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Beauty and cosmetic procedure services

Information for consumers

The beauty and cosmetic industry provides a range of services
and products intended to make us look and feel good.

Before you buy a beauty treatment or cosmetic procedure it is
important to understand your consumer rights. To help protect
yourself make sure you:

e are not pressured into buying something on the spot. Shop
around, visit several salons and clinics and choose the
most reputable business, and treatment and procedure
right for you.

e do your research beforehand, especially if you are having
a long-lasting treatment like facial fillers, semi-permanent
make-up or laser hair removal.

® ask about the level of staff training, experience and
qualifications.

e check that the beauty salon or clinic is clean and hygienic.
Depending on the type of procedures it provides, the premises
may need to be registered or licenced with the local council or
by NSW Health as a private health facility. Visit the NSW Health
website at www.health.nsw.gov.au or call them on 9391 9000.

e registered and unregistered health practitioners must
comply with specific codes of conduct, for more information
visit our website.

Cosmetic procedures

Cosmetic procedures and treatments can be complex and risky
so it's important that you understand what the procedure involves
and its implications. NSW Health recommends you follow these
steps below before having a cosmetic treatment or procedure:

e seek advice from a medical practitioner or your GP about
any health or infection risks that may be involved before
deciding to go ahead.

e check the qualification and experience of the person who
will perform the procedure. For example, if they claim to
be a nurse or doctor you can check with the Australian
Health Practitioner Regulation Agency (AHPRA) at
www.ahpra.gov.au if they are registered in Australia.

e if you are having cosmetic surgery, check on the NSW
Health website to see if the facility needs to be licensed as
a private health facility.

e ask questions before you proceed to ensure you
understand what is involved and read carefully any
information provided to you.

e once you have quotes for the desired service, keep in
mind that dramatically cheaper estimates could indicate
that the products are counterfeit or non-registered
Australian medicines.
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If you have a complaint about cosmetic procedure, you can
lodge a written complaint with the Health Care Complaints
Commission (HCCC). For more information call 1800 043 159
(toll free in NSW) or visit www.hcce.nsw.gov.au

Online products

While medicines bought instore are generally subject to
regulation by the Therapeutic Goods Administration (TGA), be
aware that medicines and medical devices bought online from
overseas may not be subject to TGA regulation. These items
may have a high chance of:

® being counterfeit

containing the wrong amount of active ingredient

being contaminated with toxic chemicals

containing undisclosed or dangerous ingredients

being past their use-by-date.

Buying online can be simple and affordable way to purchase
products that sound great, however the lack of regulation on
cosmetic goods and devices manufactured overseas can pose
a serious risk to your health and beauty.

Read more about buying goods online on our website.

Truthful advertising

Advertising beauty makeovers on social media and online is a
powerful way to get consumers attention. However, the words
and images used must convey a truthful impression of the
cosmetic procedure and its results.

Itis illegal for advertising to mislead or trick consumers into
making a purchase. This is why it is important to collect and
compare information about health professionals and beauty
providers before you buy.

Be cautious of ‘great deals’

Be wary of special offers, promotions and verbal promises related
to beauty and cosmetic treatments. Cheap prices may indicate that
the procedure may be performed by unqualified staff, or products
are not approved in Australia. Before buying a ‘deal’, carefully read
all the terms and conditions to understand if any hidden costs apply.

If you have gifted a voucher for a product or service, check if there
are any special conditions. Most gift cards and vouchers sold in
NSW should come with @ minimum expiry period of 3 years.

Read more about group buying deals on our website.

Tel: 13 32 20
fairtrading.nsw.gov.au
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Sales pitches and the hard sell

Be aware that offers for ‘free’ consultations and makeovers

may lead to pressure to purchase products that you may not
want. It's illegal for salespeople to prevent you from leaving their
premises, nor are they able to physically force, harass or coerce
you into buying products or services.

