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Communic a tions Allia nc e  Ltd ACN 078 026 507 

(Communic a tions Allia nc e ) wa s forme d in 1997 to  provide  

a  unifie d voic e  for the  Austra lia n c ommunic a tions industry 

a nd to  le a d it into  the  ne xt g e ne ra tion o f c onve rg ing  

ne tworks, te c hnolog ie s a nd se rvic e s.  

Disc la ime rs 

1. De sp ite  a nything  c o nta ine d  in this Industry Co de : 

(a ) Co mmunic a tio ns Allia nc e  d isc la ims re spo nsib ility 

(inc lud ing  whe re  Co mmunic a tio ns Allia nc e  o r a ny o f 

its o ffic e rs, e mplo ye e s, a g e nts o r c o ntra c to rs ha s b e e n 

ne g lig e nt) fo r a ny d ire c t, ind ire c t o r c o nse q ue ntia l 

lo ss, d a ma g e , c la im, o r lia b ility a ny pe rso n ma y inc ur 

a s a  re sult o f a ny: 

(i) re lia nc e  o n o r c o mplia nc e  with this Co de ; 

(ii) ina c c ura c y o r ina p p ro p ria te ne ss o f this 

Co d e ; o r 

(iii) inc o nsiste nc y o f this  Co d e  with a ny law; a nd  

(b ) Co mmunic a tio ns Allia nc e  d isc la ims re spo nsib ility 

(inc lud ing  whe re  Co mmunic a tio ns Allia nc e  o r a ny o f 

its o ffic e rs, e mplo ye e s, a g e nts o r c o ntra c to rs ha s b e e n 

ne g lig e nt) fo r e nsuring  c o mplia nc e  b y a ny pe rso n 

with this Co de . 

2. The se  d isc la ime rs will no t a pp ly to  the  e xte nt the y a re  

inc o nsiste nt with a ny re le va nt le g isla tio n. 

Copyrig ht 

© Co mmunic a tio ns Allia nc e  Ltd  2016 

This d o c ume nt is c o p yrig ht a nd  must no t b e  use d  e xc e p t a s p e rmitte d  

b e lo w o r unde r the  Co p yrig ht Ac t 1968.  Yo u ma y re p ro d uc e  a nd  pub lish 

this do c ume nt in who le  o r in pa rt fo r yo ur o r yo ur o rg a nisa tio n’ s o wn 

p e rso na l o r inte rna l c o mplia nc e , e d uc a tio na l o r no n-c o mme rc ia l 

p urpo se s.  Yo u must no t a lte r o r a me nd  this d o c ume nt in a ny wa y.  Yo u 

must no t re p ro duc e  o r pub lish this d o c ume nt fo r c o mme rc ia l g a in 

witho ut the  p rio r writte n c o nse nt o f Co mmunic a tio ns Allia nc e .  

Org a nisa tio ns wishing  to  re p ro duc e  o r p ub lish this d o c ume nt fo r 

c o mme rc ia l g a in (i.e . fo r d istrib utio n to  sub sc rib e rs to  a n info rma tio n 

se rvic e ) ma y a p p ly to  sub sc rib e  to  the  Co mmunic a tio ns Allia nc e  

Pub lic a tio ns Sub sc rip tio n Se rvic e  b y c o nta c ting  the  Co mmunic a tio ns 

Allia nc e  Co mme rc ia l Ma na g e r a t info @ c o mmsa llia nc e .c o m.a u.  If yo u 

p ub lish a ny p a rt o f this d o c ume nt fo r a ny purpo se , yo u must a lso  pub lish 

this c o p yrig ht no tic e  a s p a rt o f tha t pub lic a tio n. 
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INTRODUCTORY STATEMENT 

This C o mmunic a tio ns Allia nc e  Te le c o mmunic a tio ns C o nsume r Pro te c tio ns (TCP) Co d e  is 

a  c o d e  o f c o nd uc t d e sig ne d  to  e nsure  g o o d  se rvic e  a nd  fa ir o utc o me s fo r a ll Co nsume rs 

o f Te le c o mmunic a tio ns Pro d uc ts in Austra lia .  

All Ca rria g e  Se rvic e  Pro vid e rs who  sup p ly Te le c o mmunic a tio ns Pro d uc ts to  Custo me rs in 

Austra lia  a re  re q uire d  to  o b se rve  a nd  c o mp ly with the  Co d e .  

The  C o d e  is re g iste re d  b y the  Austra lia n Co mmunic a tio ns a nd  Me d ia  Autho rity (ACMA), 

whic h ha s a p p ro p ria te  po we rs o f e nfo rc e me nt. C o mp lia nc e  with the  Co d e  is mo nito re d  

b y C o mmunic a tio ns Co mp lia nc e . 

Our Ke y Commitme nts to  Consume rs 

1. Co nsume rs will e njo y o p e n, ho ne st a nd  fa ir d e a ling s with the ir Sup p lie r, a nd  ha ve  

the ir p riva c y p ro te c te d . 

2. Co nsume rs will re c e ive  c le a r, a c c ura te  a nd  re le va nt info rma tio n o n p ro d uc ts a nd  

se rvic e s fro m the ir Sup p lie r; b e fo re , d uring  a nd , whe re  a p p ro p ria te , a fte r the  p o int 

o f sa le . 

3. Co nsume rs will ha ve  d isp ute s re so lve d  q uic kly a nd  fa irly b y the ir Sup p lie r. 

4. Pro mo tio n o f p ro d uc ts a nd  se rvic e s b y Sup p lie rs will b e  c le a r, a c c ura te  a nd  no t 

misle a d ing . 

5. Disa d va nta g e d  a nd  vulne ra b le  c o nsume rs will b e  a ssiste d  a nd  p ro te c te d  b y 

a p p ro p ria te  Sup p lie r p o lic ie s a nd  p ra c tic e s. 

6. Co nsume rs will re c e ive  a n e ffe c tive  re me d y fro m a ny Sup p lie r who  b re a c he s the  

Co d e . 

7. Sup p lie rs will use  mo nito ring  a nd  re p o rting  to o ls to  e nsure  suc c e ssful 

imp le me nta tio n o f the  Co d e . 

Summa ry of Cha pte rs 

The  c ha p te rs in the  Co d e  a re  summa rise d  a s fo llo ws: 

Ge ne ra l Rule s 

This c ha pte r se ts o ut the  g e ne ra l rule s whic h will ap p ly to  e a c h o f c ha p te rs 4 to  9 o f the  

Co de . 

Co nsume r Sa le s, Se rvic e  a nd  Co ntra c ts 

This c ha pte r se ts o ut wha t Sup p lie rs must do  fo r Co nsume rs in re la tio n to  re ta il sa le s a nd 

se rvic e , inc luding  re g a rding  the  p ro visio n o f info rma tio n, a dve rtising , se lling  p ra c tic e s, 

c o ntra c ting , de a ling  with Co nsume rs with diffe re nt ne e ds a nd c usto me r se rvic e . 

