
 
 

COMPLAINT NUMBER 20/477 

ADVERTISER Asaleo Care Limited  

ADVERTISEMENT Asaleo Care Limited, Television 

DATE OF MEETING 10 November 2020 

OUTCOME 
Not Upheld 
No Further Action Required 

 

 
Summary of the Complaints Board Decision  
The Complaints Board did not uphold a complaint about the television advertisement for 
Handee Ultra.  This is because the Board said the commercial relationship between the 
Agency Brand World and the Choosewell platform and the Advertiser, Asaleo Care Limited 
would be apparent to most consumers.  The Complaints Board said the Advertiser had 
provided sufficient substantiation in relation to the environmental claims made in the 
advertisement   
 
Advertisement 
The television advertisement for Handee Ultra is introduced under the  ChooseWell banner 
and says: “We search for products that are effective and a more sustainable choice”  The 
advertisement lists the environmental benefits of the product including; “Made in NZ with 
sustainably sourced materials and renewable resources”…”They’re the only paper towel made 
using geothermal steam”…”Super absorbent and can be disposed of in your composting 
bin”…”double-length towels mean less packaging waste”…” All of this makes Handee Ultra 
the eco-friendly choice.” 
 
Summary of the Complaint  
The Complainant is concerned the advertisement does not make it clear it is sponsored by 
Handee Ultra.  They say the ChooseWell platform is making green washed product 
placements.  The advertisement lacks evidence for the claim Handee Ultra is the only eco-
friendly choice. 
 
Issues Raised: 

• Advertisement Identification 

• Truthful Presentation 
 
Summary of the Advertiser Response  
The Advertiser defended the advertisement saying it appeared in a traditional advert break 
and would have been viewed by consumers in a sponsored/branded environment.  The 
Advertiser provided substantiation for the environmental claims made in the advertisement. 
 
Summary of the Agency Response 
The Agency, Brand World, defended the advertisement and clarified ChooseWell is a third-
party platform to help consumers navigate products.  Brand World said it pre-vets all 
advertising claims.  The advertisement aired during a recognised ad break alongside other 
advertisements.   
 
The Agency said there is no mention in the advertisement of Handee Ultra being the ‘only’ 
eco-friendly choice and all claims made in the advertisement can be substantiated on the 
branded and corporate Asaleo website.  The Agency said in the future it will ensure any 
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advertising on social media or where it is not immediately clear it is an advert it will include a 
’sponsored’ or ‘ad’ indicator. 
 
Summary of the Media Response 
The Commercial Approvals Bureau said the advertisement was rated G and said as stated by 
the Complainant, viewers would have no issue identifying Handee Paper Towels as the 
sponsor of the advertisement. 
 
Relevant ASA Codes of Practice 
 
The Chair directed the Complaints Board to consider the complaint with reference to the 
following codes: 
 

Principle 2: Truthful Presentation: Advertisements must be truthful, balanced and 
not misleading.   
 

Rule 2(a) Identification: Advertisements must be identified as such.  

 

Rule 2(b) Truthful Presentation: Advertisements must not mislead or be likely to 
mislead, deceive or confuse consumers, abuse their trust or exploit their lack of 
knowledge. This includes by implication, inaccuracy, ambiguity, exaggeration, 
unrealistic claim, omission, false representation or otherwise. Obvious hyperbole 
identifiable as such is not considered to be misleading. 

 
Relevant precedent decisions 
In considering this complaint the Complaints Board referred to two precedent decisions, 
Decision 18/048 which was ruled No Ground to Proceed and Decision 19/038 which was 
Upheld in Part.  
 
The full versions of these decisions can be found on the ASA website: 
https://www.asa.co.nz/decisions/ 
 
Decision 18/048 concerned a television advertisement for Fonterra presented by Hamish 
Mckay, in which he discusses how farmers are looking after the waterways and environment.  
The Complainant was concerned the advertisement did not adequately identify itself as 
advertising. 
 
The Chair of the Complaints Board ruled there were no grounds for the complaint to proceed 
because the advertisement appeared in a traditional television advertisement break.  The 
Chair said the Fonterra logo was clearly visible throughout the advertisement and there was 
enough context for consumers to identify it as advertising. 
 
