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INTRODUCTO RY STATEMENT

This Communic ations Aliance Telec ommunic ations ConsumerProtec tions (TCP) Code is
acode ofconductdesigned to ensure good service and fairoutcomesforall Consume s
ofTele c ommunic ations Produc ts in Austra lia .

AllCamiage Service Providers who supply Telec ommunic ations Produc ts to Customersin
Australia are required to observe and comply with the Code.

The Code isregistered by the Australian Communic ations and Media Authority (ACMA),
which hasappropriate powersofenforcement. Compliance with the Code is monitored
by Communic ations Compliance.

OurKey Commitments to Consumers

1. Consumerswillenjoy open, honest and fairdealings with theirSupplier, and have
theirprivacy protected.

2. Consumerswillreceive clear,accurate and relevant nformation on productsand
services from theirSupplier; before, during and, where appropriate, afterthe point
ofsale.

3. Consumers wilhave disputesresolved quickly and faidy by theirSupplier.

4. Promotion of productsand servicesby Supplierswilbe clear,accurate and not
misleading.
5. Disadvantaged and vulnerable consumers willbe assisted and protected by

approprate Supplierpoliciesand practices.

6. Consumerswillreceive an effective remedy from any Supplierwho breaches the
Code.
7. Suppliers will use monitoring and reporting tools to ensure suc c e ssful

mplementation of the Code.
Summary of Chapters
The chaptersin the Code are summarised asfollows:
GeneralRules

Thischaptersetsout the generalruleswhich willapply to each ofchapters4to 9 of the
Code.

ConsumerSales, Service and Contracts

Thischaptersetsout what Suppliersmust do forConsumersin relation to retail sale s and
semice, including regarding the provision ofinformation, adve rtising, selling practices,
contracting, dealing with Consume rs with differe nt needsand customersermice.

Bill

Thischaptersetsout what Suppliers must do in relation to Billing and providing information
about Billsand Chargesto Customersarnsing out of the supply of & le communic ations
Products.
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Credit and Debt Management

Thischaptersetsout what Consumersare entitled to from Suppliers, and what Suppliers
must do, in relation to the provision and management ofcreditin connection with the
supply of Télecommunic ations Products, including the denialand restriction of acce ssto
Tlecommunications Services forcredit-related reasons and the application of a

Suppliers Financial Hurdship policy.

Changing Suppliers

Thischaptersetsout Consumerrghtsand Supplierobligations when Consumersseek to
change theircument Supplierofa T lecommunications Service to an alte mative Suppler
Ealso setsout Suppliers’ obligationsto Customerswhen a transferofa Customers
Telecommunications Service arisesasa result of the sale of a Suppliersbusinessora
compormte reorganisation ofthe Supplier.

Complaint Handling

Thischaptersetsout what Consumersare entitled to from Suppliers, and what Supplie rs
must do, in relation to the handling and Re solution of Complaintsin c onne c tion with the
supply of B le communic ations Products, inc luding re quire me nts for managing,
monitonng, analysing, recording and repornting Complaints.

Thischapterspecifically setsout the obligations forSuppliersto advise Consumers, in
certain cicumstances, of theiroptions forexte maldispute resolution. The TIO isone such
option. The TIO isan inde pe nde nt alte mative dispute re solution scheme avaiable free of
chargesto smallbusine ssand reside ntial Consume rs in Australia. Howe verthe Suppler
must be giwven a reasonable oppontunity to settle a complaint with a Consumerbefore
the TIO willbecome involved.

Code Compliance and Monitorng

Thischaptersetsout the compliance and monitorning armange me ntsthat apply to this
Code and requires Suppliersto inplementa Code Compliance Flrame work whic h will:

e encoumge, monitorand enhance industry compliance with this Code;

o improve the lvelsofcustomerserice and consumerprotection enjoyed by usersof
T lecommunications Produc ts in Australia;

e improve self-regulation by Supplie rs;
e enhance transparency regarding comphlance with this Code ; and

o pmrovide Consumerconfidence inthe self-regulatory regime of which this Code forms
a part and in the telecommunic ations industry’scompliance with the Code.

Code Revision

Code C628:2015, which replaced Code C628:2012, wasthe result ofa revision project
undertaken by Communic ations Aliance’s Working Committee WC61 chaired by Ms Ana
Thbacman and comprised ofindustry representatives. The scope of revisions was limited
to amending the Code’scustomerinformation provisions and removing duplicated
Code rulesthataleady exist in legislation (inc luding in the Australian Consumerlaw,
which appliesto allCamiage Service Providers),in accordance with the ACMA’s and
Communic ations Allianc e’s Custome r nformation Provisions Policy Framework May 2014.

C628:2015 (Incorporating Varation No.1/2016) CO PYRIGHT
FEBRUARY 2016



2016 Variation

In 2016 the Code wasvaried to reflecta review and replacementofChapter9—-Code
Compliance Monitoring. Thisproject wasundertaken by Communic ations Alliance’s
Working Committee WC71 chaired by MrTrevorHiland comprised ofindustry and
consumerrepresentatives. The scope of varations waslimited to amending chapter9.
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1 GENERAL

1.1 Introduc tion

111

1.1.2

1.1.3

114

1.1.5

1.1.6

1.1.7

Section 112 of the 2 lecommunic ations Act 1997(Cth) (Act) sets
out the intention ofthe Commonwealth Padiament thatbodies
and associationsrepresenting sectionsofthe

telecommunic ations industry develop industry codesrelating to
the telecommunic ations ac tivities o f partic ipants in tho se se c tions
of the ind ustry.

The TCP Code wasfistdeveloped in 2007, and revised in 2010 —
2012 and 2015. Varnation No. 1/2016 wasdeveloped by
Communic ations Alliance’s WC71.

The Code replaces TCP Code C628:2012, with effect from the
date ofregistration by the ACMA.

The Code should be read in the contextofotherrelevantcodes
and theirguidelnes.

The Code should be read in conjunction with related legislation,
regulations, standards, determinations,codes, ACCC guides and
guidelines, ACMA fact sheets,and Communic ations Allianc e
guidance notesand guidelines, including:

(a) the Act;

(b) the Blecommunications (ConsumerProtection and Sermice
Standards) Act 1999 (Cth);

(¢c) the Competition and ConsumerAct 2010 (Cth) inc luding
the Australian Consumerlaw;

(d) the Disability Disc imination Act 1992 (Cth);

(e) the RacialDisc nmination Act 1975 (Cth);

® any otherrelevant equalopportunity le gisla tion;
(g) the Prvacy Act 1988 (Cth);

(h) the Spam Act 2003 (Cth);

1) the Do Not Call Re gisterAct 2006 (Cth); and

(6)] the Communic ations Alliance guideline Guide lineson
Developing Accessible Docume nts.

Ithere isa conflict between the requirements of the Code and
anyrequirementimposed on a Supplierby statute orby a
Regulator, the Supplierwilnotbe in breach ofthe Code by
complying with the statute orthe requirementsofthe Regulator.

Compliance with the Code doesnot guarantee compliance with
anylegislation orthe requirementsofany Regulator. The Code is
not a substitute forlegaladvice.
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1.2 Re gistra tion with ACMA

The Code isto be submitted to the Australian Communic ations and Media
Authority (ACMA) forregistration pursuant to section 117 of the Act.

1.3 Scope

1.3.1 The Code appliesto the Camage Service Providers section of the
tele communic ations industry undersection 110 of the Act.

1.3.2 kdeals with the following telecommunic ations ac tivities as
defined in section 109 ofthe Act:

(a) camnying onbusinessasa Camage Service Provider; and

(b) supplying goodsorservicesforuse in connection with the
supplyofa Listed Camiage Service.

1.3.3 The Code appliesonly to residentialand small busine ss c onsume rs
and regulates mattersrelating to theirrelationship with their
Camiage Service Providers.

1.3.4 The Code doesnotapply to matterscovered bycodesor
standardsregistered ordetermined underthe Broadc asting
ServicesAct 1992 (Cth) asrequired by section 116 of that Act.

1.4 Compliance with the Code

Suppliersare deemed to be compliant with the Code if they:

14.1 Achieve the outcomesformulated throughoutchapters4 to 9
(usually to be found at the thid numbering level),e.g. “A Supplier
must ensure enquiiesby Customersare dealt with by the Supplier
in a timely and effective manner.”; and

1.4.2 Comply with the actionslisted below the outcomesand which
are usually introduced with the words “A Suppliermust take the
following actionsto enable thisoutcome:...” orwith similarwords
to thateffect.

1.5 Commencementdate
The Code wilcommence on the day ofregistration with the ACMA.
1.6 Code review

The Code wilbe nextreviewed in 2017.

1.7 Powerofthe TIO to handle complaints underthe Code

Undersection 114 of the Act and subjectto the consent ofthe TO, the
Code conferson the TIO the functionsand powersof:

(a) receiving;

(b) inve stigating ;
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(c) facilitating the resolution of;

(d) making determinationsin relation to;
(e) giving direc tionsin relation to; and
) reporting on,

Complaintsmade by the end usersofa Listed Carmiage Service about
matters arsing underorin relation to the Code, including compliance with
the Code by those industry participantsto whom the Code apples.
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2 DEFINIIONS AND INTERPRETATION

2.1

De finitio ns

Forthe purmposesofthisCode:

ACCAN

means the Australian Communic ations Consumer Ac tion Ne two rk.
ACCC

meansthe Australian Competition and Consumer Commission.
ACIF

meansthe body formery known asthe Australian Communic a tio ns
Industry Forum which developed codesforthe telec ommunic ations
ind ustry.

Acknowledging a Complaint
meansproviding a Consumer with:

(a) a unique reference numberorsuch othermeansas willensure the
Suppliers ability to sub se quently id e ntify the Complaint and its
subject matter.

(b) anindicative timeframe forthe Resolution ofthe Complaint;

(c) informationasto how a Consumercanobtain detailsof the
Suppliers Complaint handling processasper8.1.1.(b).

ACMA

means the Australian Communic ations and Media Autho rty.
Act

meansthe BlcommunicationsAct 1997 (Cth).

Action Plan

meansa plan submitted to Communications Compliance by a Supplier
pursuant to clause 9.6.

Adve Hising

means marketing and promotionalmateral (inc luding elec tronic and
online material) in relation to a Supplier's Tele c o mmunic a tions Pro d uc ts.

Advocate

meansa personnominated by a Consumerto dealwith a Supplieron the
Consumersbehalf (but unlke an Authorised Representative, doesnotact
asthe Consumersagentnorhave authority to accessany of the
Consumersaccountinformation from the Supplier).
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ASIC
meansthe Australian Sec urties and Inve stme nts Commission.
Atte station De fe mal Notic e

meansa notice given by a Supplierunderclause 9.8.1, in the form
required by Communications Compliance, to deferthe date by which it is
required to provide the statementsprescrbed in clause 9.4.1.

Australian Consumer Law
means Schedule 2 to the Competition and ConsumerAct 2010 (Cth).
Authorised Re pre se ntative

meansthe person who hasauthority from a Consumerto dealwith a
Supplieronbehalfofthat Consumerastheirauthorised agent.

Bill

meansan invoice from a Supplerwhich advisesa Customerofthe totalof
each Billed Charge.

BillMe dia

meansthe method in which a Biliscommunicated ordelivered to the
Customer, and its format.

Billed Charge

meansa Charge thatisdue forpaymentby a Customerin respectof
Telecommunic ations Poductsprovided by a Suppler.

Billing
meansany one,ora combination of, the following ac tivitie s:

(a) calculating and assembling Chargesincurmred by a Customerduring
a Billing Period;

(b) applying any debitsorcredits outstanding orDisc ounts due against
the Charges, and calculating the netamountpayable by the
Customer;

(¢c) issuing and delivering Bills to the Billing Address;

(d) handling Billing Enquirie s; and

(e) receiving and receipting paymentsmade by the Customer.
Billing Accuracy

meansthe validity of Chargesand the comectnessofthe calculation of
the Charges.

Billing Addre ss

meansthe Customersnominated address which isdisplayed on the Bill
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Billing Complaint

meansa Complaint made to a Supplierby a Customeraboutany aspect
ofthe Customer s Billorthe Supplier's Billing .

Billing Enquiry

meansa requestto a Supplerby a Consumerforrele vant nformation
about a Bil, orBilling generally.

Biling Name
meansthe name ofthe Customerto whom the Billisissued and delivered.
Billing Option

meansa Biling related option offered by the Supplierthat the Consumer
may choose ornominate.

Billing Period
meansa period oftime in relation to which Billed Chargesrelate.
Camiage Service Provider

hasthe meaning given in the Act.

Camer

hasthe meaning given in the Act.

Charge

means the tarfforfee which a Supplierlevies forthe provision of a
Telecommunications Poductora related transac tion.

Closed

When used in connection with a Complaint, meansthatthe Complaintis
no longeropen in the Supplierscomplaint management system and
either

(a) the Resolution hasbeen implemented and no furtherworkis
required by the Supplier;or

(b) the Supplierisunable to Resolve the Complaint and clauses 8.2.1(c),
(d)or(e) applyand have been complied with.

Code Compliance Framework

meansthe framework forindustry compliance with the Code which is
descrbed in chapter9 ofthisCode, and is furtherillustrated in Appendix 2
to thisCode.

Communic ations Compliance

meansthe ndependentbody which monitorsand reportson Code
compliance, the role of whichisset outin Appendix 1 to thisCode.
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Competition and ConsumerAct
meansthe Competition and ConsumerAct 2010 (Cth).
Complaint

meansan expression of dissatisfaction made to a Supplierin relation to its
Telecommunic ations Poductsorthe complaints handling processitself,
where a response orResolution isexplicitly orimplicitly expected by the
Consumer.

An initialcallto a providerto request a service orinformation orto reque st
supportisnotnecessarly a Complaint. An initialcallto reporta faultor
service difficulty isnota Complaint. However, ifa Customeradvisesthat
they want thisinitialcalltreated asa Complaint, the Supplierwilalso treat
thisinitialcallasa Complaint.

Ifa Supplerisuncertain, a Supplermust aska Customerif they wish to
make a Complaint and must rely on the Customersresponse.

Compliance Ac hievement Plan

meansa plan submitted to Communications Compliance by a Supplier
pursuant to clause 9.5.

Compliance Attestation

meansa statementby a Supplier, attested in the mannerrequired by
clause 9.4.1 and addressing the mattersreferred to in clause 9.4.1.

Compliance Monitoring Re que st

meansa request from Communications Compliance to a Supplierfor
information relating to that Supplerscompliance with thisCode.

Compliance Plan

meansdocumentation prepared by a Supplierin accordance with clause
9.3.1.

Compliance Standard

meansthe Australian Standard ASISO 19600:2015 Compliance
manageme nt syste ms — Guide line s.

Consumer
means:

(a) anindividualwho acquiresormay acquire a Telec o mmunic a tio ns
Productforthe primary purpose of personalordomestic use and not
forresale;or

(b) a businessornon-profitorganisation which acquiresormay ac quire
one ormore Telecommunic ations Poducts which are notforresale
and, at the time it entersinto the CustomerContract, it:
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(6] doesnothave a genuine and reasonable opportunity to
negotiate the termsofthe CustomerContract; and

(i) hasorwilhave an annualspend with the Supplierwhichis,or
isestimated onreasonable groundsby the Supplierto be, no
greaterthan $20,000.

Areference to a Consumerincludesa reference to the Consumers
Authorised Representative.

Areference to a Consumerincludesa reference to a Customer.
Cormporate Reorganisation

meansa reorganisation ofthe corporate group of which the Supplierisa
part with the result thata Customerwilbe provided with

Telecommunic ations Servicesby anotherSupplierafterthat re organisation
iscomplete.

Credit Asse ssme nt

meansthe processby which a Supplierdeterminesthe levelofcredit to
be provided by it (ifany) to a Consumer.

Credit Manage me nt
meansthe processby which a Supplier

(a) helpsCustomersto manage theirexpenditure on
Tele communic ations Servic e s;

(b) managesanycreditriskto the Supplier; and

(¢c) collectsoutstanding debts from Customers, and former Customers.
Credit Reporting Body

hasthe meaning given in the Privacy Act.

Customer

meansa Consumerwho hasentered into a CustomerContract with a
Suppler.

Areference to a Customerincludesa reference to the Customers
Authorised Representative.

CustomerContract

meansan amangementoragreementbetween a Supplierand a
Consumerforthe supply ofa Telecommunic ations Poduct to that
Consumer. Forthe avoidance ofdoubt, unless stated otherwise, the
Standard Form CustomerContractisa CustomerContract.

CustomerService

meansservices, otherthan Telecommunic ations Services, provided by a
Supplierto a Customer, in connec tion with the Customer s use of the
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SuppliersTelec ommunic ations Produc ts and the Customers Customer
Contract with the Supplier.

Direct Debit

meansa periodic paymentthatisautomatically deducted by a Supplier
from a Customersnominated financial nstitution account, implemented
by the Supplieratthe Customersrequest.

Disconnection

meansthe termination by a Supplerofa CustomerContractfora
Telecommunic ations Service.

Disc ount
meansa reduction in the Charge which isusually levied by a Suppler.
Emergency Service Number

hasthe meaning given by section 3.24 ofthe 7 le c o mmunic ations
Numbernng Plan 1997.

Exte mal Qualified Asse ssor

meansan assessor who:

(a) isextemalto,and mdependentof, the Suppler;
(b) isnotwith the SupplersImmediate Circle;

(¢c) inthatSuppliersopinion, hassuitable qualific ationsto assessthat the
Suppliers Compliance Plan hasbeen prepared inaccordance with
principles and guidance outlined in the Compliance Standard;

(d) isa memberofa professionalorganisation such asa professional
auditing orcompliance body; and

(e) hasbeencontracted by the Supplerto perform the role of Extermal
Qualified Assessor.

Financial Hardship
meansa situation where:

(a) a Customerisunable to discharge the financialobligationsowed by
the Customerundertheir CustomerContractorotherwise discharge
the financialobligationsowed by the Customerto a Supplier, due to
ilne ss, unemploymentorotherreasonable cause; and

(b) the Customerbelievesthatthey are able to discharge those
obligationsif the relevant payment amangementsorother
amangementsrelating to the supply of Rlec ommunic ations
Productsby the Supplierto the Customerare changed.
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Fist Compliance Attestation

meansthe Compliance Attestation first provided by a Supplierin
accordance with clause 9.4.1 ofthisCode orofany prioreditions of this
Code.

Force Magje ure

meansan unforeseen oruncontrollable force orevent, such asfire, flood,
earthquake, storm orotherdisturbance, whethercaused by the elements,
anactofGod, war, strike, lo c ko ut, rio t, e xp lo sio n, insurre c tion,
govemmentalaction oranothereventofthe same kind, which isnot
reasonably within the controlofa party.

Fraud

means dishonestly accessing orusing any Telecommunic ations Poductsof
a Supplier,orattempting to do so, with the intent of:

(a) deceiving the Supplierorany otherperson;

(b) notpaying forthe relevantTelec ommunications Products;or
(¢c) securng unlawfulgain oradvantage.

Gaining Supplier

meansthe Supplierto whom a Telecommunications Service isto be
Tansferred.

Guarantee

meansa guarantee ofa Customersobligationsundera Customer
Contract.

Guarantor

meansan individualorcompany who guaranteesa Customers
obligationsundera CustomerContract.

Hard Cap

meansa maximum amountapplied to a Customersuse of
Telecommunic ations Services, which cannotbe exceeded.