While extreme salespeople are in the minority, the use of
high-pressure, bullying sales tactics may be more common.
Tactics to be wary of include:

e implying your health or appearance will suffer without their
products and services.

e asking you a series of questions where the answers are
obviously ‘yes’ thereby making you feel you need the product.

e praising a product for its ‘amazing’ yet unrealistic benefits.

e trying to get your sympathy by claiming that they are one
sale short of winning a prize, or will lose their job if a certain
number of sales are not made.

e making you feel guilty of wasting their time and money if you
don't listen to their spiel and don't want the product.

e offering a discount if you sign the contract or buy the product
on the day.

Paying for services

Before you make a purchase be sure to find out:

e how the refund policy works, including how much notice you
would need to give to cancel a treatment
total cost to you, including ‘hidden charges’

e what the cooling-off periods is if you sign up for a deal, or
change your mind.

Always read carefully the terms and conditions of any contract
and check for hidden costs. Be wary of pre-payment or
providing credit card details upfront in case you need to cancel
or you change your mind.

If you are having problems

If your problem is health related seek medical attention
immediately.
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If you believe your rights to a refund, cancellation, repair or

replacement of cosmetic goods and services are not being met:

o the first step is to make every effort to sort out the problem
directly with the trader or service provider.

e be clear, firm and polite and state what the problem is and
how you would like it fixed.

e put your concerns in writing and keep all relevant documents
such as signed contracts, receipts and quotes.

e if you don't reach a satisfactory outcome, contact
NSW Fair Trading on 13 32 20 or visit the website.

More information

NSW Fair Trading
Fair Trading provides free information about your consumer
rights and options to solve disputes.

To lodge a complaint, call NSW Fair Trading on 13 32 20
or visit www.fairtrading.nsw.gov.au

NSW Health

NSW Health is responsible for regulating various aspects of
cosmetic health services, including the premises at which
the services are provided and products commonly used in
cosmetic procedures.

For more information call 9391 9000 or visit
www.health.nsw.qgov.au/factsheets/general

Health Care Complaints Commission (HCCC)

If you have a complaint about the quality of the cosmetic
procedure, you can lodge a written complaint with the
Health Care Complaints Commission (HCCC).

For more information call 1800 043 159 (toll free in NSW)
or visit www.hcce.nsw.gov.au

Therapeutic Goods Administration (TGA)

The TGA s responsible for regulating therapeutic goods
including medicines, medical devices, blood and blood products.
TGA is also responsible for regulating the supply, import, export,
manufacturing and advertising of therapeutic goods.

For more information or to lodge a complaint call
1800 020 653 or visit www.tga.gov.au

www.fairtrading.nsw.gov.au This fact sheet must not be relied
Fair Trading enquiries 13 32 20 on as legal advice. For more
TTY 1300 723 404 information about this topic, refer to
Language assistance 13 14 50 the appropriate legislation.

© State of New South Wales through NSW Fair Trading

We encourage the reuse of this information under the Creative Commons Attribution 4.0
licence. See NSW Fair Trading's copyright policy at www.fairtrading.nsw.gov.au or email
publications@finance.nsw.gov.au
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Beauty and cosmetic products and services

Information for business

If you run a business in Australia and provide services and
products online or instore, it is important that you understand
your obligations under Australian Consumer Law (ACL).

Selling beauty and cosmetic products and services that do not
comply with the mandatory safety standards is illegal and could
cost your business.

Your obligations to consumers

As a beauty and cosmetic provider, your consumers have

rights and it is your obligation to fulfil them. You must:

e not pressure consumers into making purchases of goods
and services

e maintain hygiene standards

e comply with any standards, codes or guidelines applicable
to you (e.g. as an unregistered or registered health
practitioner or as a member of an industry association)

e advertise your relevant, Australian qualifications.
Consumers can check if you are a registered nurse
or doctor by visiting the Australian Health Practitioner
Regulation Agency (AHPRA) at www.ahpra.gov.au

e f your facility is licenced, you must display a copy of the
licence in clear sight. For more information, call 9391 9000
or visit the NSW Health website at www.health.nsw.gov.au

Businesses should not assume that imported
products have complied with Australia’s product
safety laws, even if they have been cleared

by Customs. It is your responsibility to confirm
products are compliant and meet the Therapeutic
Goods Administration (TGA) requirements.