Billing  

This c ha pte r se ts o ut wha t Sup p lie rs must do  in re la tio n to  Billing  a nd p ro viding  info rma tio n 

a b o ut Bills a nd Cha rg e s to  Custo me rs a rising  o ut o f the  sup p ly o f Te le c o mmunic a tio ns 

Pro duc ts.   
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Cre d it a nd  De b t Ma na g e me nt 

This c ha pte r se ts o ut wha t Co nsume rs a re  e ntitle d to  fro m Sup p lie rs, a nd wha t  Sup p lie rs 

must do , in re la tio n to  the  p ro visio n  a nd ma na g e me nt o f c re dit in c o nne c tio n with the  

sup p ly o f Te le c o mmunic a tio ns Pro duc ts, inc luding  the  de nia l a nd re stric tio n o f a c c e ss to  

Te le c o mmunic a tio ns Se rvic e s fo r c re dit-re la te d re a so ns a nd the  a p p lic a tio n o f a  

Sup p lie r’ s Fina nc ia l Ha rdship  p o lic y. 

Cha ng ing  Sup p lie rs 

This c ha pte r se ts o ut Co nsume r rig hts a nd Sup p lie r o b lig a tio ns whe n Co nsume rs se e k to  

c ha ng e  the ir c urre nt Sup p lie r o f a  Te le c o mmunic a tio ns Se rvic e  to  a n a lte rna tive  Sup p lie r.  

It a lso  se ts o ut Sup p lie rs’  o b lig a tio ns to  Custo me rs whe n a  tra nsfe r o f a  Custo me r’ s 

Te le c o mmunic a tio ns Se rvic e  a rise s a s a  re sult o f the  sa le  o f a  Sup p lie r’ s b usine ss o r a  

c o rp o ra te  re o rg a nisa tio n o f the  Sup p lie r.  

Co mp la int Ha nd ling  

This c ha pte r se ts o ut wha t Co nsume rs a re  e ntitle d to  fro m Sup p lie rs, a nd wha t Sup p lie rs 

must do , in re la tio n to  the  ha ndling  a nd Re so lutio n o f Co mp la ints in c o nne c tio n with the  

sup p ly o f Te le c o mmunic a tio ns Pro duc ts, inc luding  re q uire me nts fo r  ma nag ing , 

mo nito ring , a na lysing , re c o rding  a nd re p o rting  Co mp la ints.   

This c ha pte r sp e c ific a lly se ts o ut the  o b lig a tio ns fo r Sup p lie rs to  a dvise  Co nsume rs, in 

c e rta in c irc umsta nc e s, o f the ir o p tio ns fo r e xte rna l disp ute  re so lutio n. The  TIO is o ne  suc h 

o p tio n. The  TIO is a n inde p e nde nt a lte rnative  dispute  re so lutio n sc he me  a va ila b le  fre e  o f 

c ha rg e s to  sma ll b usine ss a nd re side ntia l Co nsume rs in Austra lia . Ho we ve r the  Sup p lie r 

must b e  g ive n a  re a so na b le  o p p o rtunity to  se ttle  a  c o mp la int with a  Co nsume r b e fo re  

the  TIO will b e c o me  invo lve d. 

Co d e  C o mp lia nc e  a nd  Mo nito ring  

This c ha pte r se ts o ut the  c o mp lia nc e  a nd mo nito ring  a rrang e me nts tha t ap p ly to  this 

Co de  a nd re q uire s Sup p lie rs to  imp le me nt a  Co de  Co mp lia nc e  Fra me wo rk whic h will:   

• e nc o ura g e , mo nito r a nd e nha nc e  industry c o mp lia nc e  with this Co de ; 

• imp ro ve  the  le ve ls o f c usto me r se rvic e  a nd c o nsume r p ro te c tio n e njo ye d b y use rs o f 

Te le c o mmunic a tio ns Pro duc ts in Austra lia ; 

• imp ro ve  se lf-re g ula tio n b y Sup p lie rs; 

• e nha nc e  tra nsp a re nc y re g a rding  c o mp lia nc e  with this Co de ; a nd 

• p ro vide  Co nsume r c o nfide nc e  in the  se lf-re g ula to ry re g ime  o f whic h this Co de  fo rms 

a  p a rt a nd in the  te le c o mmunic a tio ns industry’ s c o mp lia nc e  with the  Co de .  

Code  Re vision 

Co d e  C 628:2015, whic h re p la c e d  Co d e  C628:2012, wa s the  re sult o f a  re visio n p ro je c t 

und e rta ke n b y C o mmunic a tio ns Allia nc e ’ s Wo rking  Co mmitte e  WC61 c ha ire d  b y Ms Ana  

Ta b a c ma n a nd  c o mp rise d  o f ind ustry re p re se nta tive s.  The  sc o p e  o f re visio ns wa s limite d  

to  a me nd ing  the  Co d e ’ s c usto me r info rma tio n p ro visio ns a nd  re mo ving  d up lic a te d  

Co d e  rule s tha t a lre a d y e xist in le g isla tio n (inc lud ing  in the  Austra lia n Co nsume r La w, 

whic h a p p lie s to  a ll Ca rria g e  Se rvic e  Pro vid e rs), in a c c o rd a nc e  with the  ACMA’ s a nd  

Co mmunic a tio ns Allia nc e ’ s Custo me r Info rma tio n Pro visio ns Po lic y Fra me wo rk Ma y 2014. 
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2016 Va ria tion 

In 2016 the  Co d e  wa s va rie d  to  re fle c t a  re vie w a nd  re p la c e me nt o f Cha p te r 9 – C o d e  

Co mp lia nc e  Mo nito ring . This p ro je c t wa s und e rta ke n b y C o mmunic a tio ns Allia nc e ’ s 

Wo rking  Co mmitte e  WC71 c ha ire d  b y Mr Tre vo r Hill a nd  c o mp rise d  o f ind ustry a nd  

c o nsume r re p re se nta tive s.  The  sc o p e  o f va ria tio ns wa s limite d  to  a me nd ing  c ha p te r 9. 
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1 GENERAL 

1.1 Introduc tion 

1.1.1 Se c tio n 112 o f the  Te le c o mmunic a tio ns Ac t 1997(Cth) (Ac t) se ts 

o ut the  inte ntio n o f the  Co mmo nwe a lth Pa rlia me nt tha t b o d ie s 

a nd  a sso c ia tio ns re p re se nting  se c tio ns o f the  

te le c o mmunic a tio ns industry d e ve lo p  ind ustry c o d e s re la ting  to  

the  te le c o mmunic a tio ns a c tivitie s o f p a rtic ip a nts in tho se  se c tio ns 

o f the  ind ustry. 

1.1.2 The  TCP C o d e  wa s first d e ve lo p e d  in 2007, a nd  re vise d  in 2010 – 

2012 a nd  2015. Va ria tio n No . 1/ 2016 wa s d e ve lo p e d  b y 

Co mmunic a tio ns Allia nc e ’ s WC71. 

1.1.3 The  C o d e  re p la c e s TCP Co d e  C 628:2012, with e ffe c t fro m the  

d a te  o f re g istra tio n b y the  ACMA. 

1.1.4 The  C o d e  sho uld  b e  re a d  in the  c o nte xt o f o the r re le va nt c o d e s 

a nd  the ir g uid e line s. 