Immediate Circle
hasthe meaning given in the Act.
Included Value Plan

meansa mobile Post-Paid Service plan underwhich the Customer
receivesa largeramount of monthly included value than the minimum
monthly Charge they pay (e.g. for$50 permonth, receive $500 included
value), to use ona combination ofeligible servicesacrss Standard
National Mobile Calls, Standard National Mobile SMSand nationaldata
usage, and the use ofany of these three eligible servicesisnot unlimited.
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Remised

meansthe detail(s) provided in relation to a particularBiled Charge.
Ite mise d Billing

meansthe provision ofa Billthatincludesdetailsforeach Billed Charge.
Large Supplier

meansa Supplierwith 100,000 ormore servicesin operation.

Listed Camiage Service

hasthe meaning given in the Act.

Maternial Change

means a significant change to any ofthe following:

(a) a Supplersoperationsarsing from new orchanged activitiesor
services, which change affectsa Supplerscompliance with this
Code;

(b) a Supplerssystemsand processesrelevantto the Suppliers
Compliance Plan;or

(¢) a Supplerscompliance obligationsunderthisCode, which change
re sults in the need to review and update the SupplersCompliance
Plan.

Metric s

meansperformance measuresrelating to certain obligations of Suppliers
underthis Code,asrequired by Communications Compliance from time
to time.

Offer

meansa cument, standard m-market plan containing pricing thatismade
by a Supplierforthe provision of Tele c o mmunic a tio ns Pro d uc ts, whic h is
available to any individual ConsumerorConsumersasa classand

inc ludes, without limitation such offersmade in Advertising.

Partial Confimation

hasthe meaning given in clause 9.4.1(b)(i)(B) 0r9.4.1(b)(ii)(B) (as the case
may be).

Personal Information
hasthe meaning given to it in the Privacy Act.
Po st- Paid Se rvic e

meansa Telecommunications Poductthatcanbe used fullyorin part
prorto being paid forby the Consumer.
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Pre-Paid Service

meansa Telecommunications Poductthat mustbe paid forby the
Consumerbefore itisused.

Prionity Assistance

hasthe meaning given in the Priornity Assistance forlife Thre ate ning
Medical Conditions Code (ACIFC609:2007).

Priority Assistance Customer

meansa Customerreceiving Priority Assistance.
Privacy Act

meansthe Pivacy Act 1988 (Cth).

Promine ntly Displayed

meansconspicuously presented inclearfont and in a prominent and
visible position thatisapproprate forthe Advertising medium in the main
body ofthe Advertising.

Regulator

meansany ofthe ACCC, ACMA, ASIC and any govemmentbody in any
State orTemitory re sponsible forthe administration of allorpart of the
legislation referred to in clause 1.1.5.

Re side ntial Customer

meansa Customerthatisan individualwho acquires a
Telecommunic ations Product forthe primary purpose of personalor
domestic use and notforresale underthe standard termsand pricing for
residential non-busine ss customers set outin the Suppliers Standard Form
of Agreement.

Re solution

when used in connection with a Complaint, meansthe outcome ofthe
bringing ofthat Complaintto a conclusion in accordance with the
requirements ofthisCode. Thisdoesnot mean thatthe outcome mustbe
in favourofthe Consumer.

The Resolution ofa Complaintdoesnotinclude the imple mentation of
that Re so lutio n.

Resolve

when used in connection with a Complaint, means the bringing of that
Complaintto a conclusion in accordance with the re quire ments o f this
Code.
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Re stric tion

meanswhere accessto one ormore ofa Suppliersavailable
Telecommunic ations Poductsoran aspectofthose Telecommunic ations
Produc tsis limited.

Re stric tion Point
meansthe pointat which a Restriction isto occur.
Retail Outle t

meansa retailpremise that sellsvariousgoodsand servicesin addition to
Tele communic ations Produc ts.

Rights Of Use Holder

hasthe meaning given in the Rightsof Use of Numbers Code (ACIF
C566:2005).

Rule s

means the Supplierspecific obligationsunderthisCode, which are in
chapters 3 to 9.

Sale s Re pre se ntative

meansa person employed orcontracted, directly orindirectly, by a
Supplierto sellincluding staffemployed by a third party callcentre to sell
a SupplersTelecommunications Poductson behalfofthat Supplien, offer
to sel, orotherwise promote, TRlecommunic ations Productsto Consume s
asallora substantialpart oftheirrole, otherthan a person who
undertakesand completesa transaction fora Pre-paid Service fora
Consumerata cash registerin a Retail Outlet.

Se c unity De posit

meansa payment made by a Customerto a Supplierto mitigate a credit
risk.

Shaping

meanswhere a Supplierdeliberately controls the maximum data transfer
rate ona broadband service when the Customerhasexceeded the
specified data allbwance.

Small Online Adve rising

meansonlne strip, bannerortie Advertising orthe e quivalent.

Small Supp lier

meansa Supplierwith fewerthan 3,000 servicesin operation.

Special Promotion

meansan offeroflimited duration, limited quantity oroffered to a limited

sub-set of Consumers, (forexample,a once-off promotion formembersof

C628:2015 (Incorporating Varation No.1/2016) CO PYRIGHT
FEBRUARY 2016



-19 -

alocalgym ora specialdiscount forthe staffofa businesscustomerofa
Supplier), such as Discountsoff elecommunications Goodsor
componentsofTelecommunic ations Servic e s.

Spend ManagementTools

meansa toolavailable to a Customerorapplied by a Supplierto assist the
Customerto take timely action to imit and/ormanage theirexpenditure
orusage allowance on a particularTelecommunic ations Produc t.

Standard Form Customer Contract

meansthe Supplierscument Standard Form of Agreement forcontrac ting
with Consumers.

Standard Form of Agree me nt
hasthe meaning given in the Act.
Standard National Mobile Call

meansa mobile voice telephone callfrom a Supplersmobile service to
anotherSuppliersmobile service (off-net) during peak time where the
calling and receiving parties are in Australia.

Standard National Mobile SMS

meansa mobile short message containing a maximum of 160 characters
from a Suppliersmobile service to anotherSuppliersmobile service (off-
net) during peak-time where the sending and receiving partiesare in
Australia.

Standard Télephone Service

hasthe meaning given to it in the 2 le communic ations (Consumer
Protection and Service Standards) Act 1999 (Cth).

State ment of Inde pe nde nt Asse ssme nt

meansa written statement by an Extemal Qualified Assessorprepared in
accordance with the requirementsin clause 9.4.1.

Sub stantiate

meansto provide the ACMA with information to supportclaimsor
representationsmade by a Supplierin Adve rtising .

Supplier
meansa Camiage Service Provider.
Suspension

meansthe prevention ofaccessto a Telecommunications Service,except
to Emergency Service Numbers, by the Supplier.
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Te le communic ations Goods

meansany goodssupplied by a Supplierforuse in c onnec tion with the

supplyofa Telecommunic ations Service, whetherornot the goodsare

supplied in conjunc tion with, orseparately from, a Telecommunic ations
Service.

Té le communic ations Product

means Telecommunications Goodsand/ora Telecommunic ations Service.
Té le c o mmunic ations Se rvic e

means:

(a) a Listed Camiage Service orany service supplied by a Supplierin
connection with that service; and

(b) acontentservice (otherthan a subscription broadc asting service or
a television subscription nammowc asting service) provided by the
Supplierin connec tion with the supply of a Listed Camiage Service.

Te xt Adve Hising
means

(a) Supplierplaced advertisementsin newspapers, magazinesand
pressinserts and Suppliergenerated flyers, leaflets, broc huresand
catalogues.

(b) Supplierplaced outdoorstatic large format advertising, inc luding
advertisements displayed upon:

(i) public transport panels(e.g. buses, trains and trams);
(i) outdoorstreet fumiture; and
(i) bilboards;

(c) online advertisementson a Supplersown website and Supplier
placed advertising on otheronline sites, otherthan Small Online
Advertising .

Third Party Charges

means Chargescollected by a Suppleronbehalfofanothercommercial
entity, forany goodsand servicesprovided by thatothercommercial
entity.

Timed Call

meansa callforwhich a Charge iscalculated according to the duration
ofthe call
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7o

me ans the Telecommunic ations ndustty Ombudsman appointed under
the Tele c o mmunic a tions Ind ustry Ombudsman scheme refermed to in the
Act.

Tansfer

means the transferofallorpartofa ConsumersTelecommunic ations
Service from one Supplierto the Gaining Supplier.

Unbilled Charges

means Chargesrelating to a Telecommunic ations Poduct which have
beenincurmred by a Customerand of which the Supplierisaware, but
whic h the Supplierhasnotyetincluded in a Bill

Unfair
hasthe meaning given to it in the Competition and ConsumerAct.
Untimed Call

meansa callwhere the applicable Charge isnotcalculated according to
the duration ofthe call

Urgent Complaint
meansa Complaint where

(a) the Complaintismade bya Customerwho hasapplied fororhas
beenaccepted asbeing in Financial Hardship underthat Supplers
Financial Hardship policy and where the subject matterof the
Complaintcanreasonably be presumed to direc tly contribute to or
aggravate the Financial Hardship ofthat Customer;or

(b) disconnectionofa serice isimmmentorhasoccumred and where
due processhasnotbeen followed;or

(¢) itinvolvesa Priority Assistance Customerand the service forwhich
they are receiving Priority Assistance.

Ve rific ation

meansthe processperformed by a proposed Gaining Supplierpriorto
effecting a Transfer, pursuant to which such Gaining Supplierenlists a
personorprocedure (independent ofthe Sales Representative who
procured the Transfer) to c onfirm with the Consumerthe Consumers
request to Transfer.

Working Day

meansa daythatisnota Saturday, Sunday orgazetted public holiday in
the location ofthe relevant Supplier.
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2.2 Interpretation

In the Code, unlessthe contrary appears:
(a) headingsare forconvenience only and do notaffectinterpretation;

(b) areference to a statute, ordinance,code orotherlaw includes
regulations and otherinstruments underit and consolida tions,
amendments, re-enactmentsorreplacementsofany ofthem;

(¢c) wordsin the singularinclude the pluraland vice versa;

(d) wordsimporting personsinclude a body whethercorporate, po litic
orotherwise;

(e) where a word orphrase isdefined, itsothergrammaticalforms have
a comesponding meaning;

® mentioning anything afterinclude, includesorincluding doesnot
Iimit what else mightbe included;

(g) wordsand expressions which are not defined have the meanings
given to them in the Act; and

(h) areference to a personincludesa reference to the person's
executors,administrators, successors, agents, assignees and
novatees.
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3  GENERALRUIES

Thischaptersetsout the generalrules which wilapply to each ofchapters4to 9of
the Code.

3.1 Ianguage

3.1.1 A Suppliermust communic ate with Consumersin plain language.
3.2 Information for Consumers
3.2.1 A Suppliermust ensure that any information provided ormade

available to Consumersisclear,accurate, free of matenal
omissions, relevant, curent and, in cases where mformation is
provided, timely.

3.2.2 A Suppliermust communic ate with a Consumerin a way thatis
appropriate to the Consumerscommunic ationsneedsinc luding
those with specialneeds.

3.2.3 A Suppliermust ensure that Consumerscan view and download
allrelevant terms and c onditions ofits Te le c o mmunic a tio ns
Products from a website.

3.2.4 A Suppliershould have regard to its web content complying with
the We b Content Accessibility Guide line s.

3.3 Dealing appropriately with Consumers

3.3.1 A Suppliermust ensure that its staffinteract with Consumers
courteously and in a fairand accurate manner.

A Suppliermust take the following actionsto enable this
outcome:

(a) Culture: promote a culture within the Suppliers organisation
where rudenessto Consumers, and/ornon-compliance
with thisCode, are notacceptable and make staffaware
thatthey willface disciplinary action forsuch beha vio urs;
and

(b) Disciplinary action: ensure approprate action istaken
against its staff who are rude orharassing to,orengage in
misleading conduct with, Consumers.

3.4 Authorised Representatives

3.4.1 A Suppliermust ensure thata Consumercan appointan
Authorised Representative to acton theirbehalf, if the Consumer
re quire s, and must:

(a) Awuthority: ensure it obtains the Customers authority orthe
appropriate otherauthority such asa copy ofthe relevant
powerofattomey,before accepting a person as the
Authorised Representative fora Customer;
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(b) Advice regarding powerto act: advise the Consumerthata
person appointed asan Authorised Representative hasthe
powerto acton the Consumersbehalfasifthey are the
Consumeror, if the Authorised Representative hasmore
limite d rights, the levelofaccessthatthe Authorised
Representative hasto the Customer sinformation;

(c) Record keeping: keep a record ofthe circumstancesand
when the Authorised Representative wasappointed;

(d) Assistance: provide Consumers with accessto information
abouthow to appoint an Authorised Representative and
accessto anyrelevant formsrequired to evidence the
approprate authority;

(e) Acknowledgement: keep records of notific ation(s) to the
Supplierofa relevantchange in cic umstance fora
Customer, including the death ofa Customerorthe making
ofa guardianship orderfora Customer; and

(f) Balance risks: take reasonable stepsto balance the risksof
fraud, privacy and sec urity of Custome rs with fac ilita ting the
appointment of Authorised Representatives.

3.5 Advocates

3.5.1

3.5.2

3.5.3

A Suppliermust ensure thata Consumercan easily use an
Advocate to communic ate with the Suppler, if the Consumer
re q uire s.

A Supplermay presume thatan Advocate isnotauthorised to
establish ormake changesto a Customersaccountor
Telecommunic ations Service s, unle ss the Advocate isalso the
Customers Authorised Re presentative.

A Suppliermust advise the Consumerthata person acting astheir
Advocate hasno powerto acton the Consumersbehalfand
hasno accessto theirinformation without the Consumerbeing
presentand agreeing to such ac tion.
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4 CONSUMER SAIES, SERVICEAND CONTRACTS

Summary

Thischaptersetsout what Suppliersmust do forConsumersin relation to retail sale s and
serice, including regarding the provision ofinformation, adve rtising, selling practices,
contracting, dealing with Consume rs with differe nt needsand customersemice, to allow

Consumersto make informed choices.

General Rules

The generalrulesin chapter3 apply in addition to the Rulesin thisc hapter.

Rules

4.1 Tele communic ations O ffers

41.1

Summary of Offer: A Suppliermust provide a summary ofeach of
itscument Offersto allow Consumersto compare Offersprovided
by each Supplierwhich be st suit theirneeds.

A Suppliermust take the following actionsto enable this

outcome:

(a)

Content: ensure the summary ofthe Offeriscalled a
“Critical Information Summary” and includesthe following
information in the following order:

@

includesa sub-heading ‘Information About the
Service’, underwhic h the following informa tion is
included:

A.

a description ofthe Telec o mmunic a tio ns
Service to be provided underthe Offer;

whetherthe Offerdependson a bundling
amangement with otherTle c o mmunic ations
Servicesand, if so,a description of those other
Services;

whetherthere isany Telec o mmunic ations
Good thatthe Customermusttake asa
mandatory component ofthe Offer, (so the
Consumerhasno choice asto that
Telecommunic ations Good), what the
mandatory TRlecommunic ations Good isand
if the Charge forthe mandatory
Telecommunic ations Good isnotalready built
into the Offerpricing disclosed in the summary
of Offer, then the separate Charge forthis
mandatory Telecommunic ations Good;

the minimum term applicable in respectofthe
Productsetoutin the Offer;
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E the inclusions, e xc lusions and any important
c onditio ns, limita tio ns, re stric tions or
qualifications forthat Offer, where applicable;
and

(i) includesa sub-heading ‘Information About Pricing’,
underwhic h the following information isincluded,
where relevant:

A. the minimum monthly Charge payable under
the Offer(where calculable);

B. the maximum monthly Charge payable where
calculable;

C. the maximum Charge payable foreardy
termination of the Offer;

D. where the Offerisnot unlimited, the cost (prior
to any Discountsbeing applied) of making a 2
minute Standard National Mobile Call (inc luding
flagfallwhere applicable);

E where the Offerisnot unlimited, the cost (prior
to any Discountsbeing applied) of sending a
Standard National Mobile SMS;

F. where the Offerisnot unlimited, the cost (prior
to any Discountsbeing applied) of using one
megabyte of data within Australia;

G. foran Included Value Plan, an estimate of the
maximum numberof Standard National Mobile
Cals(each of two minutesin duration and
including the flag-fallcharge ifapplicable) that
a Consumermay make within the Included
Value Planbased on the costdescrnbed at
clause 4.1.1(a)(i)D and assuming the Customer
doesnotuse the included value foranything
else using the wording “If you re stric ted youruse
solely to Standard National Mobile Callseach of
2 minutesin duration, you could make xnumber
ofcalls”; and

(i) includesa sub-heading ‘Otherlhformation’, under
whic h the following information isincluded where
rele vant:

A. a link to the area on the Suppliers web site
where the Customercanobtaincalland data
usage information orinstruc tions on where the
Customercanobtaincalland data usage
information;

B. wamings about maming costs (both
intemationalcosts and the circumstancesin
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which additional Chargesmaybe imposed in
Australia when the service mamsonto a

diffe re nt ne two 1k);
C. customerservice contact details;
D. information about how to accessintemal

dispute resolution processes; and

E contactdetails forthe Telecommunic ations
Industry Ombudsman.

Separate document: forthe avoidance ofdoubt,

(6] a CriticalInformation Summary mustbe a separate
document to the fullcontractualterms and
conditions; and

(1) may include otherinformation asthe Suppler
determinesisapproprate.

Special Promotions: supply a summary forthe undedying
Offeron which the Special Pmmotion isbased noting that
the Supplierisnotrequired to provide details of the
differencesbetween the underdying Offerand the Special
Promotion in that summary ofthe Offer.

Accessibility: ensure thatthe summary ofeach of the
Supplie s c urre nt O ffe rs is:

(1) readily accessible on the Suppliers website (inc luding
without imitation, a summary ofeach ofthe Suppliers
curment Offers for Pre-Paid Services);

() included asa linkto the summary of the Offerwhere
the Supplieradvertisesthe Offeron the Suppliers
website (otherthan online banner, tile, strip and pop-
up Advertising where the linkisnotrequired); and

(i) isavailable free ofcharge atthe Suppliersstores.

Provision priorto sale: A Suppliermust provide the summary
ofthe OfferforPost-Paid Servicesfree of chaige to a
Consumerpriorto sale except:

(1) where the sale falls within the scope ofan unsolicited
consumeragreement underthe Australian Consumer
Iaw and asa result the Consumerisentitled to a
cooling off period, the Consumerwilbe provided
with a copy ofthe relevant summary ofthe Offerafter
the sale atthe same time asthe relevant unso lic ite d
consumeragreementand cancellation notice;or

(i) where the sale iscamed outoverthe telephone and
isnottreated asan unsolicited consumeragreement
underthe Australian Consumerlaw and the
Consumeragreesto optoutoftheirright to receive
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allinformation contained in the summary ofthe Offer
priorto sale, a Suppliermust:

A. give the Consumera generaloverview of the
summary ofthe Offerpriorto oratthe pointof
sale and dispatch a copyofthe summaryof
the Offerto the Consumerwithin 5 Wo rking
Daysafterthe sale; and

B. notengage in practicesthat would encourage
Consumersto optoutofreceiving the summary
ofthe Offerpriorto the sale.

Clearheadings: ensure thatinformation contained in the
summary ofeach Offerusesclearheadings to id e ntify the
contentcontained in each section.

Length: ensure thateach summary ofthe Offerisno longer
than two A4 pageswhen allits mandatory contentsare
included and isavailable asa standalone document.