Decision 19/038 concerned television and website advertisements for Living Green, which 
described its products as “NZ’s most natural home cleaning range.”  The Complainant was 
concerned the advertisement was making unsubstantiated claims. 
 
The Complaints Board ruled the Advertiser had provided sufficient evidence to support some 
of the claims made in the advertisement but had not been able to substantiate the superlative 
claim of being the ‘most’ natural brand. 
  

https://www.asa.co.nz/decisions/
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Complaints Board Discussion 
 
Consumer Takeout   
The Complaints Board agreed the likely consumer takeout of the advertisement is that in 
Choosewell’s opinion, Handee Ultra is the environmentally friendly choice in paper towel 
products. 
 
Is it clear it is an advertisement? 
The Complaints Board unanimously agreed the placement of the content confirmed that it was 
an advertisement for Handee Ultra as it appeared in a television commercial break alongside 
other 15 or 30 second commercials.   The Board said in this context it would not expect it to 
be labelled advertising or sponsored content.  It agreed the format of the medium meant that 
labels were not required, in contrast to other platforms – for example social media, where there 
is a mix of paid and organic content that is similar in format. 
 
Is the relationship between the Advertiser and the Agency transparent? 
The Complaints Board noted the Advertiser is Asaleo Care Limited and ChooseWell is a 
platform owned by the Agency, Brand World.  ChooseWell is described as a third-party 
platform which aims to educate consumers about choosing sustainable products. 
 
The majority of the Complaints Board said most consumers would recognise the 
advertisement within the context of a sponsored/branded environment and would assume 
there is a commercial arrangement behind the promotion.  The Complaints Board said 
consumers would be familiar with this format of advertising and cited the Family Health Diary 
advertisements as examples of a platform advertising healthcare products in a similar way. 
 
A minority of the Complaints Board disagreed and said there was a level of ambiguity about 
the relationship between ChooseWell and the Advertiser.  The minority said it was not clear to 
consumers whether Choosewell was an independent body assessing eco-friendly products or 
a paid partner.  For a minority of the Board the opening dialogue in the advertisement “Here 
at Choosewell we search for products that are effective and more sustainable choice” 
suggested a level of independence and not a commercial relationship. 
 
For a minority of the Complaints Board the advertisement could mislead consumers and was 
in breach of Principle 1 and Rules 2(a) and 2(b) of the Advertising Standards Code. 
 
However, in accordance with the majority, the Complaints Board said the use of the 
ChooseWell platform in this context did not reach the threshold to be considered misleading 
and was not in breach of Principle 2 or Rules 2(a) and 2(b) of the Advertising Standards Code. 
 
Are the statements in the advertisement likely to mislead?  
The Complaints Board considered the statements to assess whether they are statements of 
fact, supported by adequate substantiation, or opinion. 
 
Statement One: 
“Made in NZ with sustainably sourced materials” 
The Complaints Board agreed the Advertiser had adequately substantiated the factual claim 
by highlighting the Kawerau Mill’s 10 years of FSC (Forestry Stewardship Council) 
accreditation and the Tropical Peatland Free promise in relation to the materials used in its 
products. 
 
  



 20/477 

4 

Statement Two: 
“and renewable resources” 
The Complaints Board agreed the Advertiser had adequately substantiated the factual claim 
by noting that Kawerau Mill is the only paper towel manufacturer in the world to use geothermal 
steam in the paper making process, eliminating the need for gas-fired boilers. 
 
Statement Three: 
“Super absorbent and can be disposed of in your composting bin” 
The Complaints Board agreed the Advertiser had adequately substantiated the factual claim 
by confirming it is the only paper towel brand which is certified home compostable. 
 
Statement Four: 
“double-length towels mean less packaging waste” 
The Complaints Board agreed the Advertiser had adequately substantiated the factual claim 
with the explanation that longer rolls result in less plastic wrap, less cardboard core inners and 
units per pallet, halving the packaging footprint of its product. 
 
Statement Five: 
All of this makes Handee Ultra the eco-friendly choice.” 
The Complaints Board said the third-party endorsement was an opinion statement based on 
the substantiated claims listed above, as well an Environmental Product Declaration (EPD) 
certification.  The Complaints Board noted the advertisement did not make the claim it was 
the ‘only’ eco-friendly choice as quoted by the Complainant, which would have been a stronger 
claim than ‘the’ eco-friendly choice. 
 