Visit www.tga.gov.au

Advertising

Itis important that advertisements for your business and its
services do not mislead consumers.

You must give accurate information about the cosmetic and
beauty services you can provide.
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Itis illegal for businesses or traders to:

e make misleading or deceptive claims about their services

e advertise products or services with false endorsements

e claim benefits that a product or service simply does
not have

e make false representations about the standard, quality or
value of the service offered

e make misleading representations that can persuade
customers to buy something to their detriment, based on
belief in the testimonial.

Misleading representations

Businesses have a responsibility to ensure that products
and services are genuine, do not breach Australia’s safety
standards, and are able to lawfully supply in Australia.

You must not make false or misleading statements about:

e the standard, quality, value or grade of services

e the sponsorship, approval, performance characteristics,
accessories, benefits and uses of services

testimonials by any person relating to services

the price of services

a buyer’s need for services

any guarantee, warranty or condition of the service

the requirement to pay for any guarantee, warranty or
condition on the services.

Read more about misleading representations on our website.

Consumer guarantees

Under the ACL, most products and services bought in Australia
come with automatic guarantees that the items or services will
work as advertised.

Businesses must provide these automatic guarantees

regardless of any other warranties associated with the sale.

If a business fails to deliver any of these guarantees, they are

obliged to:

e repair, replace or refund

e accept cancellation of a service

e provide compensation for damages and loss

e provide products and services of acceptable quality that
are safe and not defective.

Read more about consumer guarantees on our website.

Tel: 13 32 20
fairtrading.nsw.gov.au
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Damage or loss caused by services
or defective products

When providing beauty and cosmetic services, businesses are
obliged to provide services safely and as advertised, without
causing loss or damage.

Under the ACL you are obliged to guarantee your services are

provided with due care and skill. This means you must:

e use an acceptable level of skill or technical knowledge when
providing the service

e take all necessary care to avoid loss or damage when
providing the service.

Read more about damage or loss on our website.

No refund policies

Under the ACL, you are only obliged to provide a refund if a
beauty product is faulty or a cosmetic service does not meet
the advertised description. Therefore, it is acceptable to present
your business with signs similar to ‘No refunds will be given if
you have simply changed your mind’.

However, you cannot display signage such as: ‘No refunds on
sale items and services’ or ‘Exchange or credit note only for the
return of sale items’, as this is a misrepresentation of the law.

Penalties

In Australia, business owners or operators could be prosecuted
for breaching the ACL and/or mandatory safety standards.
Prosecutions can also be undertaken against any business
selling unsafe products and services or products which have
been temporarily or permanently banned.

Under the ACL, making false or misleading representations is
an offence. The maximum fine is $220,000 for an individual and
$1.1 million for corporations.

Read more about fines and penalties at www.productsafety.gov.au
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More information

Australian Consumer Law

To find out more about your responsibilities under the Australian
Consumer Law visit www.consumerlaw.gov.au

Therapeutic Goods Administration (TGA)

The TGA s responsible for regulating therapeutic goods
including medicines, medical devices, blood and blood products
TGAis also responsible for regulating the supply, import, export
manufacturing and advertising of therapeutic goods.

For more information or to lodge a complaint call 1800 020 653
or visit www.tga.gov.au

NSW Health

NSW Health is responsible for regulating various aspects of
cosmetic health services, including the premises at which
the services are provided and products commonly used in
cosmetic procedures.