41.2 Otherrelevant information: A Suppliermust make available other
relevant information about Tele c o mmunic a tions Prod uc ts
currently offered by the Supplierbeyond that whichiscovered in
the summary ofeach Offer, to assist Consumers to assessthose
Telecommunic ations Ponductscompared with other
Telecommunic ations Products that the Consumerisinve stigating.

A Suppliermust make avaiable the following information witho ut
charge to enable thisoutcome:

(a)

(b)

(c)

(d)

(e)

(0

Productdescription: a description of the key attributesof
the Telecommunic ations Poductsoffered by the Suppler;

Manufacturer: the manufacturersname fornon-Suppler
branded Telecommunic ations Goodssupplied by a thid
parnty aspartofthe Suppliers Offers;

Technical information: the main features forany
Telecommunic ations Goodsforming partofa Supplers
Offersorwhere thisinformation can be obtaned by the
Consumer;

Billing and payments: information on the Supplie ¥ s Bill
formats, Billing Options, Biling Period and paymentsoffered
by the Supplierin relation to its Tele c o mmunic a tio ns
Produc ts;

Usage: nformation to assist Consumersto estimate what
capacity they mayneed on a Telecommunic ations
Productto meettheirusage require me nts;

Post-sales support: detailsof any post-sales support forthe
Telecommunic ations Poductsand any feesorchargesfor
post-salessupport;
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(g) Mobile coverage: the networkcoverage in Australia forthe
Telecommunic ations Services, which may include a map or
diagram ofthe mobile coverage;

(h) Intemational Roaming: information about whethera
Consumerneedsto take any action to activate
intemationalrmaming on the SuppliersTelec o mmunic ations
Product (such asapplying forac tivation o f this func tio na lity
with the Supplier) ordeactivate ntemationalroaming and
the basic Chargesto send SMS, make and receive
standard callsand fordata usage on the Suppliers
Telecommunic ations Product from different ¢ o untrie s
(including thatmaming Chargesmay be higherthan
Chargesforintemationalcalls from Australia and data
usage maybe more expensive, and that Customersmay
be charged forboth making and receiving c alls while
overseas); and

(1) Resellers: if acting asa reseller, the name ofthe principal
Camierwhose networkisused to provide the
Telec ommunic ations Servic e s (but ensuring itisclearto the
Consumerthatthe resellerisresponsible forthe service to
the Consumerand isnot affiiated orrelated to the principal
Camerunlessitin factis).

4.1.3 Meeting Consumerneeds: fa Consumeridentifiesa particular
need to a Supplier, the Supplermust indicate ifit hasan Offer
that may suit the Consumersidentified need and if the Suppler
doesindicate a particularOfferthat may suit the Consumers
identified need, the Suppliermust provide the Consumerwith
information about the particularOffer, to allow the Consumerto
asse ss the suitability of that Offeragainst that need.

A Suppliermust take the following actionsto enable this
outcome:

(a) 'Baining:train staffregarding how to understand Consumer
needsand advise Consumerson the Suppliers suitable
Offers;

(b) Information: provide standard mformation about Offers
which can meetcommon needsexpressed by Consumers;

(c) TUsage:prvide information thatcan help Consumers
predicttheiraverage leveloftelecommunicationsusage
and what Offersmay be suitable forthatlevelofusage;
and

(d) Differentneeds: assist Consumersto find out where to
accessinformation about Telecommunic ation Products
which may suit specific needs, such asthe disclosed needs
of Consumers with a disability.

4.1.4 Remedies forinaccurate information: Where inaccurate
information hasbeen provided by a Supplierto a Customer
regarding an Offerand the Customerhasrelied on it n making a
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purc hasing decision to sign up to that Offerwith the Supplier, the
Sup p lie r must:

(a) Remedies: attemptto Resolve Complaintsabout
inaccurate mformation by providing the Customer with the
comectinformation and a remedy thatisapproprate in the
cicumstances forthatindividual Customer, which may
include a right forthe Customerto terminate the Customer
Contract;

(b) TUpdating:take reasonable stepsto promptly update
inaccurate information provided by the Supplierto
Customers; and

(¢) Continuous improvement: monitor Complaints about
inaccurate information and take stepsto addressany
materalissuesregarding inaccurate information.

4.1.5 Information to recontracting Customers: At the time of
recontrac ting, the Suppliermust inform the Customeroffeatures
available on new plansthat maynotbe available on their
existing plan, including spend management no tific a tio ns.

4.2  Advertising

4.2.1 Content of Advertising: A Suppliermust include any important
c onditio ns, limita tio ns, qualific ations orre stric tions about an Offer
in its Advertising ofthe Offer, to allow Consumersto make
mformed choicesand to avoid Consumersbeing misled.

A Supplermust not engage in the following practicesto enable
this outcome:

(a) Headline representations: use headline representationsas
to a price orofferin circ umstances where the overall
impression ofthe price orofferis subsequently qualified by
fine print terms and conditionsthat make it unlkely or
impossible thata Consumer, by the ordinary use of their
service,could reasonably achieve the benefitsoffered in
the headline re presentation;

(b) TUnlimited: use the term ‘unlimited’ oran e quivalent term in
an unqualifiid mannerwhen refeming to usage, unle ss the
ordinary use of the service in Australia is ge nuine ly unlimite d
and notsubjectto exclusions, including e xclusions for
varioustypesofcallsorusage,orselected parsofthe
network;

(¢c) No exceptions, exclusions orcatches: use the terms ‘no
exceptions, ‘no exclusions or‘no catches orequivalent
te rms witho ut suffic ie nt disc losure when refering to a price
orservice offer, unlessthere are genuinely no exceptions to
the offer;

(d) Free:use the term ‘firee’ oran equivalent term to promote
oradvertise a handsetorotherhardware productor
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service unlessthe cost of the handsetorotherhardware
productorservice isnotrecovered from the Consumerover
the life ofthe contractby way ofhighercosts, ncluding by
wayofhighercallcharges, highernetworkaccessfees,
highereardy termination feesorhigherunlockfees,
compared to the coststhatwould be payable by the
Consumeroverthe life ofthe contract were the handsetor
otherhardware productorservice not provided free of
charge;

(e) Price perminute: use headline representationsasto a price
perminute formobile phone calls,orcallsmade using
phone cards, in circ umstances where there is insuffic ie nt
disclosure of extra chargesincluding flag fallorcall
connection feesorfornon-standard c alls;

H Bundled products orservices: use headline re pre sentations
asto price fora particularproductorservice, unlessthat
productorservice isavaiable forpurc hase at the
advertised price withoutbeing partofa bundled product
orservice orthe advertised price iscleary identified as the
price forthat productorservice when purchased aspartof
a bundled productorservice;

(g) Offer: use headline representationsasto pricesforan Offer
unle ss any e xc lusions are Prominently Displayed;

(h) Prices fordata allowances: use unqualified he adline
representationsasto ongoing pricesforspecified data
allowancesin cic umstances where the price forthatdata
islikely to increase within a reasonable use period;

(1) Phone cards: use headline representations asto the minutes
ofcalltime available on phone cardsunlessthose minutes
canbe achieved by Consumers with ordinary use of the
cand;

(§)] Network coverage: advertise orpromote networkcoverage
unle ss the networkcoverage isgenerally avaiable to
Consumersin the claimed coverage area;

(k) Fullminimum quantifiable price: advertise orpromote a
periodic price to be paid fora Telec ommunic a tions
Product without also Pro mine ntly Displaying (butnot
necessarly as prominent asthe periodic price) the “single
price” asdefined in the Competition and ConsumerAc t;

(4)] Cap: use the term “cap” to advertise:

(6] any new Offerslaunched afterl1 September2012
unle ss the Offerscontain a Hard Cap;and

() anyOffersin existence asatl September2012
(existing Offers) in any television, radio and print
advertising, provided thata Suppliercan stil:
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A. use the term “cap”, oran equivalent term, to
advertise existing Offersthatcontain a Hard
Cap;and

B. referto existing Offers that use the term “cap”,

oran equivalent term, by theirexisting name in
online information, billing information, Customer
Contracts, reference matenals forcustomers,
partners and staff, and one-on-one

communic ations with Customers; or

(m) Basisofclaims: make claimsin Advertising in relation to
broadband speed, networkcoverage and other
performance charactersticsofa Telec ommunic ations
Productunlessthe Supplierisable to Substantiate such
claims. (Suppliers must have regard to the ACCC
Information Paper HFC and Optical Fbre Broadband
“Speed” Claims and the Competition and ConsumerAct
when advertising orpromoting broadband speedsordata
transferrates on theirnetworks.)

4.2.2 Advertising medium: A Suppliermust provide a levelofdetailin its
Advertising whichisapproprate to the mannerin which the
Advertising isdisplayed to Consumers.

A Suppliermust take the following actionsto enable this
outcome:

(a) Clarty: ensure the principalmessage and the main terms
are captured in the body ofthe Advetising;

(b) Detail: ensure thatuse of any disclaimersdoesnotnegate
the principalmessage and main termsofthe Advertising;
and

(¢c) Formmat:take into accountthe typicalamount oftime that
Consumersare able to view the particular Advertising in
deciding how much information to include in the
Advertising .

4.2.3 Special Pomotions: A Suppliermust communicate any important
limitations which apply to its Special Pmmotions so Consumers are
informed ofthe limita tions.

A Suppliermust take the following actionsto enable this
outcome:

(a) Principaltemns: disclose the key termsofthe Special
Promotion and any key limitations, such as whe the rstoc ks
are limited;

(b) Tmeframes:ifthe Special Promotion isto end within a short
period oftime, the Suppliermust disclose the end date for
the Special Pomotion; and

(c) Higibility: if there are specialeligibility re quire ments, such as
provision of coupons, bundling with otherproductsand
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services orrestriction to a specific classof Consumers, the
Supplermust disclose each requirement ofthe Special
Promo tion.

4.2.4 Standard Charges for Text Advertising: When advertising in Te xt
Advertising the price ordollarvalue ofeitheran Included Value
Plan ora Post-Paid Service which isan intemet plan with an
included data allowance, a Supplier must:

(a) Included Value Plans: Promine ntly Display in Te xt Ad ve rtising
the following three standard pricing elements when
advertising an Included Value Plan:

(1) the cost (priorto any Discountsbeing applied) of
making a 2 minute Standard NationalMobil Cal
(including flagfallwhere applicable);

(i) the cost(priorto any Discountsbeing applied) of
sending a Standard National Mobile SMS; and

(i) the cost(priorto any Discountsbeing applied) of
using one megabyte of data within Australia,

provided thatifany of the above usagesare unlimited, the
Supplierisnotrequired to quote a costforthe type of
usage thatisunlimited in the T xt Adve rtising ;

(b) Post-paid intemet plans with an included data allowance:
Promine ntly Display in Te xt Ad ve rtising the follo wing
standard pricing element when advertising the price or
dollarvalue ofa Post-Paid Service which isan intemet plan
with an included data alowance:

@) the cost (priorto any Discountsbeing applied) of
using one megabyte of data within Australia,

provided thatifthe above usage isunlimited, the Supplieris
notrequired to quote a cost forthe data usage thatis
unlimited in the Text Adve rtising .

4.2.5 Standard Charges in certain Text Advertising: The standard
pricing elementsreferred to in clause 4.2.4 above wilbe deemed
to be Prominently Displayed in a single item ofText Advertising of
8 pagesormore in length, provided they appearin a cleady
referenced section ofthatitem of Text Adve rtising .

426 Standard Charges forSmall Online Advertising: When adve rtising
i Small Online Advertising the price ordollarvalue ofeitheran
Included Value Plan ora Post-Paid Service which isan intemet
plan with included data allowance, a Suppliermust ensure that
the page to which the Small Online Advertising links displays more
detailed pricing information and the standard pricing elementsas
descrbed in clause 4.2.4 upon clicking through.

4.2.7 Disclaimers: A Suppliermust ensure disclaimersare clearand
understandable, having regard to the type of Advertising.

C628:2015 (Incorporating Varation No.1/2016) CO PYRIGHT
FEBRUARY 2016



-34 -

A Suppliermust take the following actionsto enable this
outcome:

(a) FEffectofdisclaimers: ensure a disclaimerdoesnotnegate
the principalmessagesof Advertising; and

(b) Contentofdisclaimers: ensure a disclaimerisclearand
understandable, having regard to the type of Advertising,
including the medium orformatused and itsintended
audience.

4.3 Selling Practices

4.3.1 Fairsales practices: A Suppliermust:

(a) 'haining forSales Representatives: ensure its Sales
Representativesare approprately trained to promote and
sellits Telecommunic ations Poductsin a fairand accurate
mannerto assist Consumersin making informed purc hasing
decisions;

(b) Ongoing monitoring: ensure the conductofits Sales
Representativesismonitored periodically to see how they
interact with Consumers, and take stepsto address
emerging orsystemic deficienciesin the salesconduct; and

(c) Complaints: monitor Complaintsaboutthe salesconductof
the SuppliersSales Representatives and take steps to
addressemerging orsystemic deficienciesin the sales
conduct.

4.4 Consumers with different needs

44.1 Ianguages: A Suppliermust:

(a) English language abilities: ensure its Sales Repre sentative s
who manage enquiriesforConsumersare able to
communic ate effectively in the English language
(recognising that Australia is a multic ulturalsociety and
customerservice staffmay have non-Australian accents.
This Code doesnotin any way promote orcondone
disc imination); and

(b) Otherlanguages: ifitadvertisesits servicesin another
language,provide reasonable information to assist
Consumers who do notspeak English to find out where to
obtain help in that advertised language in dealing with the
Supplier,orappointan Advocate to dealwith the Supplier
on theirbehalf.

44.2 Consumers with disabilities: A Sup plier must make information
available about Telecommunic ations Poductsoffered by the
Supplierspecifically for Consumers with diffe rent disabilitie s and
how the Telecommunications Poductsoperate, including, where
the Supplieris supplying equipment, any nformation required to
be supplied pursuant to the lhformation on Acce ssibility Fe ature s
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forTlephone Equipme nt ndustry Code (C625:2009) and
accompanying Guideline (G627:2011).

Disadvantaged orvulnerable Consumers: A Suppliermust provide
training to its Sales Representativeson how to interact with
disadvantaged orvulnerable Consumersapproprately.

4.5 CustomerContracts

45.1

4.5.2

A Supplie r must:

(a) Availability: make its Standard Form CustomerContracts
available and provide a copy to the Customerupon
requestatno charge; and

(b) Information on expired Offers: retain the sectionsofits
Standard Form CustomerContractsthat contain the terms
of Offers which are withdrawn by the Supplierafterthe
date thatthisCode takeseffect, forso long as Customers
continue to receive Tele c o mmunic a tions Produc ts pursuant
to those Offersto enable a response to Consumerqueries
about Offers which are no longerc urnent.

Customerspecific information: A Supplermust make available
information about the activation and expiry date of any c unrent
CustomerContract thatthe Customerhas with the Supplierfora
Telecommunic ations Poduct upon the Customerre questing this
information from the Supplier.

4.6 Customer Service

46.1

Effe c tive service: A Suppliermust ensure enquiies by Customers
are dealt with by the Supplierin a timely and effective manner.

A Suppliermust take the following actionsto enable this
outcome:

(a) Access:inform Customershow to contactthe Suppler
about CustomerService enquiries and the hoursof
operation ofthese contact methods;

(b) Average waittimes: monitoraverage wait times
experienced by Customersto communicate with a Supplier
abouta CustomerService enquiry and seekto keep the
average waittimesto a reasonable minimum in the
circ umstances;

(c) FistcontactResolution: monitorand seekto increase the
leveloffist contact Resolution of CustomerService
enquides by taking reasonable stepsto understand the mot
causesforwhy enquiiescannotbe Resolved at first
contactand seeking to addressthose ootcauses;

(d) Record keeping: keep recordsofinteractionsbetween the
Supplerand Customersin a system whichisaccessible to
staff who are typically tasked with responding to such

C628:2015 (Incorporating Varation No.1/2016) CO PYRIGHT

FEBRUARY 2016



4.6.2

4.6.3

(e)

- 36 -

Customer Service enquiries, so staff have historicaldata to
aid in assisting Customers; and

Taining: ensure that staff who are employed to deal with
Customerqueriesare appropriately trained to address and
seekto resolve common Customerqueries.

Assessing performance: A Sup plier must:

(a)

(b)

Customerfeedback: seekand obtain feedback from
Customersabout how the Supplierdeals with Customer
enquirie s; and

Improvements: use this Customerfeedbackto identify any
systemic issues and take reasonable stepsto implement
mprovementsto its CustomerService processes.

Personal information: This clause appliesto Suppliersin
cicumstances where they are notrequired to comply with the
Australian Privacy Principles contained in Schedule 3 to the
Privacy Act.

A Suppliermust ensure thata CustomersorformerCustomers
PersonalInformation isprotected from unauthorised use or
disc losure.

A Suppliermust take the following actionsto enable this
outcome:

(a)

(b)

(c)

Storage: have robust procedures forstoring its Customers’
Personal Information in its posse ssion which are followed by
its sta ff;

Se curity: have robust proceduresto keep its Customers’
Personal Information in its po sse ssion sec ure and restric t
accessto personnelwho are authorised by the Suppler;,
and

Breach: ensure its staff understand thatthey may face
disciplnary action if they breach the Supplersprivacy
procedures, the Privacy Actorotherprivacy laws.
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5 BIIING

Summary

Thischaptersetsout what Suppliers must do in relation to Billing and providing information
about Billsand Chargesto Customersarnsing out of the supply of 1 le communic ations
Produc ts.

General Rules
The generalrulesin chapter3 apply in addition to the Rulesin thisc hapter.
Rule s

Thischapterdoesnotapply to the Billing of goodsand serwicesprovided by a Supplierin
relation to specific worksand commercialamange me ntsthat are not the Suppliers
market offernngs.

5.1 Information about charging, Bills and payment processes

5.1.1 A Sup p lie r must:

(a) Pricing, Billing and payment terms: ensure that in the
Suppliersinformation available to a Customerthat
descrbesits Telecommunic ations Products, oron request
consistent with clause 3.2.2,a Consumermay obtain
information about its:

(1) Charges and Disc ounts;

(i) its various Bill Me dia ;

(i) any Billing Options;

(iv) Billing Period policy;

(v) termsand conditionsapplicable to the Supplier s Bill,
any Billing Options, its fre quency and its payme nt;

and

(vil processesto assist Customerswho are experiencing
d iffic ultie s paying the ir Bills.

(b) Billpaymentinformation: atthe time of, orbefore, the issue
to the Customerofthe first Bilby the Supplier, advise
Customersin generaltermsof:

(6] the time they have to pay forTelec ommunic ations
Services;

(1) theirobligation to pay Bills for Te le c o mmunic a tions
Servicesby the due date;

(i) anyprocessesthe Supplerhasfor:

A. inte im Billing orc hangesin the Billing Period;
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B. following up overdue Bills;

C. assisting Customers who experience diffic ultie s
paying theirBils, inc luding where to accessthe
Suppliers Financial Hard ship policy referred to in
clause 6.11;

(iv) the effectofpartpaymentofa Billand any method
used by the Supplierforallocating amountsreceived;
and

(v) the factthatnon-paymentorrepeated late payment
of Bllsmay have an effect on the provision of c urrent
orfuture Telec ommunic ations Servic e s to the
Customer.

