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Coordinated information sharing of 
COVID-19 measures and messaging

 April callout to members for details of: 
– communications aimed at consumers, regarding consumer rights on 

services impacted by COVID and emerging COVID crisis scams
– details of regulatory initiatives, press statements concerning 

expectations of business conduct, legal measures, and concrete 
actions towards traders engaging in questionable trading practices, 
and likely business profiteering

 Five key issues identified were:
– Misleading advertising related to miracle products
– Cancelation of public events, tourism services and air transport 

tickets
– Financial frauds related to false donations and phishing techniques
– Unjustifiable increment of product prices
– The priority of virtual channels over face-to-face channels



ICPEN – 2020 Fraud Prevention 
Month Campaign

Re-tooled by FPM 
Coordinator Colombia 
to meet COVID-19 
global consumer 
protection challenge

#COVID19Emergency 
was launched on 4 April 
2020
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ICPEN and COVID-19 strategy going forward

 Project group announced under the 2020/2021 Canadian 
Presidency programme of work

 Enforcement during COVID-19: Consumer protection 
issues, international cooperation and responses during a 
pandemic

 The project will:
– Examine the consumer protection issues that arose/have arisen from 

COVID-19 and what agencies have done to address such issues;
– Examine how consumer protection agencies can foster agility to respond to 

emerging consumer protection issues in situations like this;
– Examine telework arrangements and how agencies mobilise resources to 

progress enforcement matters while working from home



ACCC response to COVID-19

 In response to the COVID-19 pandemic the Australian Competition & 
Consumer Commission (ACCC) established a COVID-19 Taskforce in 
late March and has since been responding to a large number of issues 
affecting Australian consumers and businesses because of the COVID-
19 pandemic. 

 The ACCC has received thousands of phone calls, emails and social 
media reports from consumers and businesses seeking information and 
are working to address areas of harm to consumers and advising 
businesses about their obligations. 

 The ACCC Taskforce focus has been on early intervention by engaging 
directly with businesses, relevant state and federal government 
agencies, and consumer and other representative groups.



Sectoral areas and issues of concern

 Cancelled travel and accommodation service sectors
 Various restrictions put in place for domestic and international travel have been the main source of consumer complaints. 

Many consumers are unhappy with the remedies being offered.
 Subscription services – gyms, food and pay TV sectors

 With the restrictions imposed by governments at all levels in relation to social distancing and businesses being able to 
remain open, the operations of certain businesses have been greatly affected.

 Payment process providers for the fitness industry sector
 After hearing that payment processors were suspending debits being made on behalf of small business gyms and fitness 

studios based on 'ACCC advice', the Taskforce contacted them to ensure that their clients were not being unfairly treated.
 COVID-19 product claims

 Some businesses have represented to consumers that they sell a product that prevents COVID-19 or they provide a service 
that prevents infection by COVID-19.

 The ACCC was alerted to an ASX listed company claiming that its hand sanitiser product it had been tested as effective 
against COVID-19, when it was tested against a recognised surrogate. The company subsequently clarified the statement it 
made to the ASX. 

 The Taskforce is investigating claims that a company is alleged to be urging consumers to get their plumbing serviced to 
prevent the spread of COVID-19.

 Excessive price increases, also known as price gouging
 In relation to COVID-19 there are a large number of complaints regarding excessive pricing around personal protective 

equipment (face masks and sanitiser) and some other grocery items. 
 The ACCC cannot prevent or take action to stop excessive pricing, as it has no role in setting prices. However, in some 

circumstances excessive pricing may be unconscionable, for example, where the product is critical to the health or safety of 
vulnerable consumers. If a business makes misleading claims about the reason for price increases, it will be breaching the 
Australian Consumer Law. 

 The Australian Government has used other legislative instruments to address price gouging.
 Private health insurance sector

 The ACCC received complaints that consumers were not able to access all services offered under the policies but are still 
required to pay the premiums.



Website: COVID-19 information for consumers

https://www.accc.gov.au/consumers/consumer-rights-guarantees/covid-19-coronavirus-information-for-consumers



Website: COVID-19 information for business

https://www.accc.gov.au/business/covid-19-coronavirus-information-for-small-business



Media messaging

https://www.accc.gov.au/media-release/accc-response-to-covid-19-pandemic https://www.accc.gov.au/media-release/warning-on-covid-19-scams



Media messaging



Thank you 
and stay safe!
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