
Guidelines to 
assist you when 

 Where can I complain if something 
goes wrong? Contact the online store 
using the information provided in the 
website's Contact Us section. If you 
cannot locate a Contact Us section on 
the website, or receive no replies or 
action from your email and/or phone 
complaint, try locating the company on 
social media.  

 
 I have got my goods, now what? 

Your item should arrive in good condition, 
with an invoice and an explanation of 
how to return the product if necessary. 

 
 What if I do not like the product, or 

it is faulty? The returns procedure 
should be easy to follow, with clear 
indications of the steps involved and who 
to contact if the returns procedure fails. 
Retailers are required to accept returns if 
the product is faulty or does not match its 
advertised description. However, retailers 
are not required to accept returns if the 
customer changes his or her mind. 

Online 
Shopping 
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 What delivery methods are 
available? Are there different 
options for delivery methods and 
prices? Will they deliver to my 
country? You should be provided with 
information about options and prices for 
different delivery methods. 

 
 How do I know when I have 

confirmed my order? There should be 
a clearly defined ordering process for you 
to follow. You should also receive a 
receipt of the order, either by email or in 
the post. 

 
 How can I pay for my item? Payment 

options available should be clearly 
displayed. Expect the majority to accept 
credit card, with some stores also 
accepting PayPal, non-internet payment, 
debit card or Cash On Delivery (COD). 

 
 
 
 

Online Shopping 
 
A wide variety of assistive technology 
can now be purchased online. The 
Independent Living Centre NSW  
suggests that you consider the 
following factors before purchasing 
assistive technology from an online 
Australian or overseas supplier: 
 
1. Purchasing from an online supplier 

does not usually allow you to "try 
before you buy" 

 
2. For some Assistive Technology, such 

as wheelchairs or walking aids, it is 
advisable to seek professional advice 
before purchasing 

 
3. Consider the need and ease of 

following up with a supplier. What is 
the warranty and returns policy? How 
will the equipment be serviced if 
necessary? 

 
4. It is important that you have the name 

of a contact person and the suppliers’ 
contact details. These should include 
at minimum, an email address or 
phone contact number. 

 
5. Use a Search Engine on your 

computer to search for additional 
information and advice about 
precautions when shopping online. 

 
 
 

Tips 
 

Find more tips on www.choice.com.au 
on Safe Online Shopping:  
 
 Who am I dealing with? Information 

about the trader should be clear. You should 
have either email or phone contact details, 
and be able to check its reliability. 

 
 How much is it going to cost me? The 

price should be clearly displayed and 
include all costs (i.e. delivery charges, taxes 
and currency conversion). 

 
 What am I buying? You should be able to 

easily identify the product. This is especially 
important online because you often cannot 
see the goods. 

 
 Is there stock available? Stock 

availability should be displayed clearly. 
 
 What personal information are they 

asking for? What will they do with it? 
Only information needed for the sale should 
be requested.  

 
 
 
 
 
 