1.1.5 The  C o d e  sho uld  b e  re a d  in c o njunc tio n with re la te d  le g isla tio n, 

re g ula tio ns, sta nd a rd s, d e te rmina tio ns, c o d e s, AC C C g uid e s a nd  

g uid e line s, AC MA fa c t she e ts, a nd  Co mmunic a tio ns Allia nc e  

g uid a nc e  no te s a nd  g uid e line s, inc lud ing : 

(a ) the  Ac t; 

(b ) the  Te le c o mmunic a tio ns (Co nsume r Pro te c tio n a nd Se rvic e  

Sta nda rds) Ac t 1999 (Cth); 

(c ) the  Co mp e titio n a nd Co nsume r Ac t 2010 (Cth) inc lud ing  

the  Austra lia n Co nsume r La w; 

(d ) the  Disa b ility Disc riminatio n Ac t 1992 (Cth); 

(e ) the  Ra c ia l Disc rimina tio n Ac t 1975 (Cth); 

(f) a ny o the r re le va nt e q ua l o p p o rtunity le g isla tio n; 

(g ) the  Priva c y Ac t 1988 (Cth);  

(h) the  Sp a m Ac t 2003 (Cth); 

(i) the  Do  No t Ca ll Re g iste r Ac t 2006 (Cth); a nd  

(j) the  Co mmunic a tio ns Allia nc e  g uid e line  Guide line s o n 

De ve lo p ing  Ac c e ssib le  Do c ume nts. 

1.1.6 If the re  is a  c o nflic t b e twe e n the  re q uire me nts o f the  Co d e  a nd  

a ny re q uire me nt imp o se d  o n a  Sup p lie r b y sta tute  o r b y a  

Re g ula to r, the  Sup p lie r will no t b e  in b re a c h o f the  Co d e  b y 

c o mp lying  with the  sta tute  o r the  re q uire me nts o f the  Re g ula to r. 

1.1.7 Co mp lia nc e  with the  Co d e  d o e s no t g ua ra nte e  c o mp lia nc e  with 

a ny le g isla tio n o r the  re q uire me nts o f a ny Re g ula to r.  The  C o d e  is 

no t a  sub stitute  fo r le g a l a d vic e . 
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1.2 Re g istra tion with ACMA 

The  C o d e  is to  b e  sub mitte d  to  the  Austra lia n Co mmunic a tio ns a nd  Me d ia  

Autho rity (ACMA) fo r re g istra tio n p ursua nt to  se c tio n 117 o f the  Ac t. 

1.3 Sc ope  

1.3.1 The  C o d e  a p p lie s to  the  Ca rria g e  Se rvic e  Pro vid e rs se c tio n o f the  

te le c o mmunic a tio ns industry und e r se c tio n 110 o f the  Ac t. 

1.3.2 It d e a ls with the  fo llo wing  te le c o mmunic a tio ns a c tivitie s a s 

d e fine d  in se c tio n 109 o f the  Ac t: 

(a ) c a rrying  o n b usine ss a s a  Ca rria g e  Se rvic e  Pro vid e r; a nd  

(b ) sup p lying  g o o d s o r se rvic e s fo r use  in c o nne c tio n with the  

sup p ly o f a  Liste d  Ca rria g e  Se rvic e . 

1.3.3 The  C o d e  a p p lie s o nly to  re sid e ntia l a nd  sma ll b usine ss c o nsume rs 

a nd  re g ula te s ma tte rs re la ting  to  the ir re la tio nship  with the ir 

Ca rria g e  Se rvic e  Pro vid e rs. 

1.3.4 The  C o d e  d o e s no t a p p ly to  ma tte rs c o ve re d  b y c o d e s o r 

sta nd a rd s re g iste re d  o r d e te rmine d  und e r the  Bro a dc a sting  

Se rvic e s Ac t 1992 (Cth) a s re q uire d  b y se c tio n 116 o f tha t Ac t. 

1.4 Complia nc e  with the  Code  

Sup p lie rs a re  d e e me d  to  b e  c o mp lia nt with the  Co d e  if the y: 

1.4.1 Ac hie ve  the  o utc o me s fo rmula te d  thro ug ho ut c ha p te rs 4 to  9 

(usua lly to  b e  fo und  a t the  third  numb e ring  le ve l), e .g . “ A Sup p lie r 

must e nsure  e nq uirie s b y Custo me rs a re  d e a lt with b y the  Sup p lie r 

in a  time ly a nd  e ffe c tive  ma nne r.” ; a nd  

1.4.2 Co mp ly with the  a c tio ns liste d  b e lo w the  o utc o me s a nd  whic h 

a re  usua lly intro d uc e d  with the  wo rd s “ A Sup p lie r must ta ke  the  

fo llo wing  a c tio ns to  e na b le  this o utc o me :…” o r with simila r wo rd s 

to  tha t e ffe c t. 

1.5 Comme nc e me nt da te  

The  C o d e  will c o mme nc e  o n the  d a y o f re g istra tio n with the  ACMA. 

1.6 Code  re vie w 

The  C o d e  will b e  ne xt re vie we d  in 2017.   

1.7 Powe r of the  TIO to  ha ndle  c ompla ints unde r the  Code  

Und e r se c tio n 114 o f the  Ac t a nd  sub je c t to  the  c o nse nt o f the  TIO, the  

Co d e  c o nfe rs o n the  TIO the  func tio ns a nd  p o we rs o f: 

(a ) re c e iving ; 

(b ) inve stig a ting ; 
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(c ) fa c ilita ting  the  re so lutio n o f; 

(d ) ma king  d e te rmina tio ns in re la tio n to ; 

(e ) g iving  d ire c tio ns in re la tio n to ; a nd  

(f) re p o rting  o n, 

Co mp la ints ma d e  b y the  e nd  use rs o f a  Liste d  Ca rria g e  Se rvic e  a b o ut 

ma tte rs a rising  und e r o r in re la tio n to  the  Co d e , inc lud ing  c o mp lia nc e  with 

the  Co d e  b y tho se  ind ustry p a rtic ip a nts to  who m the  Co d e  a p p lie s. 

 



- 9 - 

C628:2015 (Inc o rp o ra ting  Va ria tio n No .1/ 2016) CO PYRIGHT 

FEBRUARY 2016  

2 DEFINITIONS AND INTERPRETATION 

2.1 De finitions 

Fo r the  p urp o se s o f this C o d e : 

ACCAN 

me a ns the  Austra lia n Co mmunic a tio ns Co nsume r Ac tio n Ne two rk. 

ACCC 

me a ns the  Austra lia n Co mp e titio n a nd  Co nsume r Co mmissio n. 

ACIF 

me a ns the  b o d y fo rme rly kno wn a s the  Austra lia n Co mmunic a tio ns 

Ind ustry Fo rum whic h d e ve lo p e d  c o d e s fo r the  te le c o mmunic a tio ns 

ind ustry. 

Ac kno wle dging  a Co mplaint  

me a ns p ro vid ing  a  C o nsume r with: 

(a ) a  uniq ue  re fe re nc e  numb e r o r suc h o the r me a ns a s will e nsure  the  

Sup p lie r’ s a b ility to  sub se q ue ntly id e ntify the  Co mp la int a nd  its 

sub je c t ma tte r.  

