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Consumer Policy Research Centre (CPRC) has developed the first Consumer Rights
Confidence Index (CRCI), to benchmark and track consumers’ confidence in exercising
consumer rights in the context of experiences and impacts of poor business practices.

While the first edition of the Consumer Rights Confidence Index surveyed Victorians, a number of insights
from the research are relevant nationally and will form an important benchmark for consumers across the
country in future surveys. For more information on the methodology and the  full Consumer Rights
Confidence Index 2026 visit cprc.org.au
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What we found
Our economy relies on consumers trusting that businesses will treat them fairly when some-
thing goes wrong, and that systems and supports will work. Based on the results of the first
Consumer Rights Confidence Index, consumers need: 

1.

More support
to understand
their consumer
rights

2.

Clearer and
better
complaints
pathways, and

3.

Legal and
regulatory action
to reduce common
consumer
problems. 

Experiences for specific communities 
It’s a big ask for any consumer to self-advocate, but our results show that some consumers
face specific barriers when they try to exercise their rights. Many consumers sit across more
than one, and sometimes all three, of these groups:

People with disability experience higher levels of negative impacts from consumer
problems and systemic barriers accessing support.

First Nations consumers faced higher proportions of product and service issues, as well as
experiencing more unfair business practices.

Gen Z have the lowest average confidence in exercising rights and confidence is even lower
for getting a satisfactory resolution. 



Key insights
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Product issues are widespread
74% of those surveyed had a problem in relation to a product or service in the past 5 years.

Product issues were most commonly found for:

Clothing, footwear and accessories (34%)
Electronic items (31%)
Small appliances (27%)
Large appliances (19%)

75% of product faults were major failures.

The benchmark Consumer Rights Confidence Index for 2026 is 66
This benchmark enables us to track trends over time. While the score sets a benchmark for
Consumer Rights Confidence in Victoria (and will be a helpful comparison point with other
jurisdictions in future) a few trends are worth noting on a national level:

Gen Z have the lowest confidence score (43) compared to boomers (82).

People with disability also have a lower confidence score (55) and told us that cost factors
were a major barrier to making a complaint.

First Nations consumers faced higher proportions of product and service issues, as well as
experiencing more unfair business practices.

Consumers are not familiar with their rights
80% of those surveyed feel lower to mid-levels of familiarity with their consumer rights
under the Australian Consumer Law.

50% of those surveyed encountered an unfair or illegal business practice in the past 12
months.

Customer service is a leading issue
61% of those surveyed have experienced a problematic service in the past 2 years.

Service issues were most commonly found for:

Telco services (21%)
 Flights (11%)

 Utilities (11%)

Primary service issues were in relation to poor customer service (48%), poor quality services
(33%, and fauly services that didn't work (36%).



Clearer and better
complaints pathways 

More support to understand
their rights and what to do if
something goes wrong 

Legal and regulatory action
to reduce common consumer
problems 

Expand external dispute resolution
services, starting with a digital ombuds
scheme and dispute resolution for cars
complaints 

Make VCAT more accessible 

Require that all businesses meet minimum
complaints handling standards

Continue to invest in support services for
First Nations people to address systemic
barriers to complaints.

Invest in services for people with disability
to address systemic barriers to complaints 

Build knowledge about consumer rights by
resourcing consumer bodies to conduct
targeted awareness raising activities

Require businesses to tell customers about their
consumer rights when they first raise 
a complaint 

Publish complaints data to help people
understand what happens when they raise
issues with a regulator

Introduce a repair rating label to help consumers
better assess product longevity and repairability
before they make major purchases. 

Focus enforcement action on common and
harmful consumer problems 

Give regulators the power to penalise
companies that fail to comply with consumer
guarantees 

Businesses should act now to stop unfair
practices 

Improve product safety protections
Introduce policies to encourage better quality
products. 

Recommendations – 
how can we make consumer rights
work for Australians?
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