For more information about your responsibilities under the
new law call 9391 9000 or visit www.health.nsw.gov.au

www.fairtrading.nsw.gov.au This fact sheet must not be relied
Fair Trading enquiries 13 32 20 on as legal advice. For more
TTY 1300 723 404 information about this topic, refer to
Language assistance 13 14 50 the appropriate legislation.

© State of New South Wales through NSW Fair Trading

We encourage the reuse of this information under the Creative Commons Attribution 4.0
licence. See NSW Fair Trading's copyright policy at www.fairtrading.nsw.gov.au or email
publications@finance.nsw.gov.au
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[1 When buying online, use respected sellers and
read reviews from independent sites to avoid
being scammed.

[] When buying gift cards and vouchers online make
sure the expiry period is 3 years or more, in line with
the law.

[] Carefully read the terms and conditions of any
contract and check for hidden costs. Be wary of pre-
payment or providing credit card details upfront in
case you need to cancel or change your mind.

Protect yourself from shonky or illegal procedures
and treatments:

[] Seek advice from a medical practitioner or your GP
to understand any health or infection risks.

[] Check with your local GP if the procedure you are
considering must be performed by an Australian

qualified medical practitioner or in licenced premises.

[]1 Confirm that the professional is qualified to perform
the procedure. If they claim to be a nurse or doctor,
you can check their registration through the
Australian Health Practitioner Regulation Agency
(AHPRA) website at www.ahpra.gov.au

[/] Do not use overseas operators that are not

registered in Australia, if something goes wrong it
may be difficult to resolve.

For more information about the health and safety of
beauty and cosmetic procedures, visit the NSW Health
website at www.health.nsw.gov.au

REMEMBER!
If you have problems with the product or service, the

first step is to make every effort to sort out the problem
directly with the trader or service provider.

For more information about your consumer rights
visit our website at www.fairtrading.nsw.gov.au

General enquiries 13 32 20

Language assistance 13 14 50
(ask for an interpreter in your language)

TTY 1300 723 404 (for hearing impaired)

© State of New South Wales through NSW Fair Trading.
July 2018

Know your consumer rights
before you consider a beauty
treatment or cosmetic procedure

CHECKLIST

Beauty and cosmetic service providers must perform
their duties under the Australian Consumer Law and
health legislation.

To protect yourself from unscrupulous practices by
beauty salons and clinics, it is important you understand
your rights:

[v] Research the treatment or procedure you are
thinking about.

[v] Compare quotes and be wary of prices far less than
competitors - it may suggest counterfeit products
and unqualified practitioners.

[v] Check if the business has a refund policy in case you
need to cancel.

[v] Compare the information you are receiving - it is
illegal for a business to mislead or deceive you
about their services.

[] Choose carefully and keep your receipts! You are
not entitled to a refund for incorrect purchases.
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Think it over!
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wing 'your consumer rights can help protect you from

d beauty treatment or cosmetic procedures.
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(Vietnamese)

Suy nght vé viéc stra sic dep — Hay suy nght can than.

B&o vé sic dep clia ban, hiéu biét quyén loi ngudi tidu diing ctia ban.

Hiéu biét quyén lgi ngwoi tidu diing gitip ban bao vé& minh khéi nhivng tri lidu va giai phau séc dep sai 1am va cAu tha.

Language assistance: 13 14 50

(7%
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Qx!emﬂ TTY: 1300 723 404 for hearing impaired
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{1 Khimua trén mang, hdy chon nhiing co s& budn ban cé danh
ti€ng va doc cac bai nhan xét tr cac trang mang doc lap dé
tranh bi ltra dao.

[/] Khimua thé va phiéu qua tang qua trang mang, nhé kiém
chac thé/phi€u d6 phai c6 thai han st dung la 3 ndm hoac
hon theo nhu luat 1é da quy dinh.