5.2 Charging policies and rules, charging for Bills

Subjectto the exceptionsin clauses5.2.1(a) and (b), a Suppliermust
supply its Customers with a Billusing a Bill Media thatthe Customerhas
been advised of, and must make allinformation about a Customer s Billing
available to that Customer.

5.2.1 Providing Bills: A Suppliermust supply a Billto a Customer, and
where applicable a formerCustomerforeach curent Billing
Period,except:

(a) where
(1) the Customerpaysby Direct Debit; and

(i) the Chargesforthat Billing Period are forthe same
fixed amountin each Billing Period; and

(i) the Customerand Supplierhave agreed, in the
Supplierstemms and c onditions forthe relevant
Telecommunic ations Poduct orotherwise, that,
although a Charge forthat fixed amount willbe
payable by the Customer, a Bill wilnotbe issued
unle ss the totalamount payable in that Billis more
than10% higherthan that fixed amount;or

(b) imrespectofa Pre-Paid Service.

5.2.2 Information required ifno Bill: fa Supplerdoesnotissue a Bil, but
clause 5.2.1(a) applies, the Suppliermust obtain the Customers
prorconsent to any Charge thatwilbe applied in addition to the
fixed amount and advise the Customerhow to contact the
Supplierifthey have a Billing Enquiry.

5.2.3 Formatof Bill Media: A Supplier must o ffe rits Custo me rs the ability
to receive a Billand any Billing mformation in a Bill Media that the
Customerisable to store and reproduce. BillMedia optionsmay

mnclude,butare not imited to, any one ormore ofthe following
Bill Media:

(a) paperform sentbyregularpost;
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(b) emai;or
(¢c) onlne.

5.2.4 Changes to Bill Media: Fa Supplierproposesto change its Bill
Media, it must inform the Customer:

(a) ofthe proposed change to the Bil Media; and

(b) ofanyoptionsopen to the Customerin relation to that
change.

Priorto levying any Charge forthe issue ofa Billin additionalBil
Media; orin Bill Media diffe rent from the Sup plie r's usual Bill Me dia
forthat Customerin addition to complying with clause 5.6.1, the
Sup p lier must inform the Customerofthe amount ofthe Charge
and itsmethod ofcalculation.

5.2.5 Billing information provided free of Charge: A Supplierfollowing a
Customersrequest and inespective of whetherornot pre vio usly
made available on a Billorotherwise made available,in a format
thatisable to be read and understood, must provide to
Customers and formerCustomers:

(a) allBiling information related to that Customersorformer
CustomersTelecommunications Service fora period of up
to sixyearspriorto the date the information isrequested;
and:

@) that Billing mformation must be provided through one
medium free of charge forthe period ofup to 24
months priorto the date the Billing information
requestisreceived by the Suppler;

(1) forinformation requested which isolderthan 24
monthsand up to six years from the date the
Customerrequestisreceived by the Supplier, the
Supplermay impose a Charge forthe provision of this
information;

(i) where requested, the Suppliermust include ke mised
detaisofallChargesassociated with the
Telecommunic ations Service ;

(iv) Customersmay request provision of Billing information
via othermediums and formatsnomally available
from the Supplier(e.g. hardcopy billre-prints) and
subjectto clause 5.2.6, the Supplermay impose a
Charge forthe provision of this info rma tion.

5.2.6 Costofproviding Billing information: fa Charge forproviding
Billing informationisapplied by a Supplierin accordance with
clause 5.2.5 above,t mustbe limited to the cost of providing the
information.

5.2.7 Cost of Billing Enquiry: A Supplierwhich providesaccessto its
Billing Enquiry point by telephone (including calls from a mobile
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phone) must provide such accessat Untimed Callrates, unless
agreed otherwise with the Customer.

5.2.8 Costofdata containing Billing information: fa Supplieris making
imformation from,orabout, a Bil, available in an elec tronic form,
it must offeratleast one method ofaccessing thatinformation
thatdoesnotinvolve Chargesbeing imposed by that Suppler.

5.3 The Bill

A Suppliermust ensure thatits Bills fora Telec ommunic ations Servic e
contain rele vant Billing informa tion.

53.1 Bill content requirements: A Suppliermust include in each Billit
issues, at le ast:

(a)

(b)

(c)

(d)
(e)
(f)

(g)

(h)

(i)

0

(k)

(D

the Customersorformer Customer s Billing Name and Billing
Address;

the Supplierstrading name and ACN and/or ABN;

the Billissue date and se quentialidentification (such as
Invoice numbering ordates) to enable a Customer, or
formerCustomer, to readily identify if a previous Bl hasnot
beenreceived and readily determine the chronological
orderofBilsreceived;

the Billing Period;
anaccountreference number;

a Customerreference to be used when paying online,
which isthe same on each Billforthat Customer, orformer
Customer, forthe same Telecommunic ations Poducts. A
Suppliermay, however, change the Customerreference
from time to time when its circ umstancesrequire it (such as
a change to its billing syste ms);

the current due date forthe Billed Chargesand the due
date forany outstanding amount;

atleastone free method of Bill payment;

advice regarding any additional Charges(e.g.creditcard
merc hant fees) thatwilapply forany additionalpayment
method;

the name of, orreference for, the agreementorplan to
whic h the Billrelates;

any Chargesthatexceeded any spend limitsorincluded
allowance thresholds;

a description ofthe Chargesincluded in the Bilinc luding
the totalamount ofthe Bil, any applicable Discountsor
creditsbeing applied to the BillorCharge, inc luding any
Third Party Charges;
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(m) forBillsthatcontain Chargesforan Included Value Plan,
the totalamount ofthe Bilforofeach the two previous
Billing Perio ds;

(n) forBillsthatcontain Chargesforan Included Value Plan, a
link to the area on the Suppliers website where the
Customercanobtaincalland data usage informationor
instruc tions on where the Customercanobtain calland
data usage mformation;

(o) acontactpointforthe Customer, orformer Customer, to
make Billing Enquiriesthatincludesatleasta telephone
number;

(p) acontactpointforthe Customer, orformerCustomer, to
obtain pricing information if not available from the contact
pointdescribed in clause 5.3.1(0);

(q) the hoursofoperation ofthe contact pointin clause
5.3.1(0) above, ifthe contact pointisopen lessthan 24
hours, 7daysa week;

(n the nature ofany Chargesapplying to Billing Enquiry c alls,
including information about any Charge greaterthan the
Supplierslocalcalltarff, orequivalent.

5.3.2 Bills fornew products, features orservices: A Suppliermust not
release a new product, feature orservice,exceptaspartofa
free trial without having appropriate Biling amangementsin
place, unlessthe Supplier:

(a) hasagreed with a specific recipient Customerorgroup of
recipient Customersto provide them with c ustomised or
limite d Biling armrangements; and

(b) hascleady nformed them ofthe details ofthe customised
orlimited Billing amrange ments,

priorto the Supplierproviding, orthe Customerac cessing, the
product, feature orservice.

5.4 Timing of Bill

54.1 Tmeliness of Bill issue: Sup pliers must issue a Billto a Customer, or
former Customer, within 10 Working Days afterclosure of the
Billing Period, except when:

(a) temporary system orprocessing problems orissues arise;
(b) a Force Majeure eventoccurs;or

(¢c) a Supplierdelaysthe issue ofa Bil for CustomerService
purposes,

and ifany delay extends beyond 10 Working Days, the Customer
mustbe granted an extension of time to pay ofnotlessthan the
length ofthe delay.
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5.4.2 Tmeliness for Billed Charges: A Supp lier must:

(a) endeavourto incomporate allChargesrelating to the
current Billing Period into a Bill

(b) inform the Customer, orformerCustomer, that some
Chargesin a Bllmay relate to a previous Biling Period; and

(c) mnotBillforChargesolderthan 160 days from the date the
Charge wasincumred forthat TRlecommunic ations Service.

54.3 Allowable delays: A Supplierwilnotbreach clause 5.4.2 because
ofdelaysdue to:

(a) changesto the regulatory orlegislative frame work
applicable to allSuppliers and one-off network
infra struc ture changes, where priornotice hasbeen given
to affected Customers, orformerCustomers;or

(b) a Force Majeure event.
5.5 Verifying Charges

55.1 Supplierverification: A Suppliermust ensure it provide s, and must
be able to verify and demonstrate, Billing Accuracy exceptfor
maccuraciescaused by:

(a) the Supplersreliance on information provided by a person
who isnotitsdirector,employee oragent;

(b) anactionorfailure ofanotherperson who isnot the
Suppliersdirector,employee oragent;or

(¢c) anaccident, mistake orany matterbeyond the Supplers
control, where the Suppliertookreasonable care and
precautionsto avoid the maccuracy.

5.5.2 Verification of Charges: A Suppliermust e nsure that suffic ie nt
mformation isreadily available to the Customer, orformer
Customer, to allow them to verify that Chargesare comectand
c onsiste nt with:

(a) the Supplierspublished orcontracted Chargesand
Disc ounts; and

(b) the Telecommunic ations Products which the Customer, or
formerCustomer, hasrequested, used orcontracted to
receive.

5.5.3 Itemised Charges: A Suppliermust ensure that temised detaisof
allChamgesrelating to its Rlecommunic ation Productsare made
available to the Customer, orformer Customer, unless they have
otherwise requested oragreed.

554 Tmed Calls: A Suppliermust supply ormake available to the
Customer, orformerCustomer, kemised Timed CallCharges,
unle ss they have otherwise requested oragreed.
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55.5 Notice period for temised Billing: A Sup p lie r must inform its
Customersofanynotice period required by the Supplierin order
forthe Supplierto provide ke mised Billing details to them.

5.6 Payment options

5.6.1 No Charges forBill payment: The Suppliermust offeratleast one
method of payment forits Tele c o mmunic ations Prod uc ts that is
free of chargesimposed by the Suppler.

5.6.2 Verifying payment: A Suppliermust provide a meansby which a
Customer, orformerCustomer, may easily verify any payments.

5.6.3 Timeliness of Bill payment processing: A Sup p lier must:

(a) note Bllpaymentsin the Supplier'srele vant system within 48
hours from the start of the next Working Day afterthe
Supplieris formally notified of payment;

(b) applypaymentsreceived by the due payment date to the
Customers,orformerCustomersaccount:

(1) priorto generating the subsequent Bill; or

(1i) within 5 Working Daysofthe paymentbeing received
by the Suppler,

whicheverissooner; and

(c) applypaymentsreceived afterthe due paymentdate
within 5 Working Daysofreceiving the payment.

5.6.4 Exceptions forBill payment processing: A Supplierwilnotbreach
clause 5.6.3 when:

(a) system orprocessing problemsoccur

(b) the Supplierdoesnotreceive accurate,complete and
timely information about payment forthe
Telecommunic ations Service; or

(c) a Force Majeure eventoccurs.
5.7 Direct Debit

5.7.1 Direct Debit payment: A Supplieroffering Direct Debitasa
payment facility fora Telecommunic ations Service must comply
with the Customer s authorsation and:

(a) mustensure thatthe Customer, orformerCustomer,can
accessallBilling information on request and before the
Direct Debit oc c urs;

(b) mustensure thatthe Customer, orformerCustomer, can,
on reque st, verify that its Direct Debit amangements are in
accordance with theirauthorsation;
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exceptwhere clause 5.2.1(a) appliesorwhere otherwise
agreed between the Supplierand the Customer, must
allow the Customer, orformerCustomer, notlessthan 10
Working Daysto checkthe Billorifno Billisrequired, all
applicable Chamges, before the associated Direct Debit
transaction occ urs;

subjectto compliance with clause 5.4.1, must provide
detailsofa Direct Debit transaction to the Customer, or
formerCustomersnominated financialinstitution in a timely
manner, to ensure the transaction to take place asclose as
possible to the due date forpayment;

must ensure thata Customer, orformerCustomer, can
readily cancela Direct Debit authorisation by providing a
simple mechanism (such asemailorfaxed requestto do
s0); and

must cancela Direct Debit authorisation within 3 Wo rking
Daysofreceiptofthe requestdetailed in clause 5.7.1(e)
above.
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6 CREDITAND DEBTMANAGEMENT

Summary

Thischaptersetsout what Consumersare entitled to from Suppliers, and what Sup p le rs
must do, in relation to the provision and managementofcreditin connection with the
supply of Blecommunications Products, including the denialand restriction of access

to 2lecommunications Sericesforcredit-related reasonsand the application of a
Suppliers Financial Hardship policy.

General Rules

The genemlrulesin chapter3 apply in addition to the Rule s in thisc hapter.

Rule s

6.1 Tools for pre venting unauthorised access

6.1.1 A Sup plier must:

(a) Make available information abouttools: make available,
atno cost, information about any toolsthe Supplieroffers
forpreventing unauthorised accessto oruse of
Telecommunic ations Servic e s, inc luding informa tion
about:

@) how to obtain assistance to use those tools; and

(i) the costofanytoolsoffered directly by the Supplier.
6.2 Responsible provision of Tele communic ations Products

Suppliers must undertake a Credit Assessment before providing a Po st-
Paid Service to a Consumer, and explain the financialimplic ations of the
provision of that Post-Paid Service to a Customerortheir Guarantor.

6.2.1 A Suppliermust take the following actionsto enable this
outcome:

(a) Assesscreditrisk: undertake a Credit Asse ssment;

(b) Advising the Customeraboutliability: where the Supplieris
made aware by the Customerthatthe Customerisnot
going to be the principalend userofthe
Tele c ommunic a tions Servic e, inform the Customerat the
time tbecomesaware (orassoon aspracticable
thereafter), that the Customerremainsliable forthe use of
the Telecommunic ations Servic e

(c) Requiring a Guarantee: ifa Supplierrequiresa Guarantee
the Suppliermust provide advice to the Guarantor
regarding the nature and effect ofthe Guarantee before
the Guarantee isprovided by the Guarantorand the
Telecommunic ations Poductisprovided by the Suppler;
and
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(d) Cooling offperiod forGuarantor: provide a Guarantorwith
a minimum 10 Working Dayscooling offperiod in which
the Guarantormay terminate the agreement forwhich
the Guarantee isprovided.

6.3 Provision of nformation where service is Restricted at the
time of application

Suppliers must provide Consumers seeking a Tele c o mmunic a tio ns Se rvic e
with information abouta decision taken by the Supplierin relation to a
Restriction placed on the supplyoforaccessto a Telecommunic a tions
Service atthe time the TRlecommunications Service isapplied for.

6.3.1 A Suppliermust take the following actionsin relation to a
Consumerseeking a Telecommunic ations Service to enable this
outcome:

(a) Explain Restrictions attime ofapplication: explain to the
Consumerthe generalnature ofthe reasons forthe
Re stric tion, inc luding :

@) Tele communic ations Services: whic h of the
Suppliers Tele c ommunic ations Servic e s the
Consumerwilhave accessto afterthe Restric tion is
applied;

(i) RemovalofRestrictions:ifapplicable, how a
Consumermay have the Restric tion removed;

(ii) Who may remove Restric tions: if the Restriction can
be removed by anyone otherthan the Consumer;

(b) Oraladvice of Restriction: where the Consumeris
informed orally ofthe Restriction and the reasons forit, the
Suppliermust make attemptsto ascertain whetherthe
Consumerhasunderstood the oraladvice given.

6.4 Se ¢ urity De posit

In the eventthata Security Depositisrequired by a Supplier, the Supplier
must provide the Consumerwith information about the termsofthat

Se ¢ urity De possit, inc luding the circ umstancesin which the Se ¢ urity
Deposit may accrue interest, be forfeited orbe repaid.

6.4.1 A Suppliermust take the following actionsto enable this
outcome:

(a) Requirementfora Security Deposit: base the requirement
fora Security Deposit on the outcome ofa Credit
Assessment conducted in relation to the Consumerand
the Telecommunications Poductto be acquired by the
Consumer,

(b) Proragreementto Security Deposit: obtain the
Consumersprioragreementasto the circumstancesin
whic h the Security Deposit orpart thereofwilbe forfeited.
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In the absence ofsuch agreement, the Suppliermay
decline to supply to the Consumerthe relevant
Te le c ommunic a tions Pro duc t;

(c) Repaymentand interestinformation: within 10 Wo rking
Daysofthe Supplierreceiving the Sec urity De po sit, ad vise
the Consumerofrepayment and interest amangements
and the accountto which the Security Deposit willbe
appled;

(d) Opportunity to pay: before accessing the Sec urity De posit,
advise the Consumerthat the Securty Deposit willbe
accessed within 5 Working Daysand provide an
opportunity forthe Consumerto pay within that period;
and

(e) Repaymentto the Customer: repay to the Customerthe
amount ofthe Security Deposit (orthe balance then
remaining ), and interest accrued in relation to it, within 10
Working Days ofthe Customer:

(6] satisfactorly completing the terms of the Sec urity
Deposit amangements;or

(i) ceasing to receive the relevant Tele c o mmunic ations
Produc ts from the Supplier.

6.5 Spend ManagementTools

6.5.1 A Sup p lie r must:
(a) Provide tools: provide Spend Management Thols;

(b) Make available information abouttools: make available,
manaccessble manner,atno cost, nformation about its
Spend Management Dols, including information abo ut:

(1) how to obtain assistance to use those Spend
Management Tools;

(i) the costofany Spend Management olsoffered
directly by the Suppler;

(i) the approximate delayofany unbilled usage
information provided including forthe no tific a tio ns
refemred to in clauses 6.5.2(a), 6.5.2(b) and 6.5.2(c);
and

(iv) anyusage typesthatmaynotbe included in the
unbilled usage mformation provided (such asusage
mncurred outside Australia, premium service and
otherthird panty charges, etc) which must inc lude
detaisofusage typesnotincluded in the usage
notificationsreferred to in clauses 6.5.2(d), 6.5.2(e)
and 6.5.2(f); and
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(c) 'TolsforCustomers withoutintemetaccess: ensure that
Customers who obtain services otherthan intemetservices
from the Supplierhave accessto atleastone Spend
Management Tbolwhichisnot dependent on the
Customerhaving intemetaccess.

6.5.2 Usage notifications: Foreach Residential Customerwho receives
eitheran Included Value Plan ora Post-Paid Service fora
broadband plan with an included data allowance from a
Suppler:

(a) where there isno Hard Cap (in relation to the allowance
forcallsy/ SMS), Shaping (data allowance) and/or
equivalent measure thatappliesto the plan;

(b) the usage type in question underthe plan isnotunlimited;
and

(c) inrelationto hcluded Value Plans, where such planswere
launched by the Supplierafter1 March 2012,

then a Suppliermust provide an elec tronic notification to that
Post-Paid Service no laterthan 48 hours afterthe Customerhas
reached the following point each month:

(d) 50%ofthe expenditure and/orthe data allowance which
formspart ofthe ncluded value in theirplan (and if only
one notification is sent by the Supplier, then whic hever
thre shold oc c urs first);

(e) 85%ofthe expenditure and/orthe data allowance which
formspart ofthe mcluded value in theirplan (and if only
one notification is sent by the Supplier, then whichever
thre shold oc c urs first);

(63)] 100% ofthe expenditure and/orthe data allowance
which formspart of the included value in theirplan (and if
only one notification is sent by the Supplier, then
whic heverthreshold oc c urs first);

and the Suppliermust also inform the Residential Customerat
the time of sending the 100% no tific ation of the following
information (eitheraspart ofthe notification, orvia an included
link in the notification, orseparate to the notific ation):

(g) the Chargesapplying once 100% ofthe included value or
data allowance hasbeen used;

(h) thatthe information in the above notification may be up
to 48 hoursold; and

(6] that the notification doesnotinclude calls or SMSto
overseasorusage outside Australia; and
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(§)] Platform-based notifications: send the above usage
no tific a tio ns:

(61] via SMSoremailfornationalvoice callsand national
SMSusage on ncluded Value Plans;

(1) via SMSoremailfornationaldata usage on
Included Value Plans; and

(i) via emailfornationaldata usage on intemet plans,

unle ss the Residential Customerchoosesa different option that
the Supplierhasmade available to receive these no tific a tions.

