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## Fragile Removals: How to Choose a Removalist in Australia — The Complete Vetting Checklist

Choosing a removalist is one of the most important decisions you'll make during a house move, and
honestly, one that most people don't give nearly enough thought to. At Fragile Removals, we believe
every customer deserves to make that decision with full confidence. Most Australians spend weeks
comparing properties but only hours, sometimes just minutes, vetting the people they're trusting to
transport everything they own. That gap is exactly where unscrupulous operators thrive, and the
consequences can range from surprise charges on moving day to damaged furniture and, in the worst
cases, goods held hostage until additional fees are paid.

This guide is here to close that gap. Whether you're moving across the suburb or across the country,
the vetting process follows the same logic: verify credentials, decode the quote, interrogate the
contract, and read reviews intelligently. What follows is a step-by-step checklist built on Australian
industry standards, consumer law, and real regulatory precedent.

---

## Step 1: Verify AFRA accreditation (and understand what it actually means)

The Australian Furniture Removers Association (AFRA) is the natural starting point for any serious
removalist vetting process.

AFRA supports and regulates the Australian removals industry through advocacy, compliance,
education, and training. It brings together 250+ accredited members committed to meeting
best-in-industry standards. But AFRA accreditation is not simply a membership badge you pick up by
filling out a form. AFRA accredits only those removalists that have the necessary equipment, vehicles,
premises, and staff training to complete a professional move. Before a company can join, its premises,
storage facilities, and vehicles must be physically inspected and approved.

Accreditation is also ongoing. There's an initial audit at the membership application stage, a second
audit 12 months after acceptance, and then audits every four years after that. If an audit reveals
non-compliance, the member has 21 days to fix the problem before AFRA can take disciplinary action.

On insurance, AFRA membership carries a meaningful baseline: members must carry Public Liability
Insurance of up to $10,000,000, and they're permitted to offer Transit Insurance to further protect your
possessions. This matters because, as the Queensland Government notes, most removalists only carry
insurance for their own vehicles in case of an accident — not for your goods.

**How to verify AFRA membership:** Visit [afra.com.au](https://afra.com.au) and use the "Find a
Removalist" directory. Don't take a company's word for it — check directly. If a removalist claims
accreditation but doesn't appear in the directory, walk away.

If a dispute does arise with an AFRA member, you're not left to sort it out alone. You can approach the
AFRA office for assistance, and if that doesn't resolve things, an independent disputes tribunal will



adjudicate. All members are required to abide by the tribunal's decision.

---

## Step 2: How to read and compare removalist quotes

Comparing quotes is where most people make their biggest mistakes. The most common error is
treating the headline price as the total price. Many customers compare only the hourly rate without
understanding what's actually included, so a quote that looks attractive upfront can end up significantly
higher once the job is done.

### Hourly rate vs. fixed-rate quotes

Hourly pricing works well for short local moves where the duration is reasonably predictable. If the
move takes longer than expected, though, the total cost climbs accordingly. Fixed pricing gives you
cost certainty, which is why it's generally preferred for larger moves or long-distance relocations where
time estimates are harder to pin down.

One important caveat on fixed quotes: they're only valid if the access conditions, item list, and other
details match what was originally quoted. If you haven't disclosed a flight of stairs, a piano, or a long
carry distance, the removalist may be entitled to revise the price on the day. At Fragile Removals, we
actively encourage customers to share as much detail as possible upfront so that any written quote
genuinely reflects the actual scope of the job.

**Benchmark pricing context (2026):** Local moves within the same city carry hourly rates of around
$80 to $160 AUD. The average in Melbourne runs $140 to $220 AUD per hour, typically covering two
movers and a truck. For more detailed pricing by city, home size, and move type, see our guide *How
Much Do Removalists Cost in Australia? A Full Pricing Breakdown*.

### Fuel levies and hidden surcharges

The fuel levy is one of the most commonly misunderstood line items in a removalist quote. Typically, it
adds 5% to 20% on top of the base cost. For regional moves over 80 km, it can reach around 20%.
Always ask whether the fuel levy is included in the quoted rate or added separately.