(b ) a n ind ic a tive  time fra me  fo r the  Re so lutio n o f the  C o mp la int; 

(c ) info rma tio n a s to  ho w a  Co nsume r c a n o b ta in d e ta ils o f the  

Sup p lie r’ s Co mp la int ha nd ling  p ro c e ss a s p e r 8.1.1.(b ). 

ACMA 

me a ns the  Austra lia n Co mmunic a tio ns a nd  Me d ia  Autho rity. 

Ac t 

me a ns the  Te le c o mmunic a tio ns Ac t 1997 (Cth). 

Ac tio n Plan 

me a ns a  p la n sub mitte d  to  Co mmunic a tio ns C o mp lia nc e  b y a  Sup p lie r 

p ursua nt to  c la use  9.6. 

Adve rtising  

me a ns ma rke ting  a nd  p ro mo tio na l ma te ria l (inc lud ing  e le c tro nic  a nd  

o nline  ma te ria l) in re la tio n to  a  Sup p lie r's Te le c o mmunic a tio ns Pro d uc ts. 

Advo c ate  

me a ns a  p e rso n no mina te d  b y a  Co nsume r to  d e a l with a  Sup p lie r o n the  

Co nsume r’ s b e ha lf (b ut unlike  a n Autho rise d  Re p re se nta tive , d o e s no t a c t 

a s the  Co nsume r’ s a g e nt no r ha ve  a utho rity to  a c c e ss a ny o f the  

Co nsume r’ s a c c o unt info rma tio n fro m the  Sup p lie r). 
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ASIC 

me a ns the  Austra lia n Se c uritie s a nd  Inve stme nts Co mmissio n. 

Atte statio n De fe rral No tic e   

me a ns a  no tic e  g ive n b y a  Sup p lie r und e r c la use  9.8.1, in the  fo rm 

re q uire d  b y C o mmunic a tio ns C o mp lia nc e , to  d e fe r the  d a te  b y whic h it is 

re q uire d  to  p ro vid e  the  sta te me nts p re sc rib e d  in c la use  9.4.1. 

Australian Co nsume r Law 

me a ns Sc he d ule  2 to  the  Co mp e titio n a nd Co nsume r Ac t 2010 (Cth). 

Autho rise d Re pre se ntative  

me a ns the  p e rso n who  ha s a utho rity fro m a  C o nsume r to  d e a l with a  

Sup p lie r o n b e ha lf o f tha t Co nsume r a s the ir a utho rise d  a g e nt. 

Bill 

me a ns a n invo ic e  fro m a  Sup p lie r whic h a d vise s a  Custo me r o f the  to ta l o f 

e a c h Bille d  Cha rg e . 

Bill Me dia 

me a ns the  me tho d  in whic h a  Bill is c o mmunic a te d  o r d e live re d  to  the  

Custo me r, a nd  its fo rma t. 

Bille d Charge  

me a ns a  Cha rg e  tha t is d ue  fo r p a yme nt b y a  C usto me r in re sp e c t o f 

Te le c o mmunic a tio ns Pro d uc ts p ro vid e d  b y a  Sup p lie r. 

Billing  

me a ns a ny o ne , o r a  c o mb ina tio n o f, the  fo llo wing  a c tivitie s: 

(a ) c a lc ula ting  a nd  a sse mb ling  Cha rg e s inc urre d  b y a  Custo me r d uring  

a  Billing  Pe rio d ; 

(b ) a p p lying  a ny d e b its o r c re d its o utsta nd ing  o r Disc o unts d ue  a g a inst 

the  Cha rg e s, a nd  c a lc ula ting  the  ne t a mo unt p a ya b le  b y the  

Custo me r; 

(c ) issuing  a nd  d e live ring  Bills to  the  Billing  Ad d re ss; 

(d ) ha nd ling  Billing  Enq uirie s; a nd  

(e ) re c e iving  a nd  re c e ip ting  p a yme nts ma d e  b y the  Custo me r. 

Billing  Ac c urac y  

me a ns the  va lid ity o f Cha rg e s a nd  the  c o rre c tne ss o f the  c a lc ula tio n o f 

the  Cha rg e s. 

Billing  Addre ss 

me a ns the  Custo me r’ s no mina te d  a d d re ss whic h is d isp la ye d  o n the  Bill. 
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Billing  Co mplaint 

me a ns a  C o mp la int ma de  to  a  Sup p lie r b y a  C usto me r a b o ut a ny a sp e c t 

o f the  C usto me r’ s Bill o r the  Sup p lie r's Billing . 

Billing  Enquiry  

me a ns a  re q ue st to  a  Sup p lie r b y a  Co nsume r fo r re le va nt info rma tio n 

a b o ut a  Bill, o r Billing  g e ne ra lly. 

Billing  Name  

me a ns the  na me  o f the  Custo me r to  who m the  Bill is issue d  a nd  d e live re d . 

Billing  Optio n 

me a ns a  Billing  re la te d  o p tio n o ffe re d  b y the  Sup p lie r tha t the  Co nsume r 

ma y c ho o se  o r no mina te . 

Billing  Pe rio d 

me a ns a  p e rio d  o f time  in re la tio n to  whic h Bille d  Cha rg e s re la te . 

Carriage  Se rvic e  Pro vide r 

ha s the  me a ning  g ive n in the  Ac t. 

Carrie r 

ha s the  me a ning  g ive n in the  Ac t. 

Charge  

me a ns the  ta riff o r fe e  whic h a  Sup p lie r le vie s fo r the  p ro visio n o f a  

Te le c o mmunic a tio ns Pro d uc t o r a  re la te d  tra nsa c tio n. 

Clo se d 

Whe n use d  in c o nne c tio n with a  Co mp la int, me a ns tha t the  Co mp la int is 

no  lo ng e r o p e n in the  Sup p lie r’ s c o mp la int ma na g e me nt syste m a nd  

e ithe r: 

(a ) the  Re so lutio n ha s b e e n imp le me nte d  a nd  no  furthe r wo rk is 

re q uire d  b y the  Sup p lie r; o r 

(b ) the  Sup p lie r is una b le  to  Re so lve  the  Co mp la int a nd  c la use s 8.2.1(c ), 

(d ) o r (e ) a p p ly a nd  ha ve  b e e n c o mp lie d  with. 

Co de  Co mplianc e  Frame wo rk 

me a ns the  fra me wo rk fo r ind ustry c o mp lia nc e  with the  Co d e  whic h is 

d e sc rib e d  in c ha p te r 9 o f this Co d e , a nd  is furthe r illustra te d  in Ap p e nd ix 2 

to  this Co d e . 

Co mmunic atio ns Co mplianc e  

me a ns the  ind e p e nd e nt b o d y whic h mo nito rs a nd  re p o rts o n Co d e  

c o mp lia nc e , the  ro le  o f whic h is se t o ut in Ap p e nd ix 1 to  this Co d e . 
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Co mpe titio n and Co nsume r Ac t 

me a ns the  Co mp e titio n a nd Co nsume r Ac t 2010 (Cth). 

Co mplaint 

me a ns a n e xp re ssio n o f d issa tisfa c tio n ma d e  to  a  Sup p lie r in re la tio n to  its 

Te le c o mmunic a tio ns Pro d uc ts o r the  c o mp la ints ha nd ling  p ro c e ss itse lf, 

whe re  a  re sp o nse  o r Re so lutio n is e xp lic itly o r imp lic itly e xp e c te d  b y the  

Co nsume r.  