The Complaints Board said in relation to the eco-friendly claims, the advertisement was not 
likely to mislead or deceive consumers and was not in breach of Principle 2 or Rule 2(b) of the 
Advertising Standards Code. 
 
Summary 
The majority of the Complaints Board said the commercial relationship between the Agency 
Brand World and its platform ChooseWell and the Advertiser Asaleo Care Limited would be 
apparent to most consumers.  The majority of the Complaints Board said the advertisement 
was not in breach of Rule 2(a) of the Advertising Standards Code. 
 
The Complaints Board unanimously agreed the Advertiser had provided sufficient 
substantiation in relation to the environmental claims made advertisement  The Complaints 
Board said the advertisement was not likely to mislead or deceive consumers and was not in 
breach of Principle 2 or Rule 2(b) of the Advertising Standards Code. 
 
Outcome 
The Complaints Board ruled the complaint was Not Upheld. 
 
No further action required  
 

APPEAL INFORMATION 

According to the procedures of the Advertising Standards Complaints Board, all 
decisions are able to be appealed by any party to the complaint. Information on 
our Appeal process is on our website www.asa.co.nz. Appeals must be made in 
writing via email or letter within 14 calendar days of receipt of this decision. 
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APPENDICES 
 

1. Complaint 
2. Response from Advertiser 
3. Response from the Agency 
4. Response from Media  

 
  
 
Appendix 1 
 
COMPLAINT  
Copy of the ad in its entirety is available at https://www.choosewell.co.nz/product/handeeultra-
paper-towels. 
 
Ad is clearly a sponsored advertisement for Handy, but does not make clear that it is 
sponsored. Choose Well website also doesn’t make this clear. Choose Well portrays itself 
about being all about helping the public make sustainable choices, but it’s clear this brand 
exists to make (potentially green-washed) product placements and that this product placement 
was paid for by Handy. It doesn’t immediately appear any competitor research was done (or 
at least published) to verify Handy the only “eco-friendly choice”. Viewers deserve to know as 
clearly on TV when they’re being shown sponsored content as you’ve ruled they do on social 
media and in digital advertising (such as requiring Stuff to clearly state when a link goes to 
partner content and for Insta ads and sponsored posts to be clearly hash tagged). Knowing 
an influencer or brand has been paid to promote a product helps consumers make more 
balanced, informed decisions. 
 
Appendix 2 
 
RESPONSE FROM ADVERTISER, ASALEO LIMITED 
 

A basic, neutral 

description of the 

advertisement  

The Handee Ultra Choose Well TVC was to inform consumers that 
Handee is made in NZ and reinforce our unique sustainability 
practices helping reduce our environmental footprint; the only paper 
towel manufacturer in the world to use geothermal steam in the 
paper making process, home composting certification and FSC 
responsible forestry standards. 
 

Campaign timings 20 September – 24 October 2020 

Where the 

advertisement 

appeared  

TV, YouTube, Facebook, Choose Well website, Family Health Diary 

eDM, Handee Website 

Is the advertisement 

still accessible – 

where and until 

when? 

Choose Well website, Handee website (Handee website links to You 
Tube location of media file)  
https://handee.co.nz/pages/campaign 
 
https://www.choosewell.co.nz/product/handee-ultra-paper-towels 
 

A copy of the 

advertisement 

A copy of the 30 second Choose Well execution is attached 

https://handee.co.nz/pages/campaign
https://www.choosewell.co.nz/product/handee-ultra-paper-towels


 20/477 

6 

A copy of the script 30 second TVC script as attached 

CAB key number 

and rating 

CAB key number is FHD_30_2013CW 

Rating is ‘G’ 

Who is the product / 

brand target 

audience? 

And what tools and/ 
or data were used to 
target this audience?  
 

Target audience is Females 25-54.   

Nielsen tools were used to analyse audience behaviour and 

usage.  Google and Facebook audience insights planning tools were 

used for digital channels 

Media schedule and spot list as attached 

Clear substantiation 

on claims that are 

challenged by the 

complainant. Please 

see the Guidance 

Note. 

