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14/358

	COMPLAINT NUMBER
	14/358

	COMPLAINANT
	M. Hanna

	ADVERTISER
	Laura Du Preez Reiki Practitioner 

	ADVERTISEMENT
	Grabone Website

	DATE OF MEETING
	18 July 2014

	OUTCOME
	Settled


Complaint:  The website advertisement for Laura Du Preez Reiki Practitioner appeared on the Grabone website and included a number of therapeutic claims about the benefits of ear candling.
Complainant, M. Hanna, stated, in part: “This advertisement contains unsubstantiated therapeutic claims, which violate the Therapeutic Services Advertising Code …”

The relevant provisions were Principles 2, 3 and Part B2 Requirement 2(a) of the Therapeutic Services Advertising Code.
The Advertiser said: “We write in response to your letter dated 7 July 2014 regarding the correspondence from M. Hanna concerning the above advertisement. Please note that this response is on behalf of GrabOne and Laura du Preez Reiki Practitioner. 

1. GrabOne Limited acts as the agent and provides a marketing channel for businesses selling their goods or services through the GrabOne website portals. We collect payment for the goods or services and pass this on to our merchant (less our commission). It is the merchant who provides the advertising contents including pricing and product specifications and warrants that this information is accurate. The merchant also approves and signs off the advertising proof containing this information, prior to the deal(s) being made available for purchase on the GrabOne website portals. The merchant then fulfils a customer’s order and hence actually sells the goods to the customer. 

Deal: $20 for Ear Candling with Hopi Ear Candles/$30 for Ear Wax Removal & Facial Massage (value up to $60) 

2. Laura du Preez Reiki Practitioner (the ‘merchant’), engaged GrabOne to promote ear candling coupon (the ‘experience’) on the GrabOne website portal for the period 28-29 June 2014. The title for this deal was, ‘$20 for Ear Wax Removal with Hopi Ear Candles / $30 for Ear Wax Removal & Facial Massage (value up to $60.’ 
3. The advertisement copy was written by a member of the GrabOne Creative team based on the pricing and deal specifications supplied by the merchant. 

4. GrabOne’s established protocol with therapeutic deals is as follows: 

4.1. GrabOne copywriter writes copy based on the pricing and deal specifications supplied by the merchant.

4.2. Copywriter contacts their team leader, who has undergone thorough training in this area, to review the deal to ensure it doesn’t contain any unsubstantiated claims and/or recommend that the merchant send to TAPS to be pre-vetted. 
4.3. Team leader amends the deal wording appropriately, approves the deal to progress through the publication process and/or advises the merchant to contact the TAPS pre-vetting service. 

5. The merchant supplied the deal specifications outlining the ear candling treatment for the deal in question. The GrabOne Copywriter did not identify the deal as one of a therapeutic nature due to the rarity of these type of deals, and as a result it was published containing wording that could imply unsubstantiated claims, without it first being reviewed by one of our team leaders or a TAPS adjudicator. 

Response to Complaint 
6. GrabOne takes very seriously circumstances where visitors to our website portals and purchasers of our deals are misled by incorrect deal information. This error occurred due to the merchant supplying information that could imply the treatment has unsubstantiated therapeutic benefits as well as an oversight by the Copywriter to also identify it as such. This was a genuine error and there was certainly no intention to deceive the reader. 

7. Therefore based on the above investigation we have actioned the following: 

7.1. Reiterated to the Copywriting team through additional training and process updates the importance of identifying services and products that differ from our traditional therapeutic deals but which may require classification as such. 

7.2. Team leaders will identify and flag deals which are therapeutic in nature, when allocating deals to copywriters. Copywriters will then be prompted to use the correct formatting process and have deals reviewed by a Team Leader and potentially pre-vetted by a TAPS adjudicator. 

7.3. Reminded the merchant of their responsibility to check the deal copy thoroughly prior to approval to ensure the copy contents do not breach the ASA Advertising Codes of Practice and/or any relevant legislation, including but not limited to, the Fair Trading Act 1986. 

If you require any further information regarding this matter, please feel free to contact me.”
The Chairman noted the apology and explanation from Grabone which was also on behalf of the Advertiser saying the error was caused by an oversight by a Copywriter. 

The Chairman also noted further steps Grabone would take in light of the complaint that staff would receive additional training about the importance of identifying services and products that differ from the traditional therapeutic deals potentially require an advertisement to be pre-vetted by a TAPS adjudicator and reminding the Advertiser of their responsibility to check the deal copy.
Noting the self-regulatory action taken by the Advertiser and Grabone, the Chairman said that it would serve no further purpose to place the matter before the Complaints Board. The Chairman ruled that the matter was settled.

Chairman’s Ruling: Complaint Settled
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