6.5.3 Customeroptions: In respect ofthe notificationsspecified in
clause 6.5.2,a Suppliermay atitsdiscretion make avaiable and
allow its Residential Customersthe choice of:

(a) notreceiving allorsome ofthe no tific ations;
(b) receiving more no tific a tio ns;
(c) receiving notificationsat different usage points; and/or

(d) receiving usage notificationsvia a different method,
provided that the Suppliermust:

(e) where a Customerhasmade a choice, make a record of
that Residential Customerschoice from time to time
underthisclause 6.5.3 and retain the records forthe
duration of the relevant CustomerContract; and

() notengage in practicesthat would encourage its
Residential Customersto optoutofreceiving allorsome
of the notificationsspecified in clause 6.5.2.

6.5.4 Scope:Foravoidance of doubt, the mandatory usage
notificationsreferred to in clause 6.5.2 and 6.5.3:

(a) onlyapplyto nationalcalls, SMSand data usage in
Australia and do notcoverany usage whilst overseasor
callsorSMSsentto overseas; and

(b) mustbe provided by Suppliersfree of Charge.

6.5.5 OtherSpend Management Tools: While features of Suppliers’
Spend Management holswillvary between Suppliers, in
addition to the required usage notificationsreferred to in ¢ lause
6.5.2,a Suppliermust also make available to Customersatleast
one ofthe following:

(a) the ability forCustomersto accessusage information that
isnearto realtime information e.g.ideally no olderthan
48 ho urs;

C628:2015 (Incorporating Varation No.1/2016) CO PYRIGHT
FEBRUARY 2016



-50 -

(b) the ability for Customersto choose a productthat
featureseithercessation ofa Telec o mmunic ations Servic e
orofanaspectofa Telecommunic ations Service within
an advised timeframe, oranotherform ofcontrolthat
limits use ofthe Telecommunic ations Service in such a way
asto stop chargesforthat Tlecommunic ations Service
exceeding anagreed spend limit within the rele vant Billing
Period;

(c) callbamng orRestrictionson certain Telec ommunic ations
Services (e.g. formore expensive Telec ommunic atio ns
Services);

(d) providing usage charge advice before orduring the use
ofa high value Telecommunic ations Service;

(e) prepaid services(exceptthose with a balance triggered
automatic top up that hasno limitationsset on the
automatic top up, which would notbe deemed to meet
the requirermentsofacting asa Spend Management
Tol;

(f) Hand Caps;

(g) reducing broadband intemetdownload speed when a
usage limitisreached,

orany otherSpend Management Toolthe Suppliermay choose

to offer.
6.6 Remindernotices
6.6.1 A Suppliermust, where issuing written remindernotic e s, advise

the Customer, orformerCustomer, ofthe SuppliersFnancial
Hardship policy and how to obtain more detailson it.

6.7 Notice to Restrict, Suspend orDisconnect a service

Suppliers must ensure Customersare given adequate notice regarding a
decision by the Supplierto Re strict, Suspend orDisconnect their
Telecommunic ations Service forcredit and/ordebt management

re a sons.

6.7.1 A Suppliermust take the following actionsto enable this
outcome:

(a) Pre-conditions for Re stric tion, Suspension or Disc onne ¢ tion:
only Restrict, Suspend orDisconnecta
Telecommunic ations Service forcreditand/ordebt
management re asons, witho ut first informing the
Customer, if

(6] the Supplierassessesthatthe Customerorthe
account statuspresentsan unacceptably high
credit risk to the Suppler,
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(1) the Supplierreasonably suspectsfraud orattempted
fraud;or

(i) the Customerhasnominated to the Supplera
Re stric tion Point and the Customerhasreached that
Re stric tion Po int;

(b) Prornotice of Restric tion, Suspension or Disc onne c tion
action: unlesssubclause 6.7.1(a) applies, give the
Customeratleast 5 Working Days’ notice priorto the
Re stric tion, Suspension orDisc onnec tion of the
Telecommunic ations Service, including an indication of
the eardiest date the Re stric tion, Suspension or
Disconnection could occurand the date ofissue of
comespondence ifthey are informed in writing ;

(c) Precautions to be taken: when notifying a Customerabout
a Supplie ¥ s Re stric tion, Suspension orDisc onnec tion of the
CustomersTelecommunic ations Service:

(61] make reasonable attemptsto ascertain whetherthe
Customerhasunderstood anyoraladvice given;

(1) ensure that attemptsto inform are directed to the
Customer; and

(i) ensure thatthe primary method ofnotification used
isa formatreasonablyacceptable to the Customer
based on theirusage history;

(d) ContentofRestric tion or Suspension notice: if no tifying a
Customerabouta Suppliers Restric tion or Suspension of
the Customer s Tele c o mmunic a tions Servic e , mfo rm the
Customer:

1) aboutanyon-going oradditional Chargesthat wil
stillapply whilst the Tele c o mmunic ations Servic e is
Restricted orSuspended;

(i) aboutthe Suppliers Fnancial Hardship policy in
case the Customerneedssuch assistance; and

(i) aboutanyimpactsthe Restric tion orSuspension
may have on otherservicesthe Customerhas with
the Supplier;

(e) Form and content of Disc onnec tion notice: if no tifying a
Customerabouta Suppliers Disconnec tion ofthe
CustomersTelecommunic ations Service, send a separate
Disc onnection notice, notjust a Bil, to the Customerand
any relevant Guarantorpriorto Disc onnec ting the
Telecommunic ations Service and the notice of
Disc onnec tion must inform the Customerand Guarantor:

(6] that, after Disconnection hasoccumed, the
CustomersTelecommunic ations Service plan
and/orTelecommunications Poduct (and/or, where
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applicable, telephone number), mayno longerbe
available;

(1) aboutany impactsthe Disconnection may have on
otherservicesthe Customerhas with the Supplier;

(i) aboutthe consequencesofnon-payment, including
that the Customersdefaultleading to the
Disconnection may be disclosed to a Credit
Reporting Body and/orcollection agency and/or
debtbuyerand maybe added to the Customers
credit file with a Credit Reporting Body;

(iv) aboutthe Suppliers Fnancial Hardship policy in
case the Customerneedssuch assistance;

(v) thatthe debtmaybe passed to a collection
agencyand/ordebtbuyer; and

(vi) thatlegalaction maybe taken to recoverthe
unpaid debt.

6.8 FairCredit Management process

Sup pliers must ensure that Customersand formerCustomersare treated
with faime ssin relation to the Credit Management process.

6.8.1 A Suppliermust take the following actionsto enable this
outcome:

(a)

(b)

(c)

(d)

(e)

Review: following a Customersrequest, review any
decision to Restrict, Suspend orDisc onnect the
Telecommunic ations Service and inform the Customerof
the outcome ofthatreview. Ifthe review isnot
undertaken and completed by the Supplierat the time of
the Customer s request, the Supplie r must no tify the
Customeratthattime when the review wilbe completed;

Advise of dispute resolution options: following a review as
referred to in clause 6.8.1(a) above, if the Customer
remains dissa tisfied with the outcome of the review,
advise the Customerofhow theycan make a Complaint;

Supplier's mistake: notimpose a reconnection Charge
following Suspension orDisc onnec tion if it re sulte d from
the Supplier s mistake;

Credit Management Charges: not impose Credit
Management Chargesunlessthe Chaigesare a
reimbursement of the Supplierscosts and the Customeror
formerCustomerisadvised ofitsamount ormethod of
calculation;

Issues following sale ofdebt: Resolve any Billing Complaint
orTlecommunic ations Servic e issuesthat arise aftera
debthasbeen sold orassigned to a third party;
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(63) Defaultlisted in emor: where a Supplierbecomesaware
thata CustomerorformerCustomerhasbeen default
listed in error, use reasonable endeavours to inform the
Credit Reporting Body within 1 Working Day;

(g) PFailure to pay through no fault of Customer: where a
CustomerorformerCustomercan demonstrate thatthey
have taken allreasonable stepsto pay a known due debt
but the Bllhasnotbeen paid due to the fault of a third
party orthe Supplier, the Supplier must ensure that:

(6] if the CustomerorformerCustomerhasbeen
default listed with a Credit Reporting Body asa
re sult, it no tifie s the Credit Reporting Body within 1
Working Day;

(1) no additional Credit Management Chargesapply;
and

(i) no othercreditrelated disadvantagesarse forthe
Customerorformer Customer.

6.9 Credit Management fordisputed amounts

6.9.1 A Sup p lie r must:

(a) Amounts thatare the subjectofan open Complaint: not
take Credit Managementactionin relation to a specified
disputed amount thatisthe subjectofan unresolved
Complaint in circ umstances where the Supplierisaware
that the dispute hasnotbeen Resolved to the satisfaction
ofthe Consumerand isbeing investigated by the Supplier,
the TIO ora relevantrecognised third party;

(b) Timing ofcommencementofCredit Management action:
advise the Customerorformer Customerwhen the
Supplerwilcommence any Credit Managementaction
afterthat dispute hasbeen Resolved;

(c) Separation ofdebts: take stepsto ensure thatdebtssold or
assigned to third partiesorlisted with a Credit Re porting
Body do notinclude any specified disputed amountsthat
are the subjectofan unresolved Complaint; and

(d) Amounts notthe subjectofunresolved Complaint: where
partofan amounton a Billisthe subjectofan unresolved
Complaint, advise the Customerorformer Customerthat
Credit Managementaction maybe undertaken in
relation to those amounts which are notthe subjectof
that unresolved Complaint.
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6.10 Debtcollection

6.10.1 A Suppliermust:

(a)

(b)

(c)

(d)

(e)

Collection activities: while everitisin force,adoptbest
practice assetoutin the ACCC and ASIC guideline “De bt
collection guideline : forcollectorsand creditors” issued in
July 2015 when collecting amounts due;

Disadvantaged and vulnerable Customers: in their
collection activities, while everitisin force,adoptbest
practice assetoutin the ACCC Compliance Guide
“Don't take advantage ofdisadvantage:a compliance
guide forbusine ssesdealing with disadvantaged or
vulnerable consumers” issued in 2011;

Intemal dispute resolution: require thatallofthe Suppliers
debtcollection activities have an intermaldisp ute
resolution proc e ss;

Debtbuyers: only sella debtto a debtbuyerifthatdebt
buyerisa memberofan ASIC approved extemaldispute
re so lution sc heme; and

Notification ofsale of debt: no tify the Customerorformer
Customerin writing within 25 Working Daysthat the debt

hasbeen sold, oramange forthe purchaserofthe debt to
do so.

6.11 Financial Hardship policy

Suppliers must have a Financial Hardship policy and ensure thatitiseasy
forConsumersto find and access.

6.11.1 A Suppliermust take the following actionsto enable this
outcome:

(a)

(b)

(c)

(d)

Accessibility of Financial Hardship policy: ensure that its
Fnancial Hardship policyisreadily accessible on the
Suppliers website;

Contactdetails: provide relevant contact details of staff
with whom the CustomerorformerCustomermay disc uss
the Financial Hardship policy;

Community financial counsellor: provide detaisofa
source at which the ConsumerorformerCustomercan
locate contact details of community financial counsellors
orconsumeradvocates who dealwith financial diffic ulty
ma tte rs;

Summarnising the Financial Hardship policy: provide a
summary to a Customer, orformerCustomer, of how the
Suppliers Financial Hard ship policy may assist them:

(6] upon reque st;
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(1) when the Customer, orformerCustomerindic ates to
the Supplierthatthey are experiencing Financial
Hardship;or

(i) ifthe Supplierconsidersthe Customer, orformer
Customer,may be eligible forthe policy;

(e) Financial Hardship policy: provide atleast the following
mformation aspartofthe Financial Hardship policy:

1) optionsavailable to the Customer, orformer
Customer, to assist with theirmanagementof
Financial Hardship asitrelates to theiruse of
Telecommunic ations Services (e.g. spend controls,
Restriction of service);

(1) available timesforcontact with the Supplier
regarding the Financial Hardship policy;

(i) information thatthe Suppliermight require a
Customer, orformerCustomer, to provide to make
an assessment of Financial Hard ship underthe
Financial Hardship policy, e.g. ncome details,
details of the Telec o mmunic atio ns Servic e
(telephone number,broadband) and mostrecent
contactdetails; and

(iv) generally how the Suppliermakesan assessmentof
Financial Hardship underthe Fnancial Hard ship
policy; and

® Training of staff: ensure that the Suppliersstaff who are
directly involved in applying the Financial Hardship policy
are appropriately trained.

6.12 Fairand timely Financial Hardship assessment

Sup pliers must asse ssthe CustomersorformerCustomerseligibility for
assistance underthe Suppliers Financial Hardship policy in a fairand
timely manner.

6.12.1 A Supplermust take the following actionsto enable this
outcome:

(a) Information required: inform the Customer, orformer
Customer, of the informa tion whic h the Supplierre quire s
to assesstheireligibility forassistance underthe Financial
Hardship policy and inform them that the assessmentmay
be based on the information provided by them orother
information available to the Suppler;

(b) Provision of information for assessment: nform the
Customer, orformerCustomer:

1) that, if the Supplierre quire s sup porting
documentation from a Customer, orformer
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Customer, to assesstheireligibility forassistance
underthe Financial Hardship policy, the Customer,
orformerCustomer, must send the documentation
to a specific contact point. The Supplier must
acceptsuch documentation via:

A. a postaladdress;
B. facsimile;or
C. email

and provide the Customer, orformer Customer,
with detailsforthose contact pointsaspreferred by
the Customer, orformer Customer;

(1) if the information provided by the Customer, or
former Customer, is not sufficient to make an
assessment of eligibility underthe Financial Hard ship
policy, of what otherinformation isneeded to make
such an asse ssment;

(i) that, where the requested information isnot
provided, an assessment may notbe made;

(iv) how long t wiltake to make an assessment for
assistance; and

(v) thatthe provision offalse orincomplete information
may result in the Suppliercancelling any hardship
amangements;

(c) Understanding:in relation to the provision of information
referred to atclauses6.12.1(a) and 6.12.1(b), the Supplier
must make attemptsto ascertain whetherthe Customer,
orformerCustomer, hasunderstood the information
provided by and contained in requestsbeing made by
the Supplier;

(d) Tming of assessment: ensure that an assessment
regarding eligibility forassistance undera Fnancial
Hardship policy ismade within 7 Working Days after
receipt of the finalinformation from the Customer, or
former Customer;

(e) PFailure to meetcrteria: nform the Customer, orformer
Customer,immediately if assistance wilnotbe given
where tisclearto the Supplierthat the Customer, or
formerCustomer,doesnot meet assistance critera;

(63) Rexible repayment options; where possible provide
flexible repaymentoptionsto meetthe Customers
individual circ umstances;

(g) No charge forassessment: notcharge foran assessment
of, orsubsequently foradministration of, an amrangement
undera Fnancial Hardship policy; and
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Changed circumstances: review the amangements if the
Customerno tifie s the Supplierthat the Customers, or
formerCustomers, cicrumstances have changed.

6.13 Communication of Financial Hardship amange ments

6.13.1 A Suppliermust:

(a)

(b)

(c)

(d)

(e)

Amangementdetails: supply to a Customer, orformer
Customersdetails ofthe Financial Hardship amangement
onrequest, which detais must be given in writing if
requested by the Customerin that form;

Rights and obligations: inform the Customer, orformer
Customeroftheirrights and obligations underthe

Fnancial Hard ship amangement, inc luding witho ut
limitation that they have an obligation to promptly advise
a Supplieriftheircirc umstanceschange during the term
of the Financial Hardship armange ment;

Duration ofamangement: advise the Customer, orformer
Customerofthe duration ofthe Financial Hard ship
amangementorofthe review date ofthe amangement;

Commencementofamangement: ensure that the
Financial Hardship amangement wilnot commence unless
the Customer, orformer Customer, indic ates their
acceptance;and

Tming of communication: advise the Customer, orformer
Customerofthe mattersreferred to in clause 6.13.1(a) to
(¢) within 7 Working Daysofthe Supplierand the
Customer, orformerCustomeragreeing to the spec ific
Financial Hardship amange ments.

6.14 Credit Management in Financial Hardship

6.14.1 A Suppliermust:

(a)

Suspension of Credit Managementaction: suspend Credit
Managementaction whilst an amangementundera
Financial Hardship policy isbeing discussed orisin place
unle ss:

(61] the Customer, orformerCustomer,doesnot meet
theirobligationsunderthe amangement. In that
event, if the Customer, orformerCustomer, doesnot
contactthe Supplierto discussa new amangeme nt,
the Suppliermust take reasonable stepsto contact
the Customer, orformerCustomer, before taking
Credit Management action;

(i) the Supplerdecidesitisreasonable to do so given
the circumstances, e.g.to prevent a furtherincrease
in the debtowed;or
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(i) the Customer,orformerCustomer, agreesthat the
amangementisunable to be completed;

Restarting Credit Managementaction: restart Credit
Managementaction when one ormore ofthe above
conditionsare met(asapplicable to the Customers,or
formerCustomersindividualsituation) and the Supplieris
unable, using reasonable steps, to make contact with the
Customer, orformer Customer; and

Prohibition on certain debtsale: not sellthe debt while an
amangementundera Fnancial Hardship policyisin place.
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7 CHANGING SUPPLIERS

Summary

Thischaptersetsout Consumernghtsand Supplierobligations when Consumersseek to
change theircument Supplierofa T lecommunications Service to an alte mative Supplier.
Ealso setsout Suppliers’ obligationsto Customerswhen a transferofa Customer's
Telecommunications Service arnsesasa result of the sale of a Suppliersbusinessora
compormte reorganisation of the Suppler.

The G651:2014 Custome rAuthorisation Guide line setsout additionalinformation Gaining
Sup plie rs should provide to Consumersbefore they agree to a Tansferand the
information to be obtained from the CustomerortheirAuthorised Re pre se ntatwe fora
valid Custome rAutho risation.

General Rules
The generalrulesin chapter3 apply in addition to the Rulesin thisc hapter.

Rules

7.1 Obtaining Consent

A Gaiing Suppliermust use reasonable endeavoursto ensure thata
Consumeris only the subjectofa Transferby a Gaining Supplierif the
Consumerhasprovided theirconsent to such Transfer.

7.1.1 A Gaming Suppliermust take the following stepsto enable this
outcome:

(a) Consent: the Gaining Suppliermust ensure that the
Consumerprovidesconsent to the Transfer; and

(b) Awuthorsation: the Gaining Suppliermust use itsreasonable
endeavours to ensure that person requesting the Transferis
the Rights Of Use Holderof the Telec ommunic ations Servic e
to be transferred, orisan Authorised Representative ofthat
person.