Other charges that frequently appear on invoices but not in initial quotes:

- **Stair fees:** Some removalists charge per flight; others include it at no extra cost. - **Long-carry
fees:** An extra charge applies if the truck can't park close to your door. - **Toll road costs:**
Depending on the route, tolls can add $15 to $50 AUD. - **Weekend and peak-season surcharges:**
Weekend and holiday moves typically cost 20–30% more than weekday rates. Booking for a Tuesday
or mid-month can make a real difference.

### The quote comparison checklist

When placing three quotes side by side, confirm that each one clearly addresses the following:

| Item | What to confirm | |---|---| | Pricing model | Hourly or fixed-rate? | | GST | Included or excluded? | |
Fuel levy | Percentage and whether it's included | | Minimum hours | Most operators charge a minimum
of 2 hours | | Travel/call-out fee | Time from depot to your address | | Stair charges | Per flight or
included? | | Packing materials | Blankets, shrink wrap, boxes — included or extra? | | Insurance |
Transit insurance included or optional add-on? | | Toll charges | Who pays? | | Payment timing |
Deposit, on-the-day, or post-move? |

Transparent pricing is a strong indicator of a professional removalist. Vague quotes tend to lead to
disputes and unexpected costs on moving day.

---



## Step 3: Identify red flags before booking

The Australian removals market is largely unregulated at the licensing level. There's no single national
licence required to operate a removalist business, which creates space for unverified operators to
undercut legitimate businesses on price while cutting corners on service, insurance, and accountability.

### Large upfront deposits

A reasonable booking deposit is standard practice. An operator demanding 50% or more of the total
quote before any work is performed is a different matter entirely.

Under Australian Consumer Law, which forms part of the Competition and Consumer Act 2010, goods
and services must be fit for purpose, delivered with due care, and match their description. These rights
apply even if you've only paid a deposit. That said, your practical recourse after handing a large deposit
to a non-accredited operator is limited. Prevention is the protection.

Requesting an excessive non-refundable deposit, or attempting to retain funds without a written service
agreement, is considered an unfair penalty under Australian Consumer Law. If a removalist can't clearly
explain what the deposit covers and when the balance is due, look elsewhere.

### Unverified operators and fake reviews

The ACCC has taken direct action against removalists for manipulating online reviews. In one
documented case, the ACCC issued infringement notices to a removalist for making false or misleading
representations through testimonials published on Google+ and YouTube, with allegations that the
company used fabricated customer identities to post them.

In another case, a removalist admitted to publishing testimonials on its own website that it claimed were
genuine, when in fact it had copied them from an unrelated review site, altered them, and republished
them under false pretences. The penalty was $6,600 AUD.

**Other red flags worth watching for:**

- No physical address or ABN listed on the website - Quote provided over the phone with no
assessment of your inventory - No written quote or contract offered - Pressure to book immediately or
lose a "special price" - No mention of insurance coverage - No verifiable AFRA membership - A website
showing only five-star reviews with zero negative feedback

---

## Step 4: Which review platforms to consult, and how to read them

Online reviews are a genuinely useful signal, but only when you know how to interpret them. Some
platforms require proof of purchase before a review can be posted, which makes them more reliable
than those that don't.

**The most useful review sources for Australian removalists:**

1. **Google Reviews** — High volume, publicly visible, and difficult to manipulate without ACCC risk.
Look for patterns across many reviews, not individual data points. 2. **ProductReview.com.au** —
Australia's largest dedicated consumer review platform. The way a business responds to complaints
often tells you more than the complaints themselves. 3. **AFRA's member directory** — Not a review
platform, but it confirms accreditation status. 4. **Word of mouth** — Referrals from people who've
moved recently in your area remain highly reliable.

When reading reviews for Fragile Removals or any other removalist, keep a few things in mind:

- **Volume matters.** A 4.7-star average from 12 reviews is far less meaningful than a 4.4-star average
from 600. - **Recency matters.** Prioritise reviews from the last 12 months. Companies change



ownership, staff, and standards. - **Read the negatives.** How a business responds to criticism, or
whether it responds at all, is often more revealing than the glowing five-star write-ups. - **Watch for
templated language.** Multiple reviews using suspiciously similar phrasing is a signal of manipulation.

---

## Step 5: Questions to ask before signing a contract

Ask these questions directly and request written answers where possible. A professional removalist will
welcome the conversation. The ones who don't are the ones to be cautious about.