An initia l c a ll to  a  p ro vid e r to  re q ue st a  se rvic e  o r info rma tio n o r to  re q ue st 

sup p o rt is no t ne c e ssa rily a  Co mp la int. An initia l c a ll to  re p o rt a  fa ult o r 

se rvic e  d iffic ulty is no t a  Co mp la int.  Ho we ve r, if a  Custo me r a d vise s tha t 

the y wa nt this initia l c a ll tre a te d  a s a  Co mp la int, the  Sup p lie r will a lso  tre a t 

this initia l c a ll a s a  Co mp la int.  

If a  Sup p lie r is unc e rta in, a  Sup p lie r must a sk a  C usto me r if the y wish to  

ma ke  a  Co mp la int a nd  must re ly o n the  Custo me r’ s re sp o nse . 

Co mplianc e  Ac hie ve me nt Plan 

me a ns a  p la n sub mitte d  to  Co mmunic a tio ns C o mp lia nc e  b y a  Sup p lie r 

p ursua nt to  c la use  9.5. 

Co mplianc e  Atte statio n 

me a ns a  sta te me nt b y a  Sup p lie r, a tte ste d  in the  ma nne r re q uire d  b y 

c la use  9.4.1 a nd  a d d re ssing  the  ma tte rs re fe rre d  to  in c la use  9.4.1. 

Co mplianc e  Mo nito ring  Re que st 

me a ns a  re q ue st fro m C o mmunic a tio ns Co mp lia nc e  to  a  Sup p lie r fo r 

info rma tio n re la ting  to  tha t Sup p lie r’ s c o mp lia nc e  with this Co d e .  

Co mplianc e  Plan  

me a ns d o c ume nta tio n pre p a re d  b y a  Sup p lie r in a c c o rd a nc e  with c la use  

9.3.1. 

Co mplianc e  Standard   

me a ns the  Austra lia n Sta nd a rd  AS ISO 19600:2015 Co mp lianc e  

ma na g e me nt syste ms – Guide line s. 

Co nsume r 

me a ns: 

(a ) a n ind ivid ua l who  a c q uire s o r ma y a c q uire  a  Te le c o mmunic a tio ns 

Pro d uc t fo r the  p rima ry p urp o se  o f p e rso na l o r d o me stic  use  a nd  no t 

fo r re sa le ; o r 

(b ) a  b usine ss o r no n-p ro fit o rg a nisa tio n whic h a c q uire s o r ma y a c q uire  

o ne  o r mo re  Te le c o mmunic a tio ns Pro d uc ts whic h a re  no t fo r re sa le  

a nd , a t the  time  it e nte rs into  the  Custo me r Co ntra c t, it: 
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(i) d o e s no t ha ve  a  g e nuine  a nd  re a so na b le  o p p o rtunity to  

ne g o tia te  the  te rms o f the  C usto me r C o ntra c t; a nd  

(ii) ha s o r will ha ve  a n a nnua l sp e nd  with the  Sup p lie r whic h is, o r 

is e stima te d  o n re a so na b le  g ro und s b y the  Sup p lie r to  b e , no  

g re a te r tha n $20,000. 

A re fe re nc e  to  a  C o nsume r inc lud e s a  re fe re nc e  to  the  Co nsume r’ s 

Autho rise d  Re p re se nta tive . 

A re fe re nc e  to  a  C o nsume r inc lud e s a  re fe re nc e  to  a  Custo me r. 

Co rpo rate  Re o rganisatio n 

me a ns a  re o rg a nisa tio n o f the  c o rp o ra te  g ro up  o f whic h the  Sup p lie r is a  

p a rt with the  re sult tha t a  Custo me r will b e  p ro vid e d  with 

Te le c o mmunic a tio ns Se rvic e s b y a no the r Sup p lie r a fte r tha t re o rg a nisa tio n 

is c o mp le te . 

Cre dit Asse ssme nt 

me a ns the  p ro c e ss b y whic h a  Sup p lie r d e te rmine s the  le ve l o f c re d it to  

b e  p ro vid e d  b y it (if a ny) to  a  Co nsume r. 

Cre dit Manage me nt 

me a ns the  p ro c e ss b y whic h a  Sup p lie r: 

(a ) he lp s Custo me rs to  ma na g e  the ir e xp e nd iture  o n 

Te le c o mmunic a tio ns Se rvic e s; 

(b ) ma na g e s a ny c re d it risk to  the  Sup p lie r; a nd  

(c ) c o lle c ts o utsta nd ing  d e b ts fro m C usto me rs, a nd  fo rme r C usto me rs. 

Cre dit Re po rting  Bo dy  

ha s the  me a ning  g ive n in the  Priva c y Ac t. 

Custo me r 

me a ns a  C o nsume r who  ha s e nte re d  into  a  Custo me r C o ntra c t with a  

Sup p lie r. 

A re fe re nc e  to  a  C usto me r inc lud e s a  re fe re nc e  to  the  Custo me r’ s 

Autho rise d  Re p re se nta tive . 

Custo me r Co ntrac t 

me a ns a n a rra ng e me nt o r a g re e me nt b e twe e n a  Sup p lie r a nd  a  

Co nsume r fo r the  sup p ly o f a  Te le c o mmunic a tio ns Pro d uc t to  tha t 

Co nsume r. Fo r the  a vo id a nc e  o f d o ub t, unle ss sta te d  o the rwise , the  

Sta nd a rd  Fo rm Custo me r Co ntra c t is a  Custo me r Co ntra c t. 

Custo me r Se rvic e  

me a ns se rvic e s, o the r tha n Te le c o mmunic a tio ns Se rvic e s, p ro vid e d  b y a  

Sup p lie r to  a  C usto me r, in c o nne c tio n with the  Custo me r’ s use  o f the  
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Sup p lie r’ s Te le c o mmunic a tio ns Pro d uc ts a nd  the  Custo me r’ s C usto me r 

Co ntra c t with the  Sup p lie r. 

Dire c t De bit 

me a ns a  p e rio d ic  p a yme nt tha t is a uto ma tic a lly d e d uc te d  b y a  Sup p lie r 

fro m a  Custo me r’ s no mina te d  fina nc ia l institutio n a c c o unt,  imp le me nte d  

b y the  Sup p lie r a t the  Custo me r’ s re q ue st. 

Disc o nne c tio n 

me a ns the  te rmina tio n b y a  Sup p lie r o f a  C usto me r C o ntra c t fo r a  

Te le c o mmunic a tio ns Se rvic e . 

Disc o unt 

me a ns a  re d uc tio n in the  Cha rg e  whic h is usua lly le vie d  b y a  Sup p lie r. 

Eme rge nc y  Se rvic e  Numbe r 

ha s the  me a ning  g ive n b y se c tio n 3.24 o f the  Te le c o mmunic a tio ns 

Numb e ring  Pla n 1997. 