7.2 Process and inform a tion re q uire m e nts for Tra nsfe rs

7.2.1 Promoting Transfers: A Gaining Sup p lie r must:

(a) Identify: ensure its Sale s Re pre se ntative s id e ntify the Gaining
Supplierthat they re pre sent when promo ting Transfe rs with
Consume rs;

(b) Place:where its Sales Representatives promote Transfe s to
Consumersin person, ensure thatthe promotionsare
conducted inlocationsthatare approprate; and

(c) Identity:keep recordsto enable it to identify the Sales
Representative responsible foreffecting a Transfer.
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7.2.2 Minimum information: Be fore initiating a Transferorwhen
requested by a Consumer, a Gaining Suppliermust ensure that
the Consumerreceivesatleast the follo wing informa tion:

(a) Identity of Gaining Supplier: the name and contactdetails
ofthe Gaining Suppler;,

(b) Subjectto validation: that the offerto Transferthe
Telecommunic ations Service issubject to validating that it
canbe Transferred;

(¢c) Service intermuption orchange: whetherthere wilbe an
interruption orchange to the Telec ommunic ations Servic e
during orasa result of the Transferproc ess;

(d) Equipmentcompatibility: whattype of equipment would be
compatible with the Gaining SuppliersTele c o mmunic a tions
Service;

(e) Equipmentterms and conditions: the rele vant terms and
conditionsrelating to any equipment purc hased from the
Gaining Supplierforuse with the T&le c o mmunic a tio ns
Service being Transferred ; and

H Penalties and fees: thatthe Consumermay have to pay a
penalty orcancellation fee to theirexisting Supplier, and
that there may be otherconsequencesifthey are ending
theirexisting CustomerContract with anotherSuppliereardy;

(g) Notice ofcompletion of the Transfer: that the Gaining
Supplierwilluse reasonable efforts to notify the Consumerof
the completion ofthe Transferon the dayitoccursor, if
completion ofthe Transferrelieson a third party, on the day
the Gaining Supplierisadvised thatcompletion has
occuned;

(h) Iodging aninquiry orComplaint: the approprate contact
detaisforlodging an inquiry ora Complaint about any
aspectofthe Transferif this processis different to the
Gaining Suppliersnomal Complaint handling process;

(6] Ascertaining completion of the Transfer: the mec hanism by
which the Consumercan ascertain that the Tansferhas
occurned; and

(§)] Termms and conditions: any otherterms and conditions o f the
Tansfer.

7.3 Transfervalidation

The Gaining Suppliermust undertake ac tivity to validate that the
Telecommunications Service can be Transferred.

A Gaming Suppliermust take the following action to enable thisoutcome:

7.3.1 Checkaccuracy: checkthe accuracy of the Transferdetails with
the Consumerincluding atleast:
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(a) the name and addressofthe Consumer;

(b) the detailsofthe Telecommunications Service and number,
ifapplicable, to be Transfered; and

(c) the factthatthe Telecommunications Service willbe
Tansferred to the Gaining Suppler;

7.3.2 Validate the Tansfer: validate thatthe Telec o mmunic a tions
Service canbe Transferred;

7.3.3 KFvalidated: if the Telecommunications Service can be
Transfemred, undertake the Transferasagreed with the Consumer;,

7.3.4 Fnotvalidated: if the Telecommunications Service cannotbe
Transfere d, notify the Consumerand advise what thismeansfor
the Consumer, including, where applicable, whatoptionsare
available to the Consumer.

7.4 Consumesrs to be keptinformed

7.4.1 During the Transferprocess, the Gaining Sup plier must:

(a) 'Tansfertiming: give the Consumeran indication of when
the Transferwilltake place including any applicable
cooling offperiod, orotheractivity that may delay the
commencementofthe Transfer;

(b) Processchanges: keep the Consumerinformed in a timely
mannerofany changesto the Transferprocess which may
affectthe Consumer, including detailsofany process
delaysand changesto appointment times; and

(¢) 'Tme ofcompletion: keep the Consumerinformed in a
timely mannerofany changesto the estimated time by
whic h the Transferwillbe completed.

7.5 Notification of completion of a Transfer

7.5.1 The Gaining Sup p lie r must:

(a) Same day notification: use reasonable effortsto no tify the
Customerofthe completion ofthe Transferon the day it
occursor,ifcompletion ofthe Transferrelies on a third
party, on the day the Gaining Supplierisadvised that
completion hasoccumed;or

(b) Subsequent notification: if the Gaining Supplier, having
made reasonable efforts, isunable to provide no tific ation
atthe time refermed to above, notify the Customerofthe
completion ofthe Transferwithin 5§ Working Days of the time
referred to above.
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7.6 Keeping records regarding Tansfers

A Gaming Supplermust keep recordsto enable a Customerto verify that
the Transferprocesswasundertakenin accordance with thischapter.

7.6.1 The Gaining Suppliermust create, and retain fora minimum of 2
yearsafterthe completion ofthe Transferorasrequired by law,
auditable records establishing that:

(a) Awuthorsation: the person who authorised the Transfer
advised the Gaining Supplierthatthey were authorised to
do so;and

(b) Compliance with requirements: the Transferwas
undertaken and advised to the Customerin accordance
with thischapter.

7.7 Accessing records regarding Tansfers

7.7.1 A Gaining Sup p lie r must:

(a) Accessto records: fora minimum of2 years afterthe
completion ofa Transfer, provide the Consumerwith
accessto the rrcordsmaintained by the Gaining Supplier
regarding the Transfer, nc luding any voice recording of
the ir Tansferre q ue st;

(b) Form ofaccess: ifthe Consumerrequests, fora minimum of
2yearsafterthe completion ofthe Transfer, provide to the
Consumer(or, with the Consumersconsent, to a
nominated pary) copiesofrecordsrelating to that
ConsumersTansferin a formatthatisclear,unambiguous
and easily understood by Consumers generally.

7.8 Verific ation of Transfe rs

7.8.1 A Gaming Suppliermust ensure thatit uses approprate
proceduresforthe Verfication ofa Transfer,oran approprate
sample of Tansfers, in allselling channels where the Gaining
Supplierorits Sales Repre sentative initiate s the contact with the
Consumerwhich leadsto a Transferre que st.

7.9 Sale of Suppliers business or Supplierreorganisation

fa Supplierproposesto Transfera Customer s Telec o mmunic ations
Service asthe resultofa sale ofthe Suppliersbusinessora Corporate
Reorganisation, the Supplier must no tify the Customerin writing priorto
that Transferbeing iitiated. The Supplier must ensure that that Customer
may terminate its CustomerContract forthat Telec ommunic ations Servic e
within the period specified in thisclause 7.9.
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7.9.1 A Suppliermust take the following actionsto enable this

outcome:

(a) Notification of Transfer: be fore the Transferis initiate d, no tify
the Customerin the mannerin which the Suppliernomally
communic ate s with the Customer:

@

(i)

(i)

(iv)
v)

(vi)

(vid)

(i)

that the CustomersTelecommunic ations Service wil
be Transferred to the Gaining Supplierasa resultofa
sale ofthe Suppliersbusinessora Corporate
Reorganisation;

ofany details then known to the Supplierregarding
how the CustomersTelecommunic ations Service may
be the subjectofa materially adverse effect
regarding itsfeatures, charactersticsorpricing asa

re sult o f the Transfer;

ofany impactthischange hason the Customersuse
of existing e quipment;

ofthe contactdetailsofthe Gaining Suppler;

ofthe proposed date by which the Transferwillbe
completed;

that the Supplierwilluse reasonable e fforts to no tify
the Customerofthe completion of the Transferon the
day it occurs;

ofthe appropriate contactdetailsforlodging an
inquiry ora Complaint about any aspectofthe
Transfer; and

ofthe applicable termination rights forthat Customer
that may re sult from the Transfer, inc luding the
applicable notice period and contracttermination
chargesforthat Customer.

(b) Termination by a Customer: ensure that, if so notified by the
Customerwho isexercising the applicable te rmina tion rig ht,
if any, asa result of a Transfer, the Supplierterminate s the
relevant CustomerContract relating to the
Telec ommunic ations Service within 5§ Working Daysof
receiving the Customersnotice.

7.9.2 Provided thata Suppliercomplies with the terms of thisclause 7.9
in circumstanceswhere a Transferofa Customers
Telecommunications Service arisesasa resultofa sale ofthe
Suppliersbusinessora Corporate Reorganisation, the Supplieris
notrequired to comply with the otherprovisions of this Chapterin
relation to such a Transferexceptforclauses7.4,7.5 and 7.7.
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7.10 Move to different wholesale network provider

7.10.1 I a Supplierproposesto move its Customersto an altemate
wholesale network provider, the Supp lie r must:

(a) Notification of move: before the move isinitiated, notify all
its Customers in the mannerin whic h the Suppliernommally
communic ate s with them:

(61)

(i)

(iii)

(iv)
v)

(vi)

(vid)

(i)

that the CustomersTele communic ations Service wil
be moved to the new wholesale networkprovider;

ofany detailsthen known to the Supplierregarding
how the CustomersTelecommunications Service may
be the subjectofa materially adverse effect
regarding itsfeatures, charactersticsorpricing asa
result of the move;

ofanyimpactthismove hason the Customersuse of
existing e quipme nt;

ofany change in the contactdetailsofthe Supplier;

ofthe proposed date by which the move willbe
completed;

that the Supplierwilluse reasonable efforts to no tify
the Customerofthe completion of the move on the
day it occurs;

ofthe appropriate contactdetailsforlodging an
inquiry ora Complaintaboutany aspectofthe move;
and

ofthe applicable termination rights forthat Customer
that may result from the move, including the
applicable notice period and contracttermination
chargesforthat Customer;

(b) Termination by a Customer: ensure that, if so notified by the
Customerwho isexercising the applicable te rmina tio n rig ht,
if any, asa result of the move, the Supplierte minates the
relevant CustomerContractrelating to the
Tele c ommunic ations Service within 5 Working Daysof
receiving the Customersnotice.

7.10.2 Provided thata Suppliercomplies with the terms o f this c lause
7.10in cirumstancesofa move to an altemate wholesale
network provider, the Supplierisnotrequired to comply with the
otherprovisions ofthis Chapterin relation to such a move except
forclauses7.4,7.5and 7.7.

7.10.3 Suppliersmust nottake any action thataffects
Telecommunic ations Services forwhich they are not the Supplier
ofthat TRlecommunications Service.
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8 COMPIAINTHANDIING

Summary

Thischaptersetsout what Consumersand formerCustomersare entitled to from
Suppliers, and what Suppliers must do, in relation to the handling and Re solution of
Complaintsin connection with the supply of T le communic ations Produc ts. Thisc hapter
setsout the require ments formanaging, monitonng, analysing, recording and reporting
Complaints.

Thischapterspecifically setsout the obligationsforSuppliersto advise Consumersand
formerCustomers, in certain circumstances, of theiroptions fore xte maldisp ute

re solution. The TIO isone such option. The TIO is “an inde pe nde nt alte matie disp ute

re solution scheme available free of chargesto smallbusine ssand reside ntial Consumers
in Australia”. Howeverthe Suppliermust be given a reasonable opportunity to settle a
complaint with a Consumerbefore the TIO wilbecome involved.

The require mentsset outin thischapterhave been developed having regand to the
Australion Standard — Complaint Handling ASISO 10002-2006.

General Rules
The generalrulesin chapter3 apply in addition to the Rulesin thisc hapter.
Rule s

Thischapterdoesnotapply to:
(a) Complaintsorspecific Consumerissuesthatare subjectoflegalaction;

(b) Complaintsmade inrespectof,oronbehalfofConsumersby entitieslevying fees
orchargesfortheirservices, otherthan legalpractitioners; and

(c) Complaintsmade underthe Mobile Phone Base Station Deployment Code
(C564:2011).

The processes specified in thischapterapply to allother Complaints inc luding TIO
Complaints,received by a Supplierafterthe commencementofthisCode. Howeverthe
timeframesspecified in thisChapterdo notapply to TIO Complaints. The TIO setsits own
timeframesand they mustbe complied with in the case of IO Complaints.

8.1 Provision ofa Complaint handling process thatis accessible,
transparent and free ofcharge

8.1.1 A Sup p lie r must:

(a) Implementa process:implement,operate and comply with
a Complaint handling processthat:

(6] isConsumerfocused and easy to use;
(i) isfree ofcharge, otherthan for

A. the callcostsreferred to in clause 8.1.1(a)(vi)A;
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B. the provision of nformation where:

) a Consumerorformer Customerre que sts
accessto information held by the Suppler
about the ConsumerorformerCustomer
which wascollected by the Suppliermore
than 2 yearspriorto the date ofthe
request, unlessthe Complaint relates to
an interferenc e with the privacy ofthe
Consumerunderthe Privacy Actby the
Suppler,or

. the free provision ofthe information in the
form orquantitie s re q ue ste d is inc o nsiste nt
with the Suppliers Standard Form
CustomerContractorthe relevant
summary ofthe Offerreferred to in clause
4.1.1, unlessthe Complaintrelatesto an
inteferenc e with the privacy of the
Consumerunderthe Privacy Act by the
Sup p lie 1;

in which circumstances, the Suppliermay levy a
charge to recoverits costs. The Sup plier must info rm
the ConsumerorformerCustomerofthe proposed
charge and notify the ConsumerorformerCustomer
ofthe option to pursue the Complaint and pay the
charge orto discontinue the Complaint. The Suppler
must tellthe Consumerorformer Customerabout the
options forextemaldispute resolution before le vying
any Charge underthisparagraph;

isapproved by, and provides that, the Chief
Exe c utive Officer(orequivalent) of the Supplieris
responsible forensuring itsimple mentation, operation
and compliance in accordance with the
requirements of thischapter;

isunderthe direction ofa seniormanagerwho is
responsible formaintaining its e ffe c tive and e fficie nt
operationin accordance with the re quire ments o f this
chapter

cleardy statesthat Consumersorformer Customers
have a rightto make a Complaint and thata
proposed Resolution mustbe accepted bya
ConsumerorformerCustomerbefore a Supplieris
required to imple ment it;

specifiesthe response times forindividual ste psin the
management of Complaints;
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(vi) isaccessble including:

A.

providing a numberwhichisfree,localoratlow
cost when accessed from the service provided
by the Suppler;

setting out how, when and where a Consumer
orformerCustomercan make and monitorthe
progressofa Complaint;

allowing a Complaintto be made by letter,
telephone, fax, online oremail

where a Supplierhasretailoperations, allowing
a Complaintto be made in person in store;

providing assistance to a Consumerorformer
Customerto formulate,lodge and progressa
Complaint including to Consumersorformer
Customers with disabilities, Consumers orformer
Customers suffering hardship and Consumersor
formerCustomers from non-English spe aking
backgrounds;

allowing Consumersorformer Customerto use
an Authorised Representative and/oran
Advocate to make a Complaint; and

setting out the circ umstancesin which a
Complaint wilbe treated asurgent and how
the managementofUgent Complaints differs
from other Complaints;

(vi) requiresallComplaintsto be:

A.

resolved in an objective, efficient and fair
manner, and

escalated and managed underthe Suppliers
intemalescalation processifrequested by the
Consumerora formerCustomer;

(x) providesforinvestigation of Complaintsto an extent
commensurate with the seriousness ofthe Complaint,
while acknowledging that Suppliersmay choose to
Resolve a Complaint commercially to the satisfaction
ofthe ConsumerorformerCustomerwithout an
inve stigation;

(x) istransparent,including:

A.

providing an intemal priortisation process which
isclearand accessible to Consumersorformer
Customers;
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B. providing an intemalescalation process which is
clearand accessible to Consumersorformer
Customers;

C. providing clearand accessible information

aboutoptionsforextemaldispute resolution
inc luding the TO;

D. requiring Consumers orformer Customersto be
advised ofthe Resolution oftheir Complaint;
and

E prohibiting a Supplierfrom cancelling a
Consumers Telecommunic ations Service only
because,being unable to Resolve a Complaint
with their Supplier, that Consumerpursued their
options forextemaldispute resolution;

(b) Documentthe process: documenttheirComplaint handling
processand make it available to staff, Consumers, former
Customersand otherstakeholdersin a summary form that
is:

(6] concise butasa minimum sets out the matters
specified in clause 8.1.1(a); and

() free ofcharge;

(c) Ensure awareness and visibility: e nsure theirstaff who have
directcontact with Consumersorformer Customers,
including personnel working forcontrac tors, understand the
Suppliers Complaint handling process, the ir re sp o nsib ilitie s
underitand are able to identify and record a Complaint.

8.2 Complaintmanagement

ConsumersorformerCustomers who make a Complaint to a Supplierwil
be treated with faimessand courtesy, and theirComplaint willbe dealt
with objectively and efficiently by the Supplier.

8.2.1 A Suppliermust take the following actionsto enable this
outcome:

(a) Demonstrate faimess, courtesy, objectivity and efficiency:
Sup pliers must demonstrate faimess and courte sy,
objectivity, and efficiency by:

(1) acknowledging a Complaint:

A. immediately where the Complaintismade in
personorby telephone;

B. within 2 Working Daysofreceipt where the
Complaintismade by:

. email
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. being logged via the Supplierswebsite or
anotherwebsite endorsed by the Supplier

forthat purpose;
. post; and
) telephone and a message isrecorded

without direct contact with a staff
memberofthe Suppler;

where possble, seeking to Resolve a Complainton
first contact;

mplementing a processforthe identification and
management of Uigent Complaints;

requiring the appropriate Resolution of Complaints
inc luding :

A. ensuring relevant staffare aware ofthe
potentialremediesavailable to Resolve a
Complaint;

B. tailoring any remedy offered to addressthe ot

cause ofthe Complaint and to address the
individualcirc umstancesofthe Consumeror
formerCustomerwhere these have been
advised to the Suppler,

C. where the Complaintsare indicative ofa wider
problem orissue, addressing the rootcause of
the problem orissue; and

D. re so lving Billing e o rs in ¢ urre nt Bills;

delaying commencementofanylegalproceedings
while a Complaintisbeing handled intemally and for
7 Working Daysaftera ConsumerorformerCustomer
isadvised ofthe outcome oftheir Complaint;

advising the Consumerorformer Customerof the
proposed Resolution oftheir Complaint within 15
Working Days from the date the Complaint is
received in accordance with clause 8.2.1(a);

forUgent Complaints, providing c onfirmation o f the
proposed Resolution ofthe urgent aspectsofthe
Complaintand,ifaccepted by the Consumer,
implementing the urgent aspectsofthe Resolution
within 2 Working Days afterthe date the Complaint is
received;

where a Supplierdoesnotbelieve the Complaintcan
be Resolved in 15 Working Days (orwithin 2 Wo rking
Daysforthe urgentaspectsofan Uigent Complaint)
the Suppliermust, advise the Consumerorformer
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Customerbefore Working Day 15 (orWorking Day 2
forUrgent Complaints), of:

A. the reasons forthe delay;

B. the specific timeframe forcompletion of the
Re solution; and

C. if the anticipated delay isa further 10 Wo rking
Daysormore and isnotthe resultofa declared
mass service disruption, advising the Consumer
orformerCustomeroftheiroptions forextemal
dispute resolution inc luding the TO;

(ix) advising ConsumersorformerCustomersofany
delaysto promised timeframes;

(x) providing a means forthe Consumerorformer
Customerto monitorthe Complaint's pro gre ss;

(xi) advising ConsumersorformerCustomersofthe
Resolution oftheirComplaint,assoon aspracticable
afterthe Suppliercompletesits investigation of the
Complaint;

(xi) completing allnecessary actionsto deliverthe
Resolution offered within 10 Working Days o f the
ConsumersorformerCustomersacceptance ofthat
Re so lution unle ss:

A. otherwise agreed with the Consumerorformer
Customer; or

B. the actionsare contingenton actionsby the
ConsumerorformerCustomerthat have not
beencompleted;

(xiii) only Closing a Complaint with the c onsent of the
ConsumerorformerCustomerorifclauses8.2.1(c),(d)
or(e)below have beencomplied with; and

(xiv) where a Complaintis Closed with the consent of the
ConsumerorformerCustomer, atthe Consumersor
former Customersrequests, providing a written
confimation ofthe Resolution ofthat Complaint to
be sent the Consumerorformer Customerwithin 5
Working Days.