[/1 Hay doc ky cac diéu khoan va diéu kién clia bat cit hgp dong
nao va kiém tra xem c6 phi t6n ngdm hay khéng. Hay than
trong vé viéc tra truéc hodc cung cip chi tiét thé tin dung
trudc, dé phong trudng hgp ban can hay dich vu hodc d8i .

Tu bdo vé minh dé trdnh gap phai cac thi thuat va diéu tri kém
chétlugng hodc bat hgp phap:

[/] Tim tu van tir chuyén vién y t€ hodc bac si toan khoa dé gitp
ban hiéu dugc cac nguy co vé stic khde hodc nguy co nhiém
trung.

[/] Kiém tra v6i bac si toan khoa nai dia phuong minh dé xem
tha thuat ma ban xét dén cé can phai dugc thuc hién bai
chuyén viény t& cé bang cap clia Uc va tai cac ca s6 c6 médn
bai.

[/] Xacnhan rdng chuyén vién cé bang cip dé thuc hién thu
thuat. Néu ho néi réing ho 1a bac si hodc y ta, ban c6 thé
ki€ém tra viéc dang ky clia ho qua trang mang ctia Co quan
Gidm sat Chuyén vién Y t& Uc (Australian Health Practitioner
Regulation Agency - AHPRA) & dia chi www.ahpra.gov.au

[/] Bling diing cac co s& nudc ngoai ma khong dang ky tai U, vi
néu xay ra viéc gi bat tric thi ¢6 thé kho giai quyét.

Muén biét thém thong tin vé y té va su an toan clia cac thi
thuét thdm my va cham séc sac dep, viéng trang mang clia NSW
Health & dia chi www.health.nsw.gov.au

NEN NHO!
Néu ban c6 van dé vdi san pham hodc dich vu, thi buéc

dau tién 1a lam moi né luc dé truc ti€p gidi quyét van dé véi
ngudi ban hodc ca s& cung cap dich vu.

Mudn biét thém thong tin vé quyén han ctia ban véi
cuang vi la ngudi tiéu diing, viéng trang mang
www.fairtrading.nsw.gov.au
Céac do hoi téng quat 13 32 20
Trg gitp ngdbn ngr 13 14 50
(héy yéu cdu dé néi chuyén véi mét thong dich vién ngudi Viét (Viethamese))
TTY 1300 723 404 (danh cho nhiing ngudi khiém thinh)

©Tiéu bang New South Wales qua NSW Fair Trading.
July 2018

Tim hiéu vé quyén han ctia ban véi cuong vi I3
ngudi tiéu dung, trudc khi ban xét dén
viéc diéu tri sac dep hodc thi thuat tham my

Vietnamese

DANH SACH KIEM TRA

Céc co's6 cung Ung dich vu thdm my va chdm soc sac dep phai
thuic hién cac nhiém vu clia ho theo Luat 1& vé& ngudi Tiéu dliing
tai Ucva cacluat lé y té.

D& bao vé minh tranh khoi cac 16i hanh nghé bat chinh béi cac

tiém chdm sdc séc dep va tham my vién, diéu quan trong 13 ban

hiéu dugc cac quyén han cGia minh:

[v] Tim hiéu vé cac diéu tri hodc tht thuat ma ban mudn thuc
hién.

[] So sénh gia ca va nén dé phong déi véi cac gid ca qua thap so
vdi cdc ca s& canh tranh khac - diéu nay c6 thé [a vi ho ding
san pham gid mao va nhén vién khong cé bing cép.

[ Kiém tra xem doanh nghiép @6 cé chinh sach béi hoan tién
hay khong, trong trudng hgp ban can hiy bé dich vu.

[] So sanh thong tin ban nhan dugc - mét doanh nghiép
huéng dan sai lac cho ban hoac Itra gat ban vé dich vu ctia ho
thi sé bj xem la bat hgp phap.

[V] Hay lya chon c&n than va cat gili cac bién nhan! Ban khong
dugc b6i hoan néu mua khéng dang.
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