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PRODUCE THIS
GUIDE?
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Why have we seen the need to produce
a guide warning potential customers
about sharp practices and hugely
fluctuating prices in what is supposed
to be a “caring” industry, with the aim
of helping people regain their
independence?
The marketplace for mobility products
has changed beyond all recognition
over the past few years. There are some
very good companies to deal with… but
there are some rogue companies too.
Some of the people selling products
may not be as interested in providing
the levels of service that we feel are so
very important.

How would you normally
buy a product you are
expecting to use for years
to come?

if you are looking to buy a product that has moving
parts, needs a proper warranty to protect it and may
cost you a considerable amount, you are normally
unlikely to choose a company that you don’t know too
much about. You want to be sure that they are genuine
and that they are going to be around for some time to
come.
So why don’t people sometimes take the care when
they are looking for help with mobility problems? Well, it
could be that people spend less time researching the
marketplace when it comes to products like scooters,
powerchairs, bathlifts or adjustable beds.
Ask someone where they would buy a washing
machine, television or car and they will be able to reel
off a number of companies to go to, but when you are
buying a mobility product for the first time it can be
harder to find suppliers and people sometimes have
little idea of where they can go for a fair deal.
And that’s the problem.
Making a quick decision by buying something that looks
like a good deal can lead to difficulties in the future.
There are a number of things to look out for if you want
to ensure that you really are getting a good deal in the
long term and not just when you hand over your cash.

“THIS GUIDE, WE HOPE WILL HELP YOU
IDENTIFY WAYS IN WHICH YOU CAN
PROTECT YOURSELF”
“You may find people who have little regard for any kind
of after sales service” On the one hand there are
recognised mobility product suppliers, like us. We have
invested in showroom premises, qualified staff, service
facilities and everything that you would expect from a
company geared up to provide customers with peace of
mind.
On the other hand, you may find people who have little
regard for any kind of after sales service and who may
only be interested in taking your money and not in
selecting the right product for your needs.
It means that you will see products in specialist
showrooms like our own, on market stalls, advertised in
local free papers and on the internet. In short, there’s a
confusing array of products on sale and you will find an
incredibly wide range of pricing too.
Literally thousand’s of pounds difference…

“ALTHOUGH YOU THINK
YOU ARE GETTING A
BARGAIN, YOU COULD BE
PAYING FAR MORE THAN
YOU NEED”

Yes, there really can be thousands of pounds
difference between one supplier and another.

Take a standard four –wheeled scooter
for example. You could pay just over
£1000 or you could pay up to £4000.
How can this be so?
Here’s why…
An amazing deal on scooters, beds or bath-lifts! Save
£400! 20% off! Headlines you might have seen
screaming out at you from advertisements in the
national or even local press. Fantastic deals surely –
But are they really?
The fact is, that although the discounts are certainly
real, the prices of the products in question may be
substantially more than you might expect to pay for a
similar product bought from a showroom based
company. In the end, although you think you are getting
a bargain, you could be paying far more than you need.

HOW “DIRECT
SELLING” CAN
INCREASE
THE PRICE
YOU PAY…

You see, showroom based companies don’t usually
have the high costs associated with “direct selling.”
“Direct Selling” is a method of selling products direct to
the customer with enquiries usually generated through
either national newspaper advertising or direct mail, a
little like double glazing. Then a sales person will call
and they will generally earn commission (sometimes
very large commissions) from your purchase.
The expensive advertising and the sales person has to
be paid for somehow – that’s why the prices can
sometimes be that much higher

Are you paying for the salesman’s
commission?
Buying from a
salesman who
may rely entirely
on commission
from sales brings
its own problems
too. Many people
who send for
information after
seeing a national newspaper advert the very first time
are just starting to think about buying a mobility product.
However, sometimes you may not be given the time to
consider the best option.
Most companies will contact you after you have made
an enquiry but if they are pushy, or just wish to call in as
“ they are in the area”,

Beware! Do not agree to a demonstration
until you are absolutely ready. When you are,
consider having a friend or relative present
to help you ask the right questions.

Win a free scooter”

“

You may have seen the “win a scooter” competitions in
the press. Be aware that, if you enter one, you may well
be contacted by a direct selling company that will treat
you as a potential customer. These competitions are
one of the main ways in which direct selling companies
generate their enquiries.

You can be more confident if there’s a
showroom to visit
Established, showroom based companies will often
have staff with years of experience and be able to
demonstrate a wide range of products. That’s important,
as you will generally only get to see one type of product
when you send for details from a national newspaper
advertisement.

“Seeing different models will give you a
much better idea of what’s right for your
particular needs.”

“FREEPHONE NUMBERS
MAY SAVE YOU THE COST
OF A PHONE CALL, BUT
YOU MAY BE CALLING A
COMPANY HUNDREDS OF
MILES AWAY! “
So, check where the company base is. If it’s hundreds
of miles away from your home, consider what will
happen if your product goes wrong (which is possible).
(We have a freephone and a local number.)
If the company doesn’t help you out as quickly as you
would like you certainly will not be able to take the
product back yourself. Remember, whatever product
you buy, it will need servicing or repairing at some time
in it’s life. Make certain that whoever supplies the
products can service it with their own accredited service

engineers and that they hold plenty of spare parts for
the product.
Finally, a good supplier will always be willing to
demonstrate products even if the enquiry is for the
future. They will be happy to carry out more than one
demonstration.