(b) Respond to dissatisfaction with timeframes: fa Consumer
tellsthe Supplierthat they are dissatisfied with the
timeframesthatapply to the managementofa Complaint
orseekto have a Complainttreated asan Ugent
Complaint, the Suppliermust tell the Consumerabout the
Sup plier's intemalpriortisation and intemalescalation
processes. If, afterinte mal prioritisation and intemal
escalation the Consumerremains dissatisfied, the Supplier
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must tellthe Consumerofthe options forextemaldispute
re so lution, inc luding the TO.

(¢c) Respond to dissatisfaction with progress oroutcome: Ifa
ConsumerorformerCustomertellsthe Supplierthat they
are dissatisfied with the progressorResolution ofa
Complaintorasksabouttheiroptionsto pursue a
Complaint further, the Supplier must tellthem about:

(6] the Suppliersintemalescalation process; and

(i) the optionsforextemaldispute resolution inc luding
the TIO.

(d) Address frivolous Complaints: If, aftercarefulconsideration
and approprate intemalescalation,a Supplerconcludes
thata Complaintisfrivolousorvexatiousand thatitcan do
no thing more to assist the ConsumerorformerCustomeror
that, in view ofthe ConsumersorformerCustomers
behaviour,it choosesnotto dealwith the Consumeror
former Customerany further, it must inform the Consumeror
formerCustomerofthe reasonsand tellthem about the
options forextemaldispute resolution inc luding the TIO. A
Supplierisnotthen required to accept any further
Complaints from that Consumerorformer Customeron the
same orsimilarissues otherthan in the course of an extemal
dispute resolution process.

(e) Attemptto make contact: fa Supplierisunable to contact
a ConsumerorformerCustomerto disc uss their Complaint,
orto advise them ofthe proposed Resolution of their
Complaint, the Supplier must write to the Consumeror
formerCustomer, state thatthey were unable to contact
them, provide detailsofthose contactattemptsand
provide an invitation to contactthe Supplierto disc ussthe
Complaint within a specific timeframe ofno lessthan 10
Working Days.

8.3 Complaint analysis

Suppliers must mplement processes and undertake analysis of their
Complaint information to identify and prevent the recurrence of
Complaints arising from syste mic issue s.

8.3.1 A Suppliermust take the following actionsto enable this
outcome:

(a) Identification of problems: Suppliers must inplement
processes, proceduresorsystems to identify and address
recurring problems and systemic issues. Sup p lie rs must:

(1) classify and analyse Complaintsatleastevery 3
months to id e ntify rec urring problems and issues
including areasofnon-complance with thisCode;
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(61)] monitor Complaints to ide ntify e merging issue s
requiring specific attention and addressthose assoon
aspracticable;and

(i) monitorand record progressto addressareas
1e q uiring a tte ntio n.

(b) Notifying management: Suppliers must ensure there isa
processforthe rapid and effective managementof, and
notification to approprately seniormanagementofany
significant Complaints or Complaint issue s.

8.4 Record keeping

Suppliersmust keep recordsof Complaints which include identification of
the Consumerorformer Customermaking the Complaint, the nature of
the Complaint, the stepstaken to addressthe Complaint and the

Re solution, if any, of the Complaint.

8.4.1 A Suppliermust take the following actionsto enable this
outcome:

(a) Systematic record keeping: make and keep systematic
recordsof Complaints inc luding:

(1) a unique reference numberorsuch othermeansas
wil ensure the Suppliers ability to sub se quently
id e ntify the Complaint and its subject matter;

(i)  the issuesraised aspart ofthe Complaint;
(i) the requested Resolution;

(iv) the due date fora response;

(v)  the resultsofany inve stigation;

(vi) the proposed Resolution ofthe Complaint inc luding
any associated commitments and the date thisis
communicated to the ConsumerorformerCustomer;

(vi) the Supplersreasonsforproposing its Re solution;

(vi) the ConsumersorformerCustomersresponse to the
proposed Resolution ofthe Complaint, any reasons
given by the ConsumerorformerCustomerand if
they have requested the Resolution in writing, that this
request hasbeen made;

(ix) the implementation of any required ac tions;
(x) the undedying cause ofthe Complaint; and

(xi) copiesofanycomespondence sentbyorto the
ConsumerorformerCustomer;
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Recond retention: witho ut limiting the Suppliers obligations
atlaw, including underthe Privacy Act, retain this
information foratleast two years;

Maintain c onfidentiality: with respectto Supplersnot
subjectto the requirements ofthe Privacy Act, e nsure
personalinformation conceming a Complaintisnot
disclosed exceptasrequired to manage a Complaint with
the TIO orwith the expressconsent ofthe Consumer.
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9 CODECOMPIHANCEAND MONIIORING

Summary

Thischaptersetsout the compliance and monitoring amange me nisthat apply to this Code
and requires Suppliers which have Customersto imple mentthe Code Compliance
Frame work whic h will:

) encourage, monitorand enhance industry compliance with this Code;

. improve the levelsof Customersemwice and consumerprotectionenjoyed by usersof
Télecommunications Products in Australio ;

. improve self-regulation by Suppliersand transparency regarding compliance with
thisCode; and

. provide Consumerconfidence inthe self-regulatory regime ofwhich thisCode forms

a part and in the telecommunic ations industry’scompliance with this Code.

Thischapterexplainsthe actionsthat Suppliersare required to take undertheirCode
Compliance Frameworkin orderto comply with this Code. Eisrecognised that the
complexity and formality ofany processesorsystemsimple mented by Suppliersto comply
with the require mentsofthis Code willvary widely de pending on the size, type and
cicumstancesofthe Suppler.

The role ofthe independent body, Communications Complance, which hasbeencreated
to monitorCode compliance by Suppliers, isdescrnbed in Appendix 1to this Code.

Forthe benefitof Suppliers, a flowc hart de scibing the atte station and lodgement processis
included in Appendix 2 to this Code.

Overiew

The Code Compliance Fameworkcomprisesa numberofelementsasset out in this
chapter, including obligationsof Suppliersto:

o re gisterwith Communic ations Allance forcompliance purposes;

) promote awarenessofthis Code to their Customersand communic ate the
require mentsofthis Code to relevant staff;

. implementprocessesand systemsto ensure compliance with the requirementsof
this Code and, in certain circumstances, prepare a Compliance Plan;

. provide cenain state ments annually to Communications Complance;

. incenain cicumstances, provide to Communications Compliance a Complance
Achievement Plan;

. respond to Compliance Monitoring Re que stsfrom Communications Compliance
and, ifnecessary, provide an Action Plan; and

. comply with directionsand requestsgien by, and provide Me tric s to,
Communications Compliance from time to time.

General Rules

The genermalrulesin chapter3 apply in addition to the Rulesin thischapter.
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Rules

9.1 Supplierobligations to comply and register

Suppliers with one ormore Customers must implement and comply with the
Code Compliance Frameworkand register with Communic ations Alliance for
compliance purposes.

9.1.1 A Suppliermust take the following actionsto enable thisoutcome:

(a) Code Compliance Framework: implement and comply with
the obligationsapplicable to them contained in the Code
Compliance Framework set outin thischapter;

(b) Registration by Supplier with Communic ations Allianc e: within
two monthsofthe ACMA’sapprovalofVaration No.1/2016 of
thisCode orone month afterthe Supplierfist acquires
Customers (whicheveroccurslater), supply the following
information in writing to Communic ations Aliance:

(6] a statement thatthe Supplieris providing this informa tion
mnaccordance with clause 9.1.1 ofthisCode (and in so
doing the Supplieracceptsthat Communic ations
Alliance willforward this information to Communic a tio ns
Compliance to facilitate Communic ations Compliance’s
performance ofits functions which may include
public ation of the information in paragraph (i) below);

(1i) the legalname, the ACNorABN, and allrelevant
businessnames, ofthe Supplierand the URLofthe home
page ofthe website of each ofits rele vant b usine sse s;

(i) contactdetaisfora nominated staff memberof the
Supplier(inc luding name, title, address, tele phone
numberand emailaddress); and

(c) Change ofregistration: no tify Communic ations Allianc e, in
writing , within one month of changesto the mformation
previously provided underclause 9.1.1(b).

9.2 Promoting Code awareness

Suppliers must promote awarenessofthe Code to theirCustomers and
communic ate the requirements ofthe Code to relevant staff.

9.2.1 A Suppliermust take the following actionsto enable thisoutcome:

(a) Code awareness forCustomers: promote the Code to its
Customers (which maybe performed by making available the
brochure referred to in the Guidance note atthe end of
clause 9.8); and

(b) Code awareness forstaff: communic ate the requirementsof
the Code to relevant staffand ensure thatstaffare trained
regarding the Supplersprocessesforcompliance with
provisionsofthe Code relevant to theirfunc tions.
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9.3 Code compliance processes and plan

Suppliers must mplement processes and systemsthatensure complance
and some Suppliersmust prepare a Complance Plan.

9.3.1 A Suppliermust take the following actionsto enable this outcome:

(a) Compliance processes: implement processesand systemsthat
ensure compliance with the requirementsofthisCode; and

(b) Compliance Plan:ifnota SmallSupplier, prepare and
maintain a documented Compliance Plan whic h o utline s the
initiatives of the Suppliersupporting compliance with the
provisionsofthe Code and whichisprepared in a manner
consiste nt with the principlesand guidance provided in the
Complance Standard.

9.4 Code compliance statements

Suppliers must provide to Communications Compliance prescribed
statementsregarding Code compliance in the mannerset out in this
clause 9.4 and atthe timessetoutin clause 9.8.

A Suppliermust take the following actionsto enable thisoutcome.
94.1 A Sup p lie r must:

(a) Compliance Attestation: provide to Communic atio ns
Compliance a Compliance Attestation which hasbeen
endorsed by the chiefexecutive officerora seniormanagerof
the Supplier,by the date each yearspecified in clause 9.8.1
and in the form required by Communic ations Compliance;

(b) Contents of Compliance Attestation: ifitisrequired to be
provided by thisclause 9.4, ensure thatthe Compliance
Attestation includes:

(1) confimation thata review hasbeen undertaken by the
Supplierregarding itscomplance with the Code;

(i) ifa SmallSuppler, either:

A. confimation thatthe Suppliersprocessesand
systemsreferred to in clause 9.3.1(a) are
mplemented to ensure fullcompliance with this
Code:or

B. confiimation that the Suppliersprocessesand
systemsreferred to in clause 9.3.1(a) are
implemented in a mannerwhich ensure
compliance with some Code requirements but do
notyetensure fullcomplance (Partial
Confirmation);
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(i) ifnota SmallSupplier, either:

A. confimation thatthe Suppliersprocessesand
systems, inc luding those setoutin its Complance
Plan, have been prepared and designed and are
implemented to ensure fullcompliance with this
Code;or

B. confimation thatthe Supplersprocessesand
systems, inc luding those setoutin its Complance
Plan, have been prepared and designed and are
implemented in a mannerwhich ensure
compliance with some Code requirementsbutdo
notyetensure fullcomplance (Partial
Confirmation);

(iv) ifnota SmallSupplier,an assertion thatthe Suppliers
Complance Plan hasbeen prepared in a manner
consiste nt with the principlesand guidance provided in
the Complance Standard; and

(v) otherthaninrelation to a First Compliance Attestation, a
reporton the Supplierscompliance with its Complance
Plan during the preceding year; and

(c) StatementofIhdependentAssessment:ifa Iarge Supplier,
provide to Communications Compliance a Statementof
Independent Asse ssment at the same time asproviding the
Frst Compliance Attestation pursuantto clause 9.4.1(a), which
Statement of Independent Asse ssment must state thatan
ExtemalQualified Assessorhasdetermrmined that:

(6 the Suppliersdocumented Complance Plan hasbeen
prepared in a mannerc onsiste nt with the principles and
guidance provided in the Compliance Standard; and

(i) the implementation ofthe Compliance Plan by the
Supplerwillprovide appropriate assurance on Code
complance.

9.4.2 Material Changes: fa Supplermakesorissubjectto any Materal
Change, the Supplier must, within one month ofthe time the
Material Change isimplemented, provide to Communic ations
Compliance a statement whic h:

(a) descrbesthe MaternalChange and itseffecton the Suppliers
compliance with thisCode; and

(b) detailsthe actionsto be taken to ensure c ontinued
compliance with thisCode and the expected timeframe for
completion ofthose actions.

9.5 Compliance Achievement Plans

fa Supplierdoesnot submitto Communications Compliance a Complance
Attestation ora Statementof Independent Assessment (if required) re q uire d
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by thischapter9, orsubmitsa Compliance Attestation with a Partial
Confirmation, the Suppliermust submit to Communications Compliance a
Compliance Achievement Plan detailing how and when actionswillbe
taken to comply with the relevant Code re quire me nt(s).

9.5.1 A Suppliermust take the following actionsto enable this outcome:

(a) Failure to submita statementto Communications Compliance:
if a Supplierdoesnot, by the date required in clause 9.8.1,
submit to Communications Compliance a Complance
Attestation orStatement of hdependent Asse ssme nt (if
required), orsubmitsa Compliance Attestation with a Partial
Confirmation, provide a Compliance Achievement Plan to
Communications Complance;

(b) Compliance AchievementPlan: ensure thatthe Compliance
Achievement Plan (if required):

(6] hascontents,and isin a form,acceptable to
Communications Complance;

(i) isprovided by the date by which the Complance
Attestation wasrequired to be submitted;

(i) identifiesthe Code provision(s) with which the Supplier
doesnotcomply;and

(iv) detailsthe actionsto be takento become compliant
and the expected timeframe forcompletion ofthose
actions; and

(c) Monitoring and reporting on Compliance Achievement Plan: if
the Supplierprovidesa Compliance Achievement Plan to
Communications Compliance pursuant to clause 9.5.1(a),
monitorprogressand reportregulary on its progre ssunderthe
Compliance Achievement Plan to Communic ations
Compliance.

9.6 Compliance Monitoring Re que sts

Suppliersmust respond to a Compliance Monitoring Requestreceived from
Communications Compliance in relation to thisCode and provide an Action
Plan ifrequired by clause 9.6.1.

9.6.1 A Suppliermust take the following actionsto enable thisoutcome:

(a) Compliance Monitoring Requests: respond to Compliance
Monitoring Requests from Communications Compliance in
accordance with Table 1in clause 9.8.2;

(b) Inability to comply:ifa Suppliersresponse to a Complance
Monitoring Requestindicatesthatthe Supplercannotcomply
with allorpart of the relevantaspectsofthe Code thatare
the subjectofthat Complance Monitoring Request, provide
an Action Plan to Communic ations Compliance;
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(¢c) Action Plan: ensure thatthe Action Plan (ifrequired):

(6] hascontents,and isin a form,acceptable to
Communications Compliance;

() isprovided maccordance with Table 1in clause 9.8.2;

(i) detaisthe actionsto be taken by the Supplierto address
any compliance failure orotherissuesidentified through
the Compliance Monitoring Re quest, inc luding the
expected time forcompletion ofthose ac tions;

(iv) detaisthe planned remedialmeasures; and

(d) Monitoring and Reporting on Action Plan: if the Suppler
providesan Action Plan to Communications Compliance,
monitorprogressand report regularly on its progre ssunderthe
Action Plan to Communications Compliance.

9.7 Supplierobligations regarding Communications Compliance

Suppliers must do allthingsreasonably necessary to assist Communic ations
Compliance to perform its functionsassetoutin Appendix 1 to the Code.

9.7.1 A Suppliermust take the following actionsto enable this outcome:

(a) Comply with directions: comply with allreasonable direc tions
given by Communic ations Complance to the Supplierwhich
are consistent with obligationsin thisCode maccordance with
Table 1in clause 9.8.2;

(b) Metrics: provide to Communications Compliance annually, or
more frequently f required by Communic ations Compliance,
areportin a formatrequired by Communic ations Complance
reporting on the Metrics which relate to that Suppliers
compliance to thisCode;and

(c) Comply with requests: comply with allreasonable requests
made by Communications Compliance to the Supplierwhich
are consistent with obligationsin thisCode imnaccordance with
Table 1in clause 9.8.2.

9.8 Supplierobligations to meettimeframes

Suppliers must meet the timeframesset outin thisclause.

9.8.1 Date for provision of attestation statements: A Supplier, ifit hasone or
more Customerson 1 Aprleach year, must provide the state ments
prescrbed in clause 9.4.1 by the folowing date:

(a) ifthe Supplierisa SmallSupplerasatl Apriand hasnotby
1 Aprilsubmitted to Communications Compliance an
Attestation DefermalNotice:

for2016 only: 29 Aprilin the same year,

forallotheryears: 1 Aprlin the same year;
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(b) ifthe Supplierisa SmallSupplerasatl Apriand hasby 1 April
submitted to Communic ations Compliance an Atte station
DeferralNotice:

1 Septemberin the same year,
(c) ifthe Supplierisnota SmallSupplerasat1 Apnil
1 Septemberin the same year.

9.8.2 Tmeframe to comply: Suppliers must comply with re que sts and
dire c tions from Communic ations Complianc e within the time frame s
specified in Table 1.

Table 1

Requirement Tmeframe

Complying with a request from Within 30 days (oras
Communications Complance or otherwise agreed)
providing a document to

Communications Complance

underclause 9.6.1

Complying with a direc tion from Within 30 days (oras
Communications Complance otherwise agreed)
underclause 9.7.1

Complying with any reasonable Within 14 days (oras
reque st from Communic ations otherwise agreed)
Complance underclause 9.7.1

GUIDANCE
Brochure and Compliance Tools

e Communications Aliance, in consultation with Consumer
re pre se ntatives, hasprepared a plain language broc hure for
Consumers, explaining the key Consumersafeguardsprovided by the
Code. While notanenforceable obligation ofthisCode, Suppliers
should, asand whenrequested by Communications Alliance,
contnbute to the developmentofthat brochure and make it
avaitable to their Customers.

o Communications Aliance works with Communications Complance to
make toolsavailable to Suppliersto assist the m in meeting their
obligationsunderthe Code Compliance Frame work.

o Suppliersshould, asand when requested by Communic ations
Alliance, contribute to a widerawarenesscampaign to ensure the
broadercommunity understands the Code and what it means.
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APPENDIX 1
Role of Communications Compliance

Func tions

1. Communications Complance:

a) isprimarily responsible foroverseeing the conductofthe Code
Complance Framework;

b) communicatesto Suppliersregarding theirobligations to
provide the folowing to support theircompliance with this
Code:

i annualCompliance Attestationsand, if so required by
chapter9 ofthisCode, a StatementofIndependent
Asse ssment;

il where requested by Communications Complance,
responsesto Compliance Monitoring Re que sts;

1il. where requested by Communications Compliance,
Complance Achievement Plans, and regularreportsin
relation to Compliance Achievement Plansasrequired
by chapter9 ofthisCode;

. where requested by Communications Compliance,
Action Plans, and regularreportsin relation to Action
Plansasrequired by chapter9 ofthisCode; and

v. where requested by Communications Compliance, a
reportin relation to the Metric srelating to this Code,

and the contentofthese requestsisdetermined by
Communications Compliance and based on information
provided by the TIO, the ACMA and Communic ations
Complance’sown assessment ofthe Suppliers’ levelof
compliance;

c) may publish on its website from time to time a list o f the
Sup pliers whic h have submitted information underclause
9.1.1(b)(i) of this Code, including the URLof the home page of
the website ofeach such Supplierorits rele vant b usine sse s;

d) publisheson its website a list of the Suppliers whic h have
submitted Compliance Attestationsand Compliance
Achievement Plans, which may include the URLof the home
page ofthe website ofeach such Supplieroritsrele vant
b usine sse s;

e) may publish on its website from time to time a list o f the
Suppliers which it knowsare obliged to submita Compliance
Attestation, Complance Achievement Plan or Action Plan in
accordance with thisCode buthave notdone so;
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) publisheson its website a list of Suppliers which have been the
subjectofenforcementaction by the ACMA asa resultof
Code compliance issues;

g) communicatesto a Supplierany decision made by
Communic ations Compliance thatthe Supplierhas
sa tisfa c torly submitted its Compliance Attestation,
satisfactorly completed the action required undera
Compliance Achievement Plan, satisfactorly responded to a
Compliance Monitoring Request orsatisfactorly completed
the action required underan Ac tion Plan;

h) publisheson its website guidance notesand case studies
which maybe ofuse to Suppliersin theircompliance with this
Code;

1) submitsreports annually (ormore regulardly asmaybe agreed)
to the ACMA, confiming which Suppliers have submitted (as
required in chapter9 ofthisCode) Compliance Attestations
and StatementsofInde pendent Asse ssme nt;

h)) works with Communic ations Alliance to make toolsavailable
to Suppliersto assist Suppliersin meeting theirobligationsunder
the Code Compliance Framework; and

k) may design and implement programs orinitiative s to
encourage compliance by Suppliers with allof the
requirements ofthis Code.

