GOOD PRACTICE NOTE ON
EFFECTIVE PRESENTATION
OF PRODUCT RECALL
INFORMATION ON
WEBSITES AND APPS
Working Party on
Consumer Product Safety

2  EFFECTIVE PRESENTATION OF RECALL INFORMATION ON WEBSITES AND APPS

Foreword
Product recalls are a key way for businesses to highlight product safety risks to consumers.
It is therefore essential that when communicated to consumers, recall information is
recognisable and clear so that affected consumers adequately understand the risk, and take
the necessary action requested by the business (e.g. returning the product for repair).
Thanks to Australia’s generous support, this good practice note was developed to assist
businesses to effectively communicate recall information to consumers on their websites
and applications. It complements policy guidance released by the Working Party on
Consumer Product Safety on maximising product recall effectiveness (OECD, 2020[1]).
This document was prepared by Thyme Burdon under the supervision of Brigitte Acoca of
the OECD Secretariat. It was approved and declassified by the Committee on Consumer
Policy by written procedure on 13 April 2022 and prepared for publication by the OECD
Secretariat.
Note to Delegations:
This document is also available on O.N.E under the reference code:
DSTI/CP/CPS(2021)9/FINAL

This document, as well as any data and map included herein, are without prejudice to the
status of or sovereignty over any territory, to the delimitation of international frontiers and
boundaries and to the name of any territory, city or area.

The use of this work, whether digital or print, is governed by the Terms and Conditions to
be found at http://www.oecd.org/termsandconditions.
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Good practice note on effective presentation of product recall
information on websites and apps
Introduction
1. Product recalls are one of the key tools for communicating a product safety risk to
consumers. However, despite a growing number of product recalls worldwide,
consumer responses to product recalls generally remain low in most jurisdictions
(OECD, 2018[2]).
2. To address this, in 2020, the OECD released policy guidance on maximising product
recall effectiveness (OECD, 2020[1]) providing practical tips on how to communicate
better with consumers about recalls in order to motivate them to return, repair or
dispose of unsafe recalled products. The guidance builds on principles in the 2020
OECD Recommendation on Consumer Product Safety (OECD, 2020[3]) and an earlier
report identifying that common behavioural biases, such as information overload, play
a salient role in consumer reactions to recalls (OECD, 2018[2]).
3. The guidance particularly highlights the importance of communicating to consumers
about product recalls both directly (e.g. via personalised messages) and generally (e.g.
via advertising campaigns), as well as by using multiple communication channels to
ensure that recall information reaches affected consumers, is accessible, understood
and acted upon.
4. As consumers today spend more time online, and indeed purchase more products
online, an important communication channel for recall information is the affected
business’ websites and mobile applications (both manufacturers and retailers).
However, it is vital that businesses ensure that recall information on their websites and
apps is both clear and prominent. Notably, if recall information is hard to find, too
complicated or imprecise, it may leave consumers feeling overwhelmed, confused or
overconfident, such that they delay responding to the recall or do not respond at all.
5. This note complements the guidance by outlining good practices for presenting recall
information effectively on websites and apps, including across different types of digital
devices.

Tips for effective presentation of product recall information online
6. Communications about recalls must be accessible and designed in a way that captures
attention in order to be effective. In the case of a website or an app, it is essential that
recall information is presented clearly and prominently so that it is noticed by anyone
visiting the website or opening the app. In making choices about where to place recall
information, it is also important to consider the screen size, operating systems and
functionalities of the many different digital devices (e.g. laptops, desktop computers,
tablets and smart phones) that consumers may be using. Websites and apps may be
designed to appear quite differently to viewers depending on the particular device they
are accessed from and so it may be necessary to alter the placement of product recall
information across formats to ensure that it always remains clear and prominent to
consumers.
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7. Whenever developing, or revising, a website or application it is timely to consider ways
to enhance the awareness of product recalls. When designing any dedicated space for
product recalls on websites and applications, businesses should consider:
 using clear and high quality images of the recalled products
 using fonts that are clear, in a size that is visible across devices, regardless of the
screen size
 including translations of product recall information in relevant languages
 incorporating flashing text, specifically when new recalls are announced
 providing a clear pathway for consumers to make contact about the recall directly
via the website or app (e.g. via dedicated phone number or chat function)
 using titles, headings and symbols that are direct and draw attention to the
announcement (e.g. using the red safety triangle
, which is an internationally
recognised safety symbol, as a marking on the tab or banner)
 including a product recall link/tab at the top of a website homepage or application
home screen so it appears without the need to scroll down
 offering notifications for new recalls (e.g. via in-app notifications or email alert)
 ensuring compatibility across the various different mobile operating systems.
8.

Some practices to avoid include:
 placing product recall information in inconspicuous sections of the website or app
(e.g. Help, About Us, Service Programs)
 using headings that don’t include the terms “product recall” or “safety recall”
 using fonts that are not readily accessible across most browsers
 placing a product recalls page link at the bottom of the webpage or in a location
that requires considerable scrolling to reach the link.

9. It is also essential that recall information on websites and applications is accessible to
persons with disabilities. Text should be in a form that can be translated by text-tospeech technologies for those with visual disabilities or reading difficulties. Similarly,
visual information (e.g. photographs, drawings or videos) to identify a recalled product
should be accompanied with an equivalent text description so that they can also be
captured by such technologies for those with visual disabilities. Similarly, if there is a
video with important information about a recall, it should include subtitles for people
with hearing impairments. (W3C, 2018[4])
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Examples – Websites
10. Wireframes in figures 1, 2 and 3 highlight various prominent website locations to
display product recall information on a website home page.
Figure 1. Product recall banner featured just under the name/brand heading

Figure 2. Product recall banner featured just under scrolling banners/image panel

Check out the latest product recalls
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Figure 3. Smaller but still prominent product recall banner featured just under the name/brand
heading

Examples – Mobile and apps
11. Figures 4 and 5 provide examples of wireframes for highlighting product recall
information on a browser or app designed for mobile phones.
Figure 4. Product recall banner on a mobile browser
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Figure 5. Product recall banner featured just under scrolling banners/image panel
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