 

Complaint Issue 1 – Transparency of Sponsored TV Commercial 
 
ChooseWell is a third-party platform designed to help educate time-
poor consumers to navigate the multitude of products available in 
supermarkets and online. BrandWorld has 25 years’ experience in 
educational-style advertising and proactively and comprehensively 
pre-vet all advertising claims made by their clients. 
The 30 second TVC is on-air during an advertising break alongside 

other TV advertisements of other brands and therefore we believe is 

viewed by consumers in a sponsored/branded advertising 

environment.  

 

In light of this complaint BrandWorld have reviewed their practices 

internally and for any future ChooseWell advertising on social media 

(or where it is felt it is not immediately clear it is a paid 

advertisement) they will add ‘sponsored post’ and/or ‘ad’ to ensure 

the audience knows it is an ad 

Complaint Issue 2 – Verification of Handee Ultra environmental 
credentials 
 
The complaint refers to potential greenwashing and lack of published 
research. Asaleo Care Ltd (manufacturer of NZ Handee Ultra) take 
all environmental claims very seriously and can substantiate all 
claims within the script with internationally recognised third party 
research and certification.  
All of these claims along with further explanations can be found on  
www.handee.co.nz 
 
The script does not use the term ‘only’ as referred by the complaint 
when referencing Handee as an ‘eco-friendly choice’.  
 

The below five key claims within the script contribute to Handee 
being the ‘eco-friendly choice’ of paper towel: 
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1. Made with sustainably sourced materials 
o The Kawerau Mill has just celebrated a significant 

milestone of 10 years FSC accreditation, this is gold 
standard in responsible forestry.  

o The FSC Mill accreditation code was referenced on the 
TVC screen and approved by FSC to communicate. 

o We are the first paper towel manufacturer in NZ to fight climate 
change with a “Tropical Peatland Free” promise. This means that our 
products haven’t been made using wood from drained tropical 
peatlands which can contribute to global warming by causing 
devastating forest fires. 

2. Made with renewable resources 
o Kawerau Mill uses local clean steam collected from a 

geothermal bore and travels along pipes to the factory. 
This eliminates the need for gas fired boilers. The 
geothermal bore is owned and operated by local (Bay of 
Plenty) Maori Iwi 

o Asaleo Care are the only paper towel manufacturer in the 
world to use geothermal steam in the paper making 
process 

o Geothermal steam is a renewable energy source and 
using renewable energy instead of fossil fuels means we 
have a smaller carbon footprint. It limits the release of 
greenhouse gases that can lead to climate change. In fact 
we reduced carbon emissions by 46% since switching to 
geothermal energy in 2010.  

3. Home composting certification 
o Handee paper towels are NZ’s only paper towel brand 

which is certified home compostable according to AS5810 
(ABAP 20062). The certification code was referenced on 
the TVC screen 

o Life cycle assessment data (via our EPD) has identified 
that composting Handee paper towel vs going to landfill 
reduces Handee's end of life carbon footprint by 40% 

4. Less packaging waste with Handee Double Length twin pack 
o Packaging is reduced with less plastic wrap, less 

cardboard core inners and units per pallet utilisation when 
compared against an equivalent Handee standard roll 4 
pack 

o Life cycle assessment derived from our EPD data 
indicates that packaging contributes to approximately 
10% of the products total carbon footprint, simply by 
switching to the Handee double roll format can half this 
packaging footprint % 

5. The ‘eco-friendly choice’ 
o All of the information stated above helps contribute to 

being an eco-friendly choice, this data is also collected 
and verified with an Environmental Product Declaration 
(EPD) that is an internationally recognised life cycle 
assessment methodology. The product's whole value 
chain is analysed and reported upon. This transparency 
enables customers and consumers to make fully informed 
purchasing decisions. 

o We are proud to lead our industry and be the first tissue 
paper manufacturer in its region to use Environmental 
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Product Declarations (EPDs). From cradle to grave most 
of the energy required to harvest, make and transport a 
Handee roll comes from renewable resources. In the case 
of Handee Double Length, an impressive 75% of the 
energy used from “cradle to grave” is renewable! 

o Detailed EPD information and certification is located on 
the official EPD website and Asaleo Care website. Key 
overview information can also be found on the Handee 
website  
https://epd-
australasia.com/?s=Asaleo+Care&post_type=epd 
http://www.asaleocare.com/sustainability/environmental-
product-declarations/ 
https://handee.co.nz/pages/sustainability 

 
The complaint refers to no competitor research being undertaken. As 
above we have many gold standard accreditations from cradle 
(forestry) to grave (home composting) along with the unique 
manufacturing processes (using BOP geothermal steam) to make us 
an eco-friendly choice in paper towel, these are key credentials or 
processes that our branded paper towel competitors do not promote 
or have achieved.  
 