Code enforcement

2. In exercising its discretion on such issuesas whetherto refera
Supplierto the ACMA forinve stigation orenforc e ment,
Communications Compliance willtake accountoffactorsincluding
butnotlimited to the:

a) seriousnessofany compliance breach;

b) degree of Consumerdetriment caused by the non-
compliance;and

c) extent to which the breachcanbe speedily rectified.

3. Ifa Supplercannot provide the Compliance Attestationor
Statement of hdependent Asse ssment (if required) to
Communications Compliance in the required timeframesassetout
in chapter9, Communic ations Complance willreferthe Supplierto
the ACMA.

4. FCommunications Compliance isnot satisfied with the progress and
completion ofa Suppliers Compliance Achievement Plan,
Communications Compliance willreferthe Supplierto the ACMA for
furtherinve stigation by the ACMA, unle ss Co mmunic ations
Compliance canbe satisfied thatthe progressagainst the
Compliance Achievement Planisbeing rapidly emedied.
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5. Where information received from the TIO gives Co mmunic a tio ns
Compliance reason to suspectseriousnon-compliance by a Supplier
with this Code, Communications Compliance may make a
Compliance Monitoring Request to the Supplier.

6. Ifa Suppliersresponse to a Compliance Monitoring Re que st
indic atesthat the Suppliercannotcomply with allorpart ofthe
relevant aspectsofthisCode thatare the subjectofthat
Compliance Monitoring Request, Communic ations Complance wil
eitherre quire the Supplierto provide an Action Plan and
subsequently make requests ofthe Supplierso that Communic a tions
Compliance may monitorprogressofthe Supplieragainst the Action
Plan, orreferthe Supplierto the ACMA. ¥ Communic ations
Compliance isnot satisfied with the progressand completion ofa
Suppliers Action Plan, Communic ations Compliance wil referthe
Supplierto the ACMA forfurtherinvestigation by the ACMA, unle ss
Communications Complance can be satisfied thatthe progress
against the Action Planisbeing rapidly remedied.

7. Notwithstanding paragraphs4 and 6, but subjectto paragraph 8,
Communications Complance mayreporta Supplierto the ACMA
forfurtherinvestigation by the ACMA in relation to any matter.
Communications Complance wildevelop clearand transparent
criteria to assist decision-making on whetherand in what
cicumstancescompliance issues should be referred to the ACMA.
Communications Compliance wilprepare relevant guidance
information on this topic to distribute to Supp lie rs.

8. Exceptfora referralunderparagraph 3, Communic a tions
Complance wilnotrefera Supplierto the ACMA without prior
written wamingsbeing given to the Supplierand the Supplerbeing
afforded an opportunity to provide the required complance
mformation to Communications Complance.

9. Communications Compliance may, afterconsultation with a
Supplier,decide to undertake a targeted investigation ofthe
Supplierat the Suppliersexpense (including using e xte mal
consultants), following receiptby Communications Complance of
mformation in relation to alleged non-compliance with thisCode by
the Supplier. The outcome ofthatinvestigation, orthe Supplers
refusalto cooperate with Communications Compliance in relation
to that proposed oractualinvestigation, may resultin a refermalofa
Supplierto the ACMA.

10. Code enforcement willcontinue to be the prime responsibility of the
ACMA. Communic ations Compliance will assist the ACMA in this role
by sharing information about non-compliant Sup pliers with the
ACMA.

MOUs

11. Communications Compliance maintains memoranda of
understanding with the key stakeholders —the TIO, ACMA, ACCC
and Communic ations Alliance —thatare designed to ensure
efficient and effective interworking with those stakeholdersto avoid
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duplication ofeffort, ensure approprate information flows and
expedite coordinated actions. The memoranda of understanding
are also designed to assist the identification of any ind ustry-wid e
systemic compliance weaknesses, the development of measures to
addressthese, and the identific ation of potential future
improvements to existing Code provisions.

12. Without limiting paragraph 11, Communic ations Complance wil
maintain a memorandum ofunderstanding with the TIO which,
without imitation, enables Communic ations Compliance to obtain
monthly orquarntedy reporting from the TIO regarding TIO complaint
statistic s. Thisre porting isnot necessarly limited to published TIO
data. The reporting isin a format that assists Co mmunic a tio ns
Compliance initscompliance monitoring responsibilities and helps
id e ntify issue s which might need to be the subjectof Compliance
Mo nitoring Re que sts to Sup p lie rs.

13. Without limiting paragraph 11, Communic ations Complance wil
maintain a memorandum ofunderstanding with the ACMA whic h,
without imitation, deals with the process formaking refemals to the
ACMA, forinformation sharing and forotheroperational matters.

14. Without limiting paragraph 11, Communic ations Complance wil
maintain a memorandum ofunderstanding with the ACCC which,
without imitation, deals with the process formaking refemals to the
ACCC, forinformation sharing and forotheroperationalmatters.

15. Without limiting paragraph 11, Communic ations Complance wil
maintain a memorandum ofunderstanding with Co mmunic a tio ns
Allianc e whic h, witho ut limita tio n, fa c ilita te s the sharing of
information in relation to Suppliers which have orhave notregistered
with Communic ations Alliance underclause 9.1.1(b) ofthisCode.
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APPENDIX 2
Attestation Flowchart Supplr reites i

Comms Alliance (cl.9.1.1)

'

Comms Alliance forwards
registration details to CC

v

CC directs Supplier to
register in CSP Portal (if not
previously registered) &
sends lodgement process
documentation to Supplier
prior to 1 April

s Supplier small i.e?
less than 3k SIOs?

YES

CA  Compliance Attestation

CAP  Compliance Achievement Plan

CC  Communications Compliance

CMR Compliance Monitoring Request

SIA  Statement of Independent Assessment

<+> Process Forks (becomes two)

Is Supplier
able to submit CA
by 1 April?

Supplier provides Deferral
Notice to CC by 1 April
(cl.9.8.1(b))

CC records that Supplier will
supply attestation
documents by 1 September

attestation document
to CC by
1 September?

NO

Submit CA by 1 April
(cl.9.8.1(a))

Supplier attest to

fully comply with
Code?
Submit CA (+ SIAif Large Submit CA + CAP
Supplier attesting for 15t (+ SIAf Large Supplier
time) by 1 September attesting for 18t time) by 1
(cl.9.4.1 &9.8.1) September (cl.9.4.1 & 9.8.1)
<

CC receives documentation
and reviews compliance
(App1, 1)

>

s CC satisfied with - )
Supplier’s response? CC notifies Supplier

YES (App 1 Cl1.g)

CC requests
Supplier remedy or
submit CAP ??

YES

Supplier reports regularly to
CC on progress until full
compliance is met

(©.9.5.1(c) (c1.9.5.1)

L

Supplier actions CAP until
full compliance is met

Y

No response received by CC

Further action TBD
(including
CC refers Supplier to ACMA (r/e\{err;al ::IJ 2AC4M§))
(App 1, cl.3) pp 1, cle, 4

Full compliance
met?

NO
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CC has reason to believe a
Supplier is not compliant
with Code
(App 1, cl.5)

v

CC sends CMR to Supplier
(App 1, cl.5)

v

Supplier investigates request
(cl.9.6.1 89.8.2)

v

Is Supplier
compliant?

+

v

~

Supplier prepares Action
Plan
(cl. 9.6.1(c)

Supplier monitors progress &
reports on regular basis to
cc

(cl.9.6.289.8.2)

Supplier responds to CC
within 30 days
or as agreed
(cl.9.6.2 & 9.8.2)

Is CC satisfied with'
Supplier’s response?

CC notifies Supplier
(App 1 Cl 1.)

Further action required (may
include referral to ACMA)
(App 1, cl. 6)

CA

CAP  Compliance Achievement Plan

cc

CMR Compliance Monitoring Request

SIA

Compliance Attestation

Communications Compliance

Statement of Independent Assessment

<-> Process Forks (becomes two)
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APPENDIX 3
VARIATION C ONTRO L SHEET

TABIE 1
Details of Variation No.1/2016

Clause No. Clause detail Notes

ReplacementofChapter9— | ReplacementofChapter9. Chapter9-Code Compliance and Monitoring
Code Compliance and wasreplaced with a new Chapter9. The

Mo nito ring changesincluded:

e Newobligation forSuppliersto register
with Communic ations Alliance;

¢ RemovalofCustomerInformation
Compliance Statement (CICS);

¢ Ihtroduction ofPartial Confirma tion
(clause 9.4.1(b)); and

e Additionalflexibility for Small Sup plers (<
3,000 SiOs).

De finition — Ac tion Plan Pre vio us:
Action Plan

Meansa plan submitted to the CC by a Supplier
pursuant to clause 9.6.

Asamended:
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Action Plan

meansa plan submitted to Communic atio ns
Compliance by a Supplierpursuant to clause 9.6.

New De finitio n — Atte sta tion

Atte station De fe mal Notic e

DefermalNotice
meansa notice given by a Supplierunderclause
9.8.1, in the form required by Communic a tions
Compliance, to deferthe date by which it is
required to provide the statementsprescribed in
clause 9.4.1.

cC Delete:
cc

means Communic ations Complance, the
independentbody which monitors and reports
on Code compliance, the role and obligations
which are setoutin Chapter9 and Appendix 1 to
thisCode.

New De finition —
Communic ations
Compliance

Communic ations Compliance
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meansthe ndependentbody whic h monitors
and reportson Code compliance, the role of
whichissetoutin Appendix 1 to thisCode.

Definition — Complance
Achievement Plan

Pre vio us:
Compliance Ac hievement Plan

meansa plan submitted to the CC by a Suppler
pursuant to clause 9.5

Asamended:
Compliance Ac hievement Plan

meansa plan submitted to Communic ations
Compliance by a Supplierpursuant to clause 9.5.

De finition — Complance
Attestation

Pre vio us:
Compliance Atte station

meansa statementby a Supplier, attested in the
mannerrequired by clause 9.4.1 and addressing
the mattersreferred to in clause 9.3.1(b)

Asamended:

Compliance Attestation
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meansa statementby a Supplier, attested in the
mannerrequired by clause 9.4.1 and addressing
the mattersreferred to in clause 9.4.1.

De finition — Complance
Monitoring Re que st

Pre vio us:
Compliance Monitoring Re que st

Meansa request from the CC to a Supplierfor
information relating to that Supplierscomplance
with this Code.

Asamended:
Compliance Monitoring Re que st

meansa request from Communic a tio ns
Compliance to a Supplierforinformation relating
to that Supplierscompliance with thisCode.

De finition — Complance Plan

Pre vio us:
Compliance Plan

meansdocumentsprepared by a Supplierin
accordance with clause 9.3.1(b).

C628:2015 (Incorporating Varation No.1/2016) COPYRIGHT

FEBRUARY 2016




-91 -

Asamended:
Compliance Plan

meansdocumentation prepared by a Supplierin
accordance with clause 9.3.1.

New De finition — Compliance
Standard

Compliance Standard

meansthe Australian Standard ASISO 19600:2015
Compliance manage ment syste ms — Guide line s.

De finition — Customer
Information Compliance
Statement

Deleted:
CustomerInformation Compliance State me nt

meansa Suppliersannualstatement which
specifieswhere Customerscan accessthe
Suppliersinformation which isrequired to be
made publicly available underthis Code.

De finitio n — Exte mal Qualifie d
Assessor

Pre vio us:
Exte mal Qualified Asse ssor

meansan assessorwho:
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(a) isextemalto,and independent of, the
Supplier,

(b) isnot with the Suppliers Immediate Circle;

(c) inthat Suppliersopinion, has suitable
qualific ations to assessthatthe Suppliers
Compliance Plan hasbeen prepared in
accordance with principles and
guidance outlined in the Australian
Standard on Compliance Pograms AS
3806-2006;

(d) isa memberofa professionalorganisation
such asa professionalauditing bodyor
the Australian Compliance Institute; and

(e) hasbeencontracted by the Supplerto
perform the role of Exte mal Qualified
Assessor.

Asamended:
Exte mal Qualified Asse ssor
meansan assessorwho:

(a) isextermalto, and independent of, the
Supplier,

(b) isnot with the SuppliersImmediate Circle;

(c) in that Suppliers opinion, has suitable
qualific ations to assessthatthe Suppliers
Compliance Plan hasbeen prepared in
accordance with principlesand
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guidance outlined in the Compliance
Standard;

(d) isa memberofa professionalorganisation
such asa professionalauditing or
compliance body; and

(e) hasbeencontracted by the Supplierto
perform the role of Exte mal Qualified
Assessor.

Ne w De finitio n — First First Compliance Atte station

Compliance Attestation
meansthe Compliance Attestation fist provided

by a Supplierin accordance with clause 9.4.1 of
thisCode orofany prioreditions of thisCode.

Definition — Material Change | Previous:
Material Change

means a significant change to any of the

following:
1) a Supplersoperations arsing from
new orchanged activities orservices;
(i) majorchangesto systemsand

processesrelevant to the Suppliers
Compliance Plan;or
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(i)

majorchangesto complance
obligationsunderthe Code which
re sult in the need to review and
update the Suppliers Compliance
Plan.

Asamended:

Material Change

meansa significant change to any of the
following :

(a)

(b)

(c)

a Supplersoperations arsing from new or
changed activitiesorservices, which
change affectsa Supplierscompliance
with this Code;

a Supplerssystemsand processes
relevant to the Suppliers Compliance
Plan;or

a Supplerscompliance obligationsunder
this Code, which change resultsin the
need to review and update the Suppliers
Complance Plan.

De finition - Me tric s

Pre vio us:

Metric s
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meansperformance measuresrelating to certain
obligationsof SupplersunderthisCode, as
required by CC from time to time.

Asamended:
Metrics

meansperformance measuresrelating to certain
obligationsof SuppliersunderthisCode, as
required by Communications Complance from
time to time.

New De finition — Partial
Confimation

Partial Confimation

hasthe meaning given in clause 9.4.1(b)(@)(B) or
9.4.1(b)(i))(B) (asthe case maybe).

De finition — Small Suppler

Pre vio us:
Small Supplier

meansa Supplierwith less than 100,000 services in
operation.
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Asamended:
Small Supplier

meansa Supplierwith fewerthan 3,000 servicesin
operation.

De finition — Statement of
Independent Asse ssment

Pre vio us:
State ment of Inde pe nde nt Asse ssme nt

meansa written statement by an Extemal
Qualified Assessorengaged by a Supplier
confiming that the Supplierconfiming that the
Supplers Compliance Plan hasbeen prepared in
accordance with the principlesand guidance
outlined in the Australian Standard on
Compliance Pograms AS3806-2006, and that the
Extemal Qualified Assessorhasdetermined that
the implementation ofthe Compliance Planby
the Supplierwil provide approprate assurance
onCode compliance.

Asamended:
State ment of Inde pe nde nt Asse ssme nt

meansa wrtten statement by an Extemal
Qualified Assessorprepared in accordance with
the requirementsin clause 9.4.1.
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Working Committee 61 responsible forthe revisonsmade to Code C628:2015
consisted ofthe folowing organisations and theirre pre sentatives:

Organisation
Foxtel

M2

Optus

Optus

Te Istra

Te Istra

Vodafone Hutc hison Australia

Membership
Vo ting

Vo ting
Non-voting
Vo ting

Vo ting
Non-voting

Vo ting

Representative

Lisa Hill

John Sexton

Ana Thbacman
Xanthe Corbett-Jones
Tre vo r Hill

Dan Mandaru

AlexanderR. Osbome

That Working Committee waschaired by Ana Tabacman. Margaret Fle ming
and Shona Fury of Communic ations Aliance provided project management

support.

Working Committee 71 responsible forthe 2016 varationsmade to thisCode
consisted ofthe following organisations and theirre pre sentative s:

Organisation

ACCAN

ACMA

Abury Iocallntemet
Communic ations Complance
Community Telco

M2

Optus

Te Istra

Te Istra

Vodafone Hutc hison Australia

Membership
Non-Voting
Non-Voting
Vo ting
Non-Voting
Vo ting

Vo ting

Vo ting
Non-Voting
Vo ting

Vo ting

Representative
XavierO’Haloran
Alan Chalmers

Ross Wheeler

Visu Thangavelu

Alex Trantor

John Sexton

Xanthe Corbett-Jones
Tre vo r Hill

Dan Mandaru

AlexanderR. Osbome

This Working Committee waschaired by Trevor Hill. Shona Fury of
Communic ations Alliance provided project management support.
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Communic ations Aliance wasformed in 1997 to provide a unified
voice forthe Australian communic ationsindustry and to lead it
into the next generation of converging networks, technologies
and services.

In pursuing its goals, Communic ations Alliance offersa forum for
the ind ustry to make coherent and construc tive ¢ ontrb utions to
polcydevelopmentand debate.

Communic ations Alliance seeksto facilitate open, effec tive and
ethicalcompetition between service providers while e nsuring
efficient, safe operation of networks, the provision ofinnovative
services and the enhancementofconsumeroutcomes.

kiscommitted to the achievementofthe policy objective ofthe
TlecommunicationsAct 1997 - the greatest practicable use of
ind ustry se lf-re gulation without impo sing undue financialand
administrative burdens on ind ustry.
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Care should be taken to ensure the material used is from the current version of the Standard or Industry Code and that it is updated whenever
the Standard or Code is amended or revised. The number and date of the Standard or Code should therefore be clearly identified. If in doubt
please contact Communications Alliance.

While every precaution has been made in the creation of this document, TelcoHQ, its officers, staff and partners do not guarantee the accuracy of
its contents. Your acceptance of the terms and conditions of supply should be made in accordance with TelcoHQ'ss Standard Form of Agreement
found at www.telcohg.com.au. A copy is also available from head office. Enquiries should be directed to customer service on 1300 193 299.
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