Exte rnal Qualifie d Asse sso r 

me a ns a n a sse sso r who : 

(a ) is e xte rna l to , a nd  ind e p e nd e nt o f, the  Sup p lie r;  

(b ) is no t with the  Sup p lie r’ s Imme d ia te  Circ le ; 

(c ) in tha t Sup p lie r’ s o p inio n, ha s suita b le  q ua lific a tio ns to  a sse ss tha t the  

Sup p lie r’ s Co mp lia nc e  Pla n ha s b e e n p re p a re d  in a c c o rd a nc e  with  

p rinc ip le s a nd  g uid a nc e  o utline d  in the  Co mp lia nc e  Sta nd a rd ;  

(d ) is a  me mb e r o f a  p ro fe ssio na l o rg a nisa tio n suc h a s a  p ro fe ssio na l 

a ud iting  o r c o mp lia nc e  b o d y; a nd  

(e ) ha s b e e n c o ntra c te d  b y the  Sup p lie r to  p e rfo rm the  ro le  o f Exte rna l 

Qua lifie d  Asse sso r. 

Financ ial Hardship 

me a ns a  situa tio n whe re : 

(a ) a  Custo me r is una b le  to  d isc ha rg e  the  fina nc ia l o b lig a tio ns o we d  b y 

the  Custo me r und e r the ir Custo me r Co ntra c t o r o the rwise  d isc ha rg e  

the  fina nc ia l o b lig a tio ns o we d  b y the  Custo me r to  a  Sup p lie r, d ue  to  

illne ss, une mp lo yme nt o r o the r re a so na b le  c a use ; a nd  

(b ) the  Custo me r b e lie ve s tha t the y a re  a b le  to  d isc ha rg e  tho se  

o b lig a tio ns if the  re le va nt p a yme nt a rra ng e me nts o r o the r 

a rra ng e me nts re la ting  to  the  sup p ly o f Te le c o mmunic a tio ns 

Pro d uc ts b y the  Sup p lie r to  the  Custo me r a re  c ha ng e d . 
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First Co mplianc e  Atte statio n 

me a ns the  Co mp lia nc e  Atte sta tio n first p ro vid e d  b y a  Sup p lie r in 

a c c o rd a nc e  with c la use  9.4.1 o f this Co d e  o r o f a ny p rio r e d itio ns o f this 

Co d e . 

Fo rc e  Maje ure  

me a ns a n unfo re se e n o r unc o ntro lla b le  fo rc e  o r e ve nt, suc h a s fire , flo o d , 

e a rthq ua ke , sto rm o r o the r d isturb a nc e , whe the r c a use d  b y the  e le me nts, 

a n a c t o f Go d , wa r, strike , lo c ko ut, rio t, e xp lo sio n, insurre c tio n, 

g o ve rnme nta l a c tio n o r a no the r e ve nt o f the  sa me  kind , whic h is no t 

re a so na b ly within the  c o ntro l o f a  p a rty. 

Fraud 

me a ns d isho ne stly a c c e ssing  o r using  a ny Te le c o mmunic a tio ns Pro d uc ts o f 

a  Sup p lie r, o r a tte mp ting  to  d o  so , with the  inte nt o f: 

(a ) d e c e iving  the  Sup p lie r o r a ny o the r p e rso n; 

(b ) no t p a ying  fo r the  re le va nt Te le c o mmunic a tio ns Pro d uc ts; o r 

(c ) se c uring  unla wful g a in o r a d va nta g e . 

Gaining  Supplie r 

me a ns the  Sup p lie r to  who m a  Te le c o mmunic a tio ns Se rvic e  is to  b e  

Tra nsfe rre d . 

Guarante e  

me a ns a  g ua ra nte e  o f a  Custo me r’ s o b lig a tio ns und e r a  C usto me r 

Co ntra c t. 

Guaranto r 

me a ns a n ind ivid ua l o r c o mp a ny who  g ua ra nte e s a  C usto me r’ s 

o b lig a tio ns und e r a  C usto me r Co ntra c t. 

Hard Cap 

me a ns a  ma ximum a mo unt a p p lie d  to  a  Custo me r’ s use  o f 

Te le c o mmunic a tio ns Se rvic e s, whic h c a nno t b e  e xc e e d e d . 

Imme diate  Circ le  

ha s the  me a ning  g ive n in the  Ac t. 

Inc lude d Value  Plan 

me a ns a  mo b ile  Po st-Pa id  Se rvic e  p la n und e r whic h the  Custo me r 

re c e ive s a  la rg e r a mo unt o f mo nthly inc lud e d  va lue  tha n the  minimum 

mo nthly Cha rg e  the y p a y (e .g . fo r $50 p e r mo nth, re c e ive  $500 inc lud e d  

va lue ), to  use  o n a  c o mb ina tio n o f e lig ib le  se rvic e s a c ro ss Sta nd a rd  

Na tio na l Mo b ile  Ca lls, Sta nd a rd  Na tio na l Mo b ile  SMS a nd  na tio na l d a ta  

usa g e , a nd  the  use  o f a ny o f the se  thre e  e lig ib le  se rvic e s is no t unlimite d . 
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Ite mise d 

me a ns the  d e ta il(s) p ro vid e d  in re la tio n to  a  p a rtic ula r Bille d  Cha rg e . 

Ite mise d Billing  

me a ns the  p ro visio n o f a  Bill tha t inc lud e s d e ta ils fo r e a c h Bille d  Cha rg e . 

Large  Supplie r 

me a ns a  Sup p lie r with 100,000 o r mo re  se rvic e s in o p e ra tio n. 

Liste d Carriage  Se rvic e  

ha s the  me a ning  g ive n in the  Ac t. 

Mate rial Change  

me a ns a  sig nific a nt c ha ng e  to  a ny o f the  fo llo wing :  

(a ) a  Sup p lie r’ s o p e ra tio ns a rising  fro m ne w o r c ha ng e d  a c tivitie s o r 

se rvic e s, whic h c ha ng e  a ffe c ts a  Sup p lie r’ s c o mp lia nc e  with this 

Co d e ;  

(b ) a  Sup p lie r’ s syste ms a nd  p ro c e sse s re le va nt to  the  Sup p lie r’ s 

Co mp lia nc e  Pla n; o r 

(c ) a  Sup p lie r’ s c o mp lia nc e  o b lig a tio ns und e r this Co d e , whic h c ha ng e  

re sults in the  ne e d  to  re vie w a nd  up d a te  the  Sup p lie r’ s Co mp lia nc e  

Pla n. 

Me tric s 

me a ns p e rfo rma nc e  me a sure s re la ting  to  c e rta in o b lig a tio ns o f Sup p lie rs 

und e r this Co d e , a s re q uire d  b y Co mmunic a tio ns Co mp lia nc e  fro m time  

to  time . 

Offe r 

me a ns a  c urre nt, sta nd a rd  in-ma rke t p la n c o nta ining  p ric ing  tha t is ma d e  

b y a  Sup p lie r fo r the  p ro visio n o f Te le c o mmunic a tio ns Pro d uc ts, whic h is 

a va ila b le  to  a ny ind ivid ua l Co nsume r o r Co nsume rs a s a  c la ss a nd  

inc lud e s, witho ut limita tio n suc h o ffe rs ma d e  in Ad ve rtising . 

Partial Co nfirmatio n 

ha s the  me a ning  g ive n in c la use  9.4.1(b )(ii)(B) o r 9.4.1(b )(iii)(B) (a s the  c a se  

ma y b e ). 