National “Direct Selling” companies may
be less obliging due to the distance they
have to travel

The more pressure, the more likely
you are to make a mistake…

Some of the salespeople who
call may even have had to
buy your details from the
company they are working
with and so they will want to
make the most of every
single contact. Because of
this you may find that you are
placed under more pressure
to make a decision straight away – even if you are not
completely sure about your choice.
Coming back on a second visit may be viewed as an
unnecessary additional cost by such a salesperson.
That’s why they will be so keen for you to make the
decision quickly and making a quick decision generally
means that you don’t have all the facts at hand.

“Unique” models could be signal for concern
Watch out for “unique” models too. Sometimes
companies call their scooter, powerchair, bed, riser chair
or bathlift a different name – even though it is almost
exactly the same product as a popular leading brand.
This may confuse and make price comparisons difficult.
On a few occasions the product is slightly different, with,
for example, a slightly different seat or even just a
different colour trim. On many occasions though, there

may be absolutely no difference to a model that may be
selling for hundreds of pounds less – only the name is
different!

So, if a company tells you that they have
their own brand product, ﬁnd out more
and don’t commit yourself until you have
checked it out further.
Osteopoise Healthcare do have our own brand Riser
Recliner chairs with genuine feature differences which
were developed by us to meet the more exacting needs
of our NHS clients. With a 5 year warranty, and pricing
well below other leading brands.
But what if you have been quoted a price that is a
good deal lower than our own?
“The low price may be attractive, but what happens if
and when you need support in the future?”
well, it can happen. Our policy is that we charge fair
prices for the product and the service that we provide.
As we have said, we have a proper showroom, qualified
staff, have invested in training and spare parts and that

means that we have certain costs to cover. The
question is, do you really want to buy a product from
someone who might have no real knowledge or
experience of the products and who might even be
running the business “on the side.” Or if the following
happens, and sadly it does,

these are real customer complaints
about poor after sales service
elsewhere…….
“I have just been told that the company is
no longer trading and I have to find someone
to come out and mend the product”
“The company have told me that they
cannot service the machine as they cannot
get the spare parts and have advised me to
contact you”

“They are saying that the man who sold
me the product doesn’t work for them
anymore and that he was responsible for the
warranty on the machine”
“No one answers the telephone. I cannot
get through to them”
“They are asking for a huge amount, just
to come and take a look at what is wrong”
“They are saying that they cannot get
anyone out to see me for a week or so as
they have no one working in the area”
“ The market trader/seller is no longer
trading“

And the list goes
on............................................................

You get
what
you
pay
for!

“It’s unwise to pay too much, but it’s
worse to pay too little.
When you pay too
much, you lose a
little money – that is
all.
When you pay too
little, you sometimes lose everything,
because the thing you bought was
incapable of doing the job it was bought
to do.
The common law of business balance
prohibits paying a little and getting a lot- it
can’t be done.
If you deal with the lowest bidder, it is as
well to add something for the risk you run,
and if you do that, you will have enough to
pay for something better”
John Ruskin 1819-1900

“As we have said, we price our products and
service reasonably and fairly, at a level where we
can support you and the product long into the
future. Obsessing on lowest price at the expense of
service will prove costly in the end”

BUYING CHEAPLY
CAN BE GREAT IF YOU
KNOW EXACTLY
WHAT
TO
EXPECT
especially if you understand that the
product will almost certainly have limited
ability to adapt to future needs.
If people ask us to cut costs we generally ask them –
“which part of our service don’t you want to have?

But I can always get the product mended
locally if I have a problem can’t I?
Maybe you can. However, some established based
showroom companies have now decided that they will
not repair a product that has been sold by another
company.

Local companies often feel that they are
being “used” by companies that sell cheaply
but don’t have any interest in the customer
once they have your cash!!!
If you are thinking
about buying a
product either off the
internet or from a
company that isn’t
based in your area
and or the price looks
very low, it might be
worth calling us to
check whether we
would be able to
repair or service the
product if the worst
comes to the worst.

THE FOLLOWING TOPICS GIVE YOU AN
IDEA OF THE RANGE, KNOWLEDGE AND
SKILLS AVAILABLE AT OSTEOPOISE
HEALTHCARE. OUR EXPERIENCE
GAINED OVER DECADES AND THE
PROFESSIONALISM OF OUR SERVICE IS
HARD TO BEAT.
MORE IN DEPTH PRODUCT INFORMATION
SKILLS AND TRAINING RESOURCES ARE
ON OUR WEBSITE.
WWW.OSTEOPOISE.COM

Mobility Scooters
It is important to have the option of seeing more than
one manufacturers model.
Try to visit a showroom such as our to see the range not
just one or two on the back of a van.
Watch the mileage ranges you are quoted. They may
not be achievable in practice.
Be realistic about your expectations, a boot scooter is
not usually suitable for use as an everyday general
product. This has to be one of the biggest mistakes that
can be made. We suspect it is driven by price and as
such this falls into the area of expectation V cost.

