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Government of Western Australia 
Department of Mines, Industry Regulation and Safety

CONSUMER PROTECTION

Gordon Stephenson House 
Level 2/140 William Street 
Perth Western Australia 6000

Phone 1300 304 054 
Web consumerprotection.wa.gov.au 
Email  consumer@dmirs.wa.gov.au

OFFICE LOCATIONS 

Perth

Cannington

North West 
Karratha

Kimberley 
Broome

Mid-West 
Geraldton

Goldfields / Esperance 
Kalgoorlie

South West 
Bunbury

Great Southern 
Albany

STAY CONNECTED

Facebook 
f ConsumerProtectionWesternAustralia

Instagram 
@ConsumerWA

LinkedIn 
showcase/consumerprotectionwa

Twitter 
@ConsumerWA

Facebook 
f AskUsCP

Twitter 
@ConsumersAskUs

 Helping people understand their  
 consumer rights and creating a  
 fair trading environment 

 Western  
 Australia 

 Broome 

 Albany

Perth
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Bunbury
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Guiding 
priorities 

1. Responding to COVID-19 impacts

2. Enhancing implementation of government policy initiatives

3. Refocusing on enforcement

4. Broadening engagement with vulnerable consumers

5. Increasing community awareness of consumer rights  
and obligations

6. Enhancing engagement with traders

7. Improving available outcomes

8. Building analytical capacity

9. Supporting non-government organisations

10. Minimising regulatory burden

11. Improving transparency

12. Reorganising operations

 Minister’s statement 

 Hon Roger Cook  
 MBA MLA 

This is the second iteration of 
the McGowan Government’s 
Consumer Justice Strategy 2021-
25. This iteration sets out the 
planned initiatives for 2022-23.
The Strategy sets out the guiding 
priorities on which Consumer 
Protection will focus during this 
term of government and the 
individual initiatives that Consumer 
Protection will implement during 
individual financial years.
The Strategy is built on three pillars 
that will guide Consumer Protection’s 
overall operation. Consumer 
Protection will be Responsive, 
Engaged and Accountable.
A number of the initiatives 
included in the Strategy are long-
term in nature and continue on 
from 2021-23, however others are 
new or refocussed. 
Particular examples include the 
focus on responding to COVID-19 
impacts moving on to issues arising 
from supply chain disruptions, such 
as impacts of delayed deliveries. 

I am very pleased to note that the 
Strategy has a strong theme of 
enhancing support for vulnerable 
communities, with a compliance 
focus on regional retailing practices 
impacting Aboriginal consumers 
in Western Australia and a new 
emphasis on enhancing engagement 
with, and service delivery to, people 
living with disabilities and members 
of CALD communities.
COVID-19 has, amongst other things, 
undoubtedly created challenges 
for consumers, businesses and 
Consumer Protection. As Minister for 
Commerce, I am keen to work with 
Consumer Protection and the broader 
Department of Mines, Industry 
Regulation and Safety, to continue to 
ensure a safe and fair marketplace 
operates in Western Australia.

Hon Roger Cook MBA MLA 
Deputy Premier; Minister for State 
Development, Jobs and Trade; 
Tourism; Commerce; Science
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 Three pillars strategy 

 Responsive 
Consumer Protection commits to being alert and responsive to emerging issues and to changes in markets; 
the needs of the community; and government policy.

 Engaged 
Consumer Protection commits to being directly and regularly engaged with consumers and consumer 
organisations; traders and trader organisations; the non-government sector; and other government agencies.

 Accountable 
Consumer Protection commits to being transparent in its operations and decision-making so the Government and 
the community can hold Consumer Protection to account for the nature and effectiveness of its operations.

Responsive Engaged Accountable
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Responsive

Responding to COVID-19 impacts 
2022-23 Initiatives

• Compliance and education focus on issues arising from supply chain interruptions, 
particularly impacts of delayed delivery.

• Focus on the impacts of event and travel cancellations.

Refocussing on enforcement 
2022-23 Initiatives

• Complete and publish a new Consumer Protection Compliance and Enforcement Strategy.

• Publish a new Consumer Protection Enforcement Policy.

• Commence the implementation of a new Australian Consumer Law training program.

• Focus compliance activities on:

1. Residential tenancies

2. Motor vehicle sales and repairs, including unlicensed dealing, odometer tampering, 
roadworthiness of second hand vehicles and charges for contract cancellation (PELD).

3. Scams

4. Pet sales

5. General trades

6. Personal services

7. Regional retailing practices impacting Aboriginal consumers

8. Ticket scalping

9. Quad bike standards

10. Accepting payment without reasonable expectation of delivery

11. Product safety

Improving available outcomes 
2022-23 Initiatives

• Continue development of proposals for improved dispute resolution processes under 
the Fair Trading Act 2010 (WA) (FTA).