Pe rso nal Info rmatio n 

ha s the  me a ning  g ive n to  it in the  Priva c y Ac t. 

Po st- Paid Se rvic e  

me a ns a  Te le c o mmunic a tio ns Pro d uc t tha t c a n b e  use d  fully o r in p a rt 

p rio r to  b e ing  p a id  fo r b y the  Co nsume r. 
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Pre - Paid Se rvic e  

me a ns a  Te le c o mmunic a tio ns Pro d uc t tha t must b e  p a id  fo r b y the  

Co nsume r b e fo re  it is use d . 

Prio rity  Assistanc e  

ha s the  me a ning  g ive n in the  Prio rity Assista nc e  fo r Life  Thre a te ning  

Me dic a l Co nditio ns Co d e  (ACIF C609:2007). 

Prio rity  Assistanc e  Custo me r 

me a ns a  C usto me r re c e iving  Prio rity Assista nc e . 

Privac y  Ac t 

me a ns the  Priva c y Ac t 1988 (Cth). 

Pro mine ntly  Display e d 

me a ns c o nsp ic uo usly p re se nte d  in c le a r fo nt a nd  in a  p ro mine nt a nd  

visib le  p o sitio n tha t is a pp ro p ria te  fo r the  Ad ve rtising  me d ium in the  ma in 

b o d y o f the  Ad ve rtising . 

Re gulato r 

me a ns a ny o f the  AC C C , ACMA, ASIC a nd  a ny g o ve rnme nt b o d y in a ny 

Sta te  o r Te rrito ry re sp o nsib le  fo r the  a d ministra tio n o f a ll o r p a rt o f the  

le g isla tio n re fe rre d  to  in c la use  1.1.5. 

Re side ntial Custo me r 

me a ns a  C usto me r tha t is a n ind ivid ua l who  a c q uire s a  

Te le c o mmunic a tio ns Pro d uc t fo r the  p rima ry p urp o se  o f p e rso na l o r 

d o me stic  use  a nd  no t fo r re sa le  und e r the  sta nd a rd  te rms a nd  p ric ing  fo r 

re sid e ntia l, no n-b usine ss c usto me rs se t o ut in the  Sup p lie r’ s Sta nd a rd  Fo rm 

o f Ag re e me nt. 

Re so lutio n 

whe n use d  in c o nne c tio n with a  Co mp la int, me a ns the  o utc o me  o f the  

b ring ing  o f tha t Co mp la int to  a  c o nc lusio n in a c c o rd a nc e  with the  

re q uire me nts o f this C o d e . This d o e s no t me a n tha t the  o utc o me  must b e  

in fa vo ur o f the  C o nsume r.  

The  Re so lutio n o f a  Co mp la int d o e s no t inc lud e  the  imp le me nta tio n o f 

tha t Re so lutio n. 

Re so lve  

whe n use d  in c o nne c tio n with a  Co mp la int, me a ns the  b ring ing  o f tha t 

Co mp la int to  a  c o nc lusio n in a c c o rd a nc e  with the  re q uire me nts o f this 

Co d e .  
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Re stric tio n 

 

me a ns whe re  a c c e ss to  o ne  o r mo re  o f a  Sup p lie r's a va ila b le  

Te le c o mmunic a tio ns Pro d uc ts o r a n a sp e c t o f tho se  Te le c o mmunic a tio ns 

Pro d uc ts is limite d . 

Re stric tio n Po int 

me a ns the  p o int a t whic h a  Re stric tio n is to  o c c ur. 

Re tail Outle t 

me a ns a  re ta il p re mise  tha t se lls va rio us g o o d s a nd  se rvic e s in a d d itio n to  

Te le c o mmunic a tio ns Pro d uc ts. 

Rights Of Use  Ho lde r 

ha s the  me a ning  g ive n in the  Rig hts o f Use  o f Numb e rs Co de  (ACIF 

C566:2005). 

Rule s 

me a ns the  Sup p lie r-sp e c ific  o b lig a tio ns und e r this Co d e , whic h a re  in 

c ha p te rs 3 to  9. 

Sale s Re pre se ntative  

me a ns a  p e rso n e mp lo ye d  o r c o ntra c te d , d ire c tly o r ind ire c tly, b y a  

Sup p lie r to  se ll inc lud ing  sta ff e mp lo ye d  b y a  third  p a rty c a ll c e ntre  to  se ll 

a  Sup p lie r’ s Te le c o mmunic a tio ns Pro d uc ts o n b e ha lf o f tha t Sup p lie r), o ffe r 

to  se ll, o r o the rwise  p ro mo te , Te le c o mmunic a tio ns Pro d uc ts to  C o nsume rs 

a s a ll o r a  sub sta ntia l p a rt o f the ir ro le , o the r tha n a  p e rso n who  

und e rta ke s a nd  c o mp le te s a  tra nsa c tio n fo r a  Pre -p a id  Se rvic e  fo r a  

Co nsume r a t a  c a sh re g iste r in a  Re ta il Outle t. 

Se c urity  De po sit 

me a ns a  p a yme nt ma d e  b y a  C usto me r to  a  Sup p lie r to  mitig a te  a  c re d it 

risk. 

Shaping  

me a ns whe re  a  Sup p lie r d e lib e ra te ly c o ntro ls the  ma ximum d a ta  tra nsfe r 

ra te   o n a  b ro a d b a nd  se rvic e  whe n the  Custo me r ha s e xc e e d e d  the  

sp e c ifie d  d a ta  a llo wa nc e . 

Small Online  Adve rtising  

me a ns o nline  strip , b a nne r o r tile  Ad ve rtising  o r the  e q uiva le nt. 

Small Supplie r  

me a ns a  Sup p lie r with fe we r tha n 3,000 se rvic e s in o p e ra tio n. 

Spe c ial Pro mo tio n 

me a ns a n o ffe r o f limite d  d ura tio n, limite d  q ua ntity o r o ffe re d  to  a  limite d  

sub -se t o f Co nsume rs, (fo r e xa mp le , a  o nc e -o ff p ro mo tio n fo r me mb e rs o f 
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a  lo c a l g ym o r a  sp e c ia l d isc o unt fo r the  sta ff o f a  b usine ss c usto me r o f a  

Sup p lie r), suc h a s Disc o unts o ff Te le c o mmunic a tio ns Go o d s o r 

c o mp o ne nts o f Te le c o mmunic a tio ns Se rvic e s. 

Spe nd Manage me nt To o ls 

me a ns a  to o l a va ila b le  to  a  C usto me r o r a p p lie d  b y a  Sup p lie r to  a ssist the  

Custo me r to  ta ke  time ly a c tio n to  limit a nd / o r ma na g e  the ir e xp e nd iture  

o r usa g e  a llo wa nc e  o n a  p a rtic ula r Te le c o mmunic a tio ns Pro d uc t. 

Standard Fo rm Custo me r Co ntrac t 

me a ns the  Sup p lie r’ s c urre nt Sta nd a rd  Fo rm o f Ag re e me nt fo r c o ntra c ting  

with Co nsume rs.  

Standard Fo rm o f Agre e me nt 

ha s the  me a ning  g ive n in the  Ac t. 