When more products carry EPDs and we encourage this footprint 
transparency then direct like for like comparisons can be carried out 
it will change the sustainable landscape (and avoid the opportunity 
for greenwashing claims to confuse consumers). 
 

 
Appendix 3 
 
RESPONSE FROM AGENCY, BRAND WORLD 
We are aware that the ASA has received a complaint concerning the above advertisement 
and an alleged breach of the Advertising Standards Code – Principle 2, Rule 2 (a) and 2 (b) 
 
For background, ChooseWell is a third-party platform designed to help educate time-poor 
consumers to navigate the multitude of products available in supermarkets and online. 
BrandWorld has 25 years’ experience in educational-style advertising and we proactively 
and comprehensively pre-vet all advertising claims made by our clients. We would never set 
out to intentionally mislead consumers. 
 
As part of the Clemenger Group, we are members of the Communications Council, the Food 
and Grocery Council and Consumer Healthcare Products NZ and have an unblemished 
track record in advertising standards. 
 
We, BrandWorld on behalf of Asaleo Care, wish to defend this complaint. In reviewing the 
ASA Advertising Guidelines for influencer activity referenced in the complaint and note the 
following: 
• Firstly, in respect Rule 2 (a), the transparency of the ad, that the TVC is on-air during an 
advertising break alongside other TV advertisements of other brands. 
 
This context is important, as the ‘first interaction with the ad’ occurs in the context of TV 
advertising for the viewer. Therefore we believe that under the Advertising Standards Code, 
it does not require a ‘sponsored post’ comment/flag as it constitutes ‘native advertising’ 

http://www.asaleocare.com/sustainability/environmental-product-declarations/
http://www.asaleocare.com/sustainability/environmental-product-declarations/
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(Native advertising is material which seeks to provide content generated by brands which 
does not look out of place in the habitat within which it is being viewed, heard or 
experienced. https://www.asa.co.nz/codes/codeguidance-notes/guidance-note-identification-
advertisements/) 
 
• Secondly, in response to rule 2 (b) in respect to claims made in the TVC, the ad clearly 
states, as you can see in Appendix 1, “…all of this makes Handee Ultra the eco-friendly 
choice.” There is no absolute claim and no reference to ‘only’ made. The complaint falsely 
suggests the ad claims that Handee towels as being “…the only eco choice.” 
 
• Furthermore, all claims made in the TVC can be substantiated by Asaleo Care as outlined 
on both the branded and corporate website:  
 
https://handee.co.nz/pages/sustainabilityhttp://www.asaleocare.com/sustainability/ 
environmental-product-declarations/ 
 
• The sustainability sourced and home composting claims are even substantiated on screen 
during the advertisement with the FSC accreditation and home composting certification 
codes. 
 
In reviewing our practices internally we would like the Complaints Board to note that for any 
future ChooseWell advertising on social media (or where we feel it is not immediately clear it 
is a paid advertisement) we will add ‘sponsored post’ and/or ‘ad’ to ensure the audience 
knows it is an ad. 
 
We await the decision by the Complaints Board and appreciate your consideration of our 
defence. 
 
We believe all concerns have been clearly addressed, however, if you require any further 
information, please do not hesitate to ask. 
 
Appendix 4 
 
RESPONSE FROM MEDIA, COMMERCIAL APPROVALS BUREAU 

Complaint 20/477            Key:       FHD 30 2013CW       Classification:          G  
  
We have been asked to comment on a complaint of a breach of the Advertising Code of 
Standards regarding advertiser identification in a Family Health Diary commercial. 
  
CAB approved this commercial on 16/09/20 with a 'G' general classification. 
 
Quoted verbatim from complaint letter: 
"Ad is clearly a sponsored advertisement for Handy..." 
 
Given the above statement from the complainant, there is no issue amongst viewers 
regarding the identity of the advertiser. A breach can only be said to occur where the identity 
of the advertiser is unclear. 
 