• Ensure all options for outcomes under the FTA and the Australian Consumer Law are 
understood and explored.

• Continue to explore compensation options for scam victims.

• Where in the public interest, Commissioner to institute, defend or assume the conduct 
of, legal proceedings on behalf of consumers or small businesses.

Building analytical capacity 
2022-23 Initiatives

• Continued emphasis on, and better processes for, data capture and analysis to inform 
policy development, community engagement strategies and compliance activities, 
including the deployment of advanced telephony systems.

Page 6 Page 7



Page 6

• Complete the implementation of iBase intelligence data management application.

• Continue the integration of data analysis with Qlik for monthly and other reporting.

• Trial the implementation of LivePro as a knowledge management tool.

• Implement a consultation hub for all public consultations.

Minimising regulatory burden 
2022-23 Initiatives

• Identify policy and operational process opportunities to reduce the regulatory burden on 
Western Australian businesses.

• Continue to integrate the charities regulatory framework with the Australian Charities and 
Not-for-profits Commission Regulation.

• Continue to progress the review of Continuing Professional Development programs.

Reorganising operations 
2022-23 Initiatives

• Continue the implementation of structural changes from independent reviews to 
ensure resources are focussed on priority areas and support an integrated approach to 
operational activity.

• Complete the review of the Seniors Housing Advisory Centre.

• Explore and implement options to enhance metropolitan, regional and online service delivery.

Engaged

Broadening engagement with vulnerable consumers 
2022-23 Initiatives

• Enhance engagement with, and service delivery to, people living with disabilities and 
members of culturally and linguistically diverse communities.

• Expand the number of community engagement forums with vulnerable consumer groups.

Increasing community awareness of consumer rights and obligations 
2022-23 Initiatives

• Continue to implement broad-based and multi-channel consumer and trader awareness 
programs, with a particular emphasis on the understanding of consumer guarantees 
and warranties.

• Develop and implement revised strategies to measure the effectiveness of community 
engagement strategies.

• Celebrate the 50th anniversary of the commencement of the Consumer affairs Act 1971 
(WA) on 11 August 1972 with the conduct of:

(a) the 2022 Consumer Protection Awards on 2 August 2022; and

(b) the Empowering Consumers with a Disability Forum on 30 August 2022.
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• Develop and implement community awareness campaigns to support policy and 
compliance priorities and the following local and national initiatives:

1.  The Fitness Industry Code of Practice

2. The Ticket Scalping Act 2021 (WA)

3. Lithium battery safety

4. Funeral industry practices

5. National Indigenous Consumers Strategy (national)

• Continue campaign to increase awareness of the Associations Incorporation Act 2015 
(WA) amongst members and management committees of incorporated associations.

• Continue to review and, where appropriate, expand, communication channels, including 
social media/digital.

Enhancing engagement with traders 
2022-23 Initiatives

• Continue to review existing trader engagement processes to maximise the impact on 
compliance of all regulated traders.

• Ensure strong networking relationships with relevant trader organisations.

• Maintain direct, open, operational relationships with the Small Business Development 
Corporation, Australian Securities and Investments Commission and the Australian 
Competition and Consumer Commission.

Supporting non-government organisations 
2022-23 Initiatives

• Review the viability of all special purpose accounts and examine the option for a single 
Consumer Account.

• Ensure strong networking with relevant, consumer focussed, non-government organisations.

• Work with non-government organisations in the delivery of community engagement initiatives.
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Accountable
Enhancing implementation of government policy initiatives 
2022-23 Initiatives

• Continue to implement enhanced policy consultation processes, with greater reliance on 
visual, interactive and less complex methodologies.

• Support government to enable the enactment of new legislation, including:

1. Fair Trading Amendment Bill 2021

2. Motor Vehicle Repairers and Dealers Legislation Amendment Bill 2022

• Prioritise the following policy initiatives:

1. Completion of the review of the Retirement Villages Act 1992 (WA)

2. Completion of stage 1 of the review of the Residential Tenancies Act 1987 (WA)

3. Conduct the statutory review of the Commercial Tenancies (Retail shops) 
Agreements Act 1985 (WA)

4. Implementation of the review of the Motor Vehicle Dealers Act 1973 and the Motor 
Vehicle Repairers Act 2003 (WA)

5. Implementation of price disclosure in the funeral industry.

Improving transparency 
2022-23 Initiatives

• Develop and publish a Consumer Protection Year in Review for 2021-22.

• Develop and publish an Indigenous Consumers Count Report for 2021-22.

• Maintain a strong media and community presence.
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For latest information please go to the website: 
commerce.wa.gov.au/consumer-justice-strategy

Government of Western Australia
Department of Mines, Industry Regulation and Safety

Consumer Justice Strategy 2021-25
2022-23 Initiatives


