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About the ACCC – a snapshot

• An independent Australian 
Government statutory authority 
formed in 1995

• Offices in all capital cities and 
Townsville

• Receive around 280 000 reports 
and inquiries each year

• Role - Making markets work now, 
and in the future

• Currently around 1000 staff, with 
70 working exclusively on 
consumer product safety 
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What is a recall and why do we have them?

A product recall:
• occurs after the discovery of safety issues or product 

defects that may endanger consumers or put the maker/seller 
at risk of legal action

• includes some form of announcement – often from a supplier 
(e.g. manufacturer, retailer)

• provides a call to action for consumers to return/dispose a 
product. 

• The two main purposes of a recall are to:
– prevent consumers being injured or killed, and
– assist consumers to obtain a remedy (e.g. repair, 

replacement or refund).
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Recalls in Australia

• “Faulty products continue to cause serious injury and 
harm to thousands of Australians, with more than 4.5 
million items recalled by suppliers in 2017–18” 

ACCC Annual Report

• In 2017–18 There were around 9 million households in 
Australia, each containing 2.6 people – this means:

• 1 in 2 households contained an unsafe recalled 
product

• 11.7 million people were in someway exposed to an 
unsafe recalled product.
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Recalls continue to be a significant focus

• During 2018-19, the ACCC published 683 voluntary 
recalls, of which:

‒ 359 were for consumer products

‒ 215 were for motor vehicles

‒ 87 were for foods and beverages

‒ 22 were for consumer level recalls of therapeutic 
products.
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Recalls continue to be a significant focus

• During 2018-19, the ACCC published 683 voluntary 
recalls, of which:
– 359 were for consumer products
– 215 were for motor vehicles
– 87 were for foods and beverages
– 22 were for consumer level recalls of therapeutic 

products.

• Working on recalls has also been a consistent priority 
for the OECD Working Party on Consumer Product 
Safety. 
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The fundamental steps often seen today

The supply chain 
becomes aware 
of a safety risk 
and decides to 

act

That safety risk is 
communicated to 
consumers with 
information on 

how to 
participate 

Consumers 
receive the 

communication, 
understand it  

and participate in 
the recall
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Some thoughts about those fundamental steps 

• Heavy reliance on the actions and judgment of 
people. 

• Strategies that probably worked well enough in 
domestic markets where people shopped locally and 
a the local newspaper was a primary source of 
information.

• Model adapted with small changes - (e.g. government 
agency websites hosting recalls).

• Consumer response to recalls is often poor, and we 
have a growing understanding of why.
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Some thoughts about those fundamental steps 

• Heavy reliance on the actions and judgment of 
people. 

• Strategies probably worked well enough in domestic 
markets where people shopped locally and the local 
newspaper was a primary source of information.

• Model adapted with small changes (e.g. government 
agency websites hosting recalls).

• Consumer response to recalls is often poor, and we 
have a growing understanding of why.

• But the model needs to evolve and adapt to catch-up 
with how markets have changed and how they will 
continue to change.
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Impact of new technologies on product recalls

10

Track & 
trace

Monitor and 
fix remotely

Alert 
consumers 
in real-time

Deactivate 
device to 
prevent 
further 
incidents
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Product registration and product traceability
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Track & 
trace

Alert 
consumers 
in real-time

• In Australia product registration rates are low.

• Voice calls and SMS are suggested as effective 
channels for recall communication.

• Suppliers often capture that data at point of sale.
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The internet of things – connected products
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Monitor and 
fix remotely

Deactivate 
device to 
prevent 
further 
incidents

• Connected products may ‘know’ their own location and 
be able to report this to the supplier or manufacturer.

• If products are ‘smart’ they might schedule their own 
repairs or replacement under a recall.

• If in a dangerous condition or used dangerously, they 
might be deactivated.
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New technologies promise new strategies
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• Possible to revolutionise consumer product safety recalls 
by reducing our reliance on the actions of people at the 
different stages of a recall.

• Less reliance on people could easily come through use 
of consumer data and suppliers being able to remotely 
monitor their products.

• Raises real data protection and privacy concerns.

• Balance between efficiency and these concerns requires 
careful consideration. 

13



accc.gov.au

Thank you!
Neville Matthew 
General Manager - Consumer Product Safety
Chair – OECD Working Party on Consumer Product Safety

neville.matthew@accc.gov.au
+61 2 6243 1066 

Source of images on slides 10 , 11 and 12: www.vecteezy.com 
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