ASK ABOUT
INSURANCE,
BREAKDOWN
FACILITIES AND RECOVERY FACILITIES
One pitfall we discourage is choosing a scooter over a
wheelchair “because it doesn’t make me look disabled”.
Always discuss your concerns and and any good
advisor will be more than happy to guide you
appropriately. Consider the following:-

Suspension Y/N
Solid tyres v Pneumatic
Weight or portability
Battery range
Charging options, mains or car charging?
Seating and comfort
Carrying a stick or walker
Quality of construction

Check that the product is not a “grey import”. We have seen instances
of unbranded “copycat” models that have been imported, usually from
the far east as a job lot with no spares or backup facilities.

Power & Manual
Wheelchairs
More care needs to be taken in selecting a power-chair
than a scooter as you will probably spend more time
using it. Make sure your supplier understands your
physical needs. and has a grasp of how things may
develop over time. Budget chairs at the lower end of the

price scale are usually limited in terms of adaptation or
suitability for someone with a more complex or
degenerative condition that will probably require
adjustment or adaptation to meet those needs over
time. Time and life is important you need to deal with a
company who will be honest with you about the level of
service and support they can offer.

ALL WHEELCHAIRS, MANUAL POWERED
OR HYBRID MODELS SHOULD BE
APPROACHED WITH CAUTION!
The easiest way to think of powered wheelchairs is to
think of them in two ways. A
base, (the wheels) and a Seat.
In short the seat will determine
how comfortable, it feels, how
supportive or corrective it is and
as such this can be critical for
some clients as they have
posture and balance issues as
well as pressure care demands.
The base will include the motors,
wheels, batteries and suspension. There are three main
base types and they reflect the driving characteristics, Front,
mid or rear wheel drive, they all have benefits as well as
drawbacks so discussing your expectations is crucial to
ensure the product meets your requirements especially if
you want to travel with them, either on the bus, train or in the
car either as a passenger sat in the chair or not. All of this is
possible but not all chairs work or adapt in the same way so
its important to ask questions and get he correct answers!
We support our clients for the whole lifecycle of the
product, not just until the warranty runs out!

Manual wheelchairs fall into 3 main categories.
Occasional use
Active
Comfort and specialist care.
Occasional use is exactly what these models are good
for, They are not usually suitable for everyday/all day use,
they are ideal for those who may still
be walking but may tire after a while
and need a break. They are usually
limited in size and offer little or no
options for adaptation or extra comfort.
Active chairs sit nicely in the middle,
they can vary dramatically and cover
basic everyday needs for all day use
and go right upon to the more sporty
looking and extremely light weight models. You will need a
more experienced assessor to guide you and there may be
more than one solution for you.
“It is also worth adding that there are options to add
occasional or even full time powered assistance to
these types of chairs as well. This gives you the best of
both, portability and the extra oomph we all need from
time to time. “
Finally and no means least we have the more comfort
and posture type wheelchairs. These are not normal
folding or transportable in the same way as the other
types but they do offer vastly more support and all day
comfort.

HERE ARE THE 5 BIGGEST THINGS TO
THINK ABOUT WHEN CHOOSING A
WHEELCHAIR.
1. How often it will
be used
2. Posture and
comfort
3. Size, a good fit
is essential

4. Think about
the future
5. Lowest weight
isn’t always the
best*
*Weight is sometimes a bit of a red herring, The
priority needs to be the size and fit of the chair, rather
like a tailored suit! If the chair isn’t supportive and
comfortable it doesn’t matter how light it is, because it
will be incapable of fulfilling its primary purpose.
Whilst we appreciate weight is a big factor we can
often find a way to minimise weight and meet all those
other key factors as well which ultimately leads to a
good decision ands not one you come to regret.

We can show you lots of options and solutions to find
the right balance of features and benefits for your
lifestyle, Whether you are a nomad or a hermit!
We have launched our YouTube Chanel too and we
will be posting a lot of tutorials and useful informative
content to help you make well informed choice,
especially if you are new to the subject.
Have a look https://www.youtube.com/Osteopoise
Subscribing gives you access to the most content so
please subscribe for the full benefit.

ABOUT THE AUTHOR
Simon Wardle-Millar founded the company back in June
2000 after working in the industry from 1995. Since that time
Simon and the company have increased in expertise and the
range of product and services on oﬀer. Simon has extensive
experience working with Health Professionals across the UK
and Osteopoise is an approved suppler to the NHS, M.O.D,
local authorities and other statutory bodies as well as uk
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We are proud to be members oﬀ the National Buy With
Confidence Scheme as well as having great reviews and
feedback on Trust Pilot and Yell reviews. Our customers are
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Look out for more Guides in this series as we look at
seating, posture care and Beds in the next edition

