following conditions:
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•

Spend a minimum of AUD$300 (GST inclusive) in
the one shop;

•

Obtain a single valid tax invoice for the goods,
totaling AUD$300 or more (GST inclusive);

•

Purchase the goods within 30 days of departing
Australia;

•

Carry the goods with you as cabin luggage (unless
they are oversized or required to be checked-in by
the airline).

Special TRS conditions apply for:

•

Medicines cannot be advertised in Australia for
the treatment or prevention of serious diseases,
conditions or disorders such as cancer, impotence,
fertility problems or mental health problems as these
conditions require proper diagnosis and treatment by
a medical practitioner.

•

Medicines cannot be advertised in Australia for
prolonging life or preventing ageing.

- ‘oversized’ goods (such as golf clubs and surfboards);
and
- goods that cannot be taken on board as cabin
luggage due to aviation security measures (such as
Liquids, Aerosols and Gels items over 100 millilitres/
grams).
More information is available from the Australian
Customs Service at www.customs.gov.au or call
1300 363 263 (free call within Australia). To access
this service through an interpreter, see the Interpreter
Assistance section below.
To make a TRS claim when departing Australia:
•

•

present your passport, original tax invoice,
international boarding pass and the goods (or
evidence that Customs has sighted your goods
where special conditions apply) to the Australian
Customs Officer at the TRS facility.
Claims at airports can be made no later than 30
minutes prior to the scheduled departure time of your
flight.

•

Claims at seaports can be made no earlier than
four hours and no later than one hour prior to the
scheduled departure time of your ship.

•

Operating air and sea crew are not eligible to claim
refunds under the TRS.

Buying medicines in Australia

Buying Indigenous arts and crafts
The brochure Your Consumer Rights: Indigenous art
and craft – Thinking of buying Indigenous art? on
the Australian Competition and Consumer Commission
website www.accc.gov.au outlines a few simple steps
you can take to ensure that you are buying genuine
Indigenous art.

Your rights to a refund
Under Australian law, you have a right to a refund if the
goods:
•

are faulty;

•

are unfit for their purpose (they don’t do what they
are supposed to do);

•

do not match the description or sample you were
shown;

•

have defects that were not obvious or were not
brought to your attention when you bought them; or

•

were bought on the basis of misleading information.

Australia is one of the few countries in the world
that not only regulates prescription and pharmacy
medicines but also regulates ‘complementary
medicines’ as therapeutic goods.

Refunds under this right are unconditional. No
handling or administration fees can be charged.

Complementary medicines include vitamin, mineral and
herbal products that in many countries are classified as
foods or dietary supplements and therefore subject to
lower regulatory controls than medicines.

•

Return the goods in a reasonable time after buying
them. No specific timeframe is given in Australian
law.

•

Do not lose, destroy or damage the goods.

•

•

You may be asked to provide proof of purchase.
The best way to do this is to show your store receipt,
credit card or bank statement which shows details of
the purchase.

•

Before you buy medicines in Australia, check that the
label has the letters AUST L or AUST R followed by
a number. This indicates that the product has been
approved for supply in Australia. You can confirm
the number by checking the Australian Register of
Therapeutic Goods at www.tga.gov.au
Medicines with AUST L on the label are only to be
used for managing minor conditions. They must not
claim they are for treatment, prevention or cure of
serious medical conditions or disorders.

Advertising of medicines in Australia is strictly controlled
to ensure it is socially responsible, truthful, appropriate
and not misleading. In particular:
•

To seek a refund:

If a business misleads you about your refund rights,
the business is breaching Australian law.
You do not have a legal right to a refund if you simply
change your mind about a product. In this situation, it
is up to the business to decide if they will give a refund.
More information on refunds is available from the
Australian Competition and Consumer Commission at
www.accc.gov.au

Advertisements must not state that the Australian
Government endorses or recommends people use a
particular medicine.
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Refunds and the sealed bag system

Consumer complaints

Your rights to a refund are not affected by purchasing
goods duty-free and GST-free using the sealed bag
method.

Online complaints and information

•

To claim a refund of sealed bag purchases before
your departure from Australia, you will need to return
the sealed bag intact to the place of purchase.

•

If you are returning goods to Australia for a refund,
after you return home, contact your local Australian
Embassy for advice on sending the particular goods
back to Australia.

Refund problems

Information and complaint facilities are available from
the Australian Government Department of Resources,
Energy and Tourism at www.ret.gov.au/tourism or
through the Tourism Australia multilingual site for
travellers www.australia.com
You can:
•

find consumer information to help you make the
most of your trip; and

•

lodge a complaint online if you believe that while
in Australia you have been treated unfairly by a
business, have not been able to resolve the problem
directly with the business, and wish to lodge a formal
complaint with a consumer protection agency in
Australia.

If you believe you are entitled to a refund and are having
problems obtaining it, you can lodge a complaint to a
consumer protection agency in Australia (see below).

Telephone complaints and inquiries
You can lodge a telephone complaint while in Australia
•

by ringing the Australian Consumer Affairs and Fair
Trading Hotline 1300 552 263 (local call cost within
Australia);

•

the call will be automatically forwarded to the Fair
Trading Agency in the State or Territory from which
you are calling;

•

you can access this service using an interpreter, by
first calling the Translating and Interpreting Service
(see below).

Interpreter assistance to call government
agencies

•

You will need to state in English the language you
require.

•

Then, through the interpreter, ask to have your call
connected to the government agency you wish to
speak to.

Government agencies in Australia are generally open
Monday to Friday, 9am to 4.30pm (local time), and are
closed on public holidays.
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If you need an interpreter to help you speak to a
government agency in Australia, ring the Translating
and Interpreting Service on 131 450 (free call within
Australia).