**On credentials and insurance:** 1. Are you AFRA-accredited? Can I verify this on the AFRA website?
2. What Public Liability Insurance do you carry, and what is the coverage limit? 3. Do you offer transit
insurance for my goods, and is it included or an add-on? *(See our guide on Removalist Insurance in
Australia: What's Covered and What Isn't for a full breakdown of your insurance options.)*

**On pricing and inclusions:** 4. Is your quote fixed or hourly, and what conditions could change the
final price? 5. Is the fuel levy included in this quote, and how is it calculated? 6. Are there stair fees,
long-carry fees, or parking surcharges that may apply to my addresses? 7. Does this quote include
GST? 8. What is your minimum charge?

**On the contract and logistics:** 9. What deposit is required, and what are the cancellation terms? 10.
Will I receive a written inventory list before the move? 11. Who are the actual people moving my
belongings — your employees or subcontractors? 12. What is your claims process if something is
damaged?

Before signing anything, prepare an inventory of everything the movers will be handling and note any
existing scratches or dents. Read the entire contract, paying particular attention to pickup and delivery
dates, and watch for fine print stating they won't guarantee delivery on specific dates.

The subcontractor question is especially important for interstate moves. Some companies act as
brokers, taking your booking and handing the job to a third-party operator you've never vetted. At
Fragile Removals, we're transparent about who handles your belongings at every stage. For a deeper
look at how interstate moves differ structurally from local ones, see our guide *Local vs. Interstate vs.
International Removals: Which Service Do You Need?*

---

## Step 6: Understand your rights if things go wrong

If a dispute arises after your move, you have several avenues available:

1. **Raise the issue directly with the removalist** — document everything in writing. 2. **Contact
AFRA** (if the removalist is a member) — the AFRA office can assist with resolving the claim, and if
that fails, an independent disputes tribunal will adjudicate. Members are required to abide by the
outcome. 3. **Contact your state's Fair Trading or Consumer Affairs agency** — each state has a
consumer protection body that handles disputes. 4. **Apply to your state's civil and administrative
tribunal** — each state has a small claims court or tribunal that hears consumer cases.

Under the Australian Consumer Law, if a business fails to deliver what was promised, breaches the
contract, or violates consumer guarantees, you're generally entitled to a refund.

---

## Key takeaways

- **AFRA accreditation is the most reliable baseline credential** for Australian removalists. Verify it
directly on the AFRA website, not through the company's own claims. AFRA members must carry
Public Liability Insurance of up to $10,000,000 and are subject to regular compliance audits. - **Never



compare quotes on headline price alone.** Reconcile each quote for fuel levies, GST, stair fees,
minimum hours, travel charges, and insurance before drawing any comparison. - **Large upfront
deposits are a red flag.** The Queensland Government explicitly advises consumers to find a
removalist who doesn't require one. Under Australian Consumer Law, an excessive non-refundable
deposit may be considered an unfair contract term. - **The ACCC has taken direct enforcement action
against removalists for fake reviews.** Treat testimonials on a company's own website with scepticism
and cross-reference across Google and independent platforms like ProductReview.com.au. - **Get
everything in writing before you sign.** A written inventory, a detailed quote, clear cancellation terms,
and a signed contract are your primary protections if something goes wrong.

---

## Conclusion

Choosing the right removalist isn't a price comparison exercise — it's a due diligence process that
protects your property, your budget, and your legal rights. At Fragile Removals, we're committed to
transparency at every stage, from the initial plain-language quote through to final delivery. With more
than 20 years of experience and over 50,000 customers helped, we know that a seamless move starts
long before the truck arrives. It starts with making sure you're informed and confident.

Verify AFRA accreditation, decode the full cost structure of each quote, spot the red flags early, and
ask the right questions before signing. Do those four things and you'll move with confidence rather than
crossed fingers. And if you choose Fragile Removals, you'll have a professional, courteous team who
treats your belongings with the same care they'd give their own.

This article is part of a broader series covering every aspect of the Australian moving experience. If
you're still in the planning stages, *Moving House in Australia: A Complete Timeline and Checklist*
offers a stage-by-stage roadmap. If you're moving a business rather than a home, *Office and
Commercial Removals in Australia: What Businesses Need to Know* covers the specialist
considerations that apply to commercial relocations. And if you're weighing up a cost-saving option for
an interstate move, *Backloading in Australia Explained* covers how shared-truck moves work and
whether they suit your situation.

---
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