Standard Natio nal Mo bile  Call 

me a ns a  mo b ile  vo ic e  te le p ho ne  c a ll fro m a  Sup p lie r’ s mo b ile  se rvic e  to  

a no the r Sup p lie r’ s mo b ile  se rvic e  (o ff-ne t) d uring  p e a k time  whe re  the  

c a lling  a nd  re c e iving  p a rtie s a re  in Austra lia . 

Standard Natio nal Mo bile  SMS 

me a ns a  mo b ile  sho rt me ssa g e  c o nta ining  a  ma ximum o f 160 c ha ra c te rs 

fro m a  Sup p lie r’ s mo b ile  se rvic e  to  a no the r Sup p lie r’ s mo b ile  se rvic e  (o ff-

ne t) d uring  p e a k-time  whe re  the  se nd ing  a nd  re c e iving  p a rtie s a re  in 

Austra lia . 

Standard Te le pho ne  Se rvic e  

ha s the  me a ning  g ive n to  it in the  Te le c o mmunic a tio ns (Co nsume r 

Pro te c tio n a nd Se rvic e  Sta nda rds) Ac t 1999 (Cth). 

State me nt o f Inde pe nde nt Asse ssme nt  

me a ns a  writte n sta te me nt b y a n Exte rna l Qua lifie d  Asse sso r p re p a re d  in 

a c c o rd a nc e  with the  re q uire me nts in c la use  9.4.1. 

Substantiate   

me a ns to  p ro vid e  the  AC MA with info rma tio n to  sup p o rt c la ims o r 

re p re se nta tio ns ma d e  b y a  Sup p lie r in Ad ve rtising . 

Supplie r 

me a ns a  Ca rria g e  Se rvic e  Pro vid e r.  

Suspe nsio n 

me a ns the  p re ve ntio n o f a c c e ss to  a  Te le c o mmunic a tio ns Se rvic e , e xc e p t 

to  Eme rg e nc y Se rvic e  Numb e rs, b y the  Sup p lie r. 
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Te le c o mmunic atio ns Go o ds 

me a ns a ny g o o d s sup p lie d  b y a  Sup p lie r fo r use  in c o nne c tio n with the  

sup p ly o f a  Te le c o mmunic a tio ns Se rvic e , whe the r o r no t the  g o o d s a re  

sup p lie d  in c o njunc tio n with, o r se p a ra te ly fro m, a  Te le c o mmunic a tio ns 

Se rvic e . 

Te le c o mmunic atio ns Pro duc t 

me a ns Te le c o mmunic a tio ns G o o d s a nd / o r a  Te le c o mmunic a tio ns Se rvic e . 

Te le c o mmunic atio ns Se rvic e  

me a ns: 

(a ) a  Liste d  Ca rria g e  Se rvic e  o r a ny se rvic e  sup p lie d  b y a  Sup p lie r in 

c o nne c tio n with tha t se rvic e ; a nd  

(b ) a  c o nte nt se rvic e  (o the r tha n a  sub sc rip tio n b ro a d c a sting  se rvic e  o r 

a  te le visio n sub sc rip tio n na rro wc a sting  se rvic e ) p ro vid e d  b y the  

Sup p lie r in c o nne c tio n with the  sup p ly o f a  Liste d  Ca rria g e  Se rvic e . 

Te xt Adve rtising  

me a ns  

(a ) Sup p lie r-p la c e d  a d ve rtise me nts in ne wsp a p e rs, ma g a zine s a nd  

p re ss inse rts a nd  Sup p lie r-g e ne ra te d  flye rs, le a fle ts, b ro c hure s a nd  

c a ta lo g ue s. 

(b ) Sup p lie r-p la c e d  o utd o o r sta tic  la rg e  fo rma t a d ve rtising , inc lud ing  

a d ve rtise me nts d isp la ye d  up o n: 

(i) p ub lic  tra nsp o rt p a ne ls (e .g . b use s, tra ins a nd  tra ms); 

(ii) o utd o o r stre e t furniture ; a nd  

(iii) b illb o a rd s;  

(c ) o nline  a d ve rtise me nts o n a  Sup p lie r’ s o wn we b site  a nd  Sup p lie r-

p la c e d  a d ve rtising  o n o the r o nline  site s, o the r tha n Sma ll Online  

Ad ve rtising . 

Third Party  Charge s 

me a ns Cha rg e s c o lle c te d  b y a  Sup p lie r o n b e ha lf o f a no the r c o mme rc ia l 

e ntity, fo r a ny g o o d s a nd  se rvic e s p ro vid e d  b y tha t o the r c o mme rc ia l 

e ntity. 

Time d Call 

me a ns a  c a ll fo r whic h a  Cha rg e  is c a lc ula te d  a c c o rd ing  to  the  d ura tio n 

o f the  c a ll. 
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TIO 

me a ns the  Te le c o mmunic a tio ns Ind ustry Omb ud sma n a p p o inte d  und e r 

the  Te le c o mmunic a tio ns Ind ustry Omb ud sma n sc he me  re fe rre d  to  in the  

Ac t. 

Transfe r 

me a ns the  tra nsfe r o f a ll o r p a rt o f a  C o nsume r’ s Te le c o mmunic a tio ns 

Se rvic e  fro m o ne  Sup p lie r to  the  Ga ining  Sup p lie r. 

Unbille d Charge s 

me a ns Cha rg e s re la ting  to  a  Te le c o mmunic a tio ns Pro d uc t whic h ha ve  

b e e n inc urre d  b y a  C usto me r a nd  o f whic h the  Sup p lie r is a wa re , b ut 

whic h the  Sup p lie r ha s no t ye t inc lud e d  in a  Bill. 

Unfair 

ha s the  me a ning  g ive n to  it in the  Co mp e titio n a nd  Co nsume r Ac t.  

Untime d Call 

me a ns a  c a ll whe re  the  a p p lic a b le  Cha rg e  is no t c a lc ula te d  a c c o rd ing  to  

the  d ura tio n o f the  c a ll. 

Urge nt Co mplaint 

me a ns a  C o mp la int whe re  

(a ) the  Co mp la int is ma d e  b y a  Custo me r who  ha s a p p lie d  fo r o r ha s 

b e e n a c c e p te d  a s b e ing  in Fina nc ia l Ha rd ship  und e r tha t Sup p lie r’ s 

Fina nc ia l Ha rd ship  p o lic y a nd  whe re  the  sub je c t ma tte r o f the  

Co mp la int c a n re a so na b ly b e  p re sume d  to  d ire c tly c o ntrib ute  to  o r 

a g g ra va te  the  Fina nc ia l Ha rd ship  o f tha t Custo me r; o r 

(b ) d isc o nne c tio n o f a  se rvic e  is immine nt o r ha s o c c urre d  a nd  whe re  

d ue  p ro c e ss ha s no t b e e n fo llo we d ; o r 

(c ) it invo lve s a  Prio rity Assista nc e  Custo me r a nd  the  se rvic e  fo r whic h 

the y a re  re c e iving  Prio rity Assista nc e . 

Ve rific atio n 

me a ns the  p ro c e ss p e rfo rme d  b y a  p ro p o se d  Ga ining  Sup p lie r p rio r to  

e ffe c ting  a  Tra nsfe r, p ursua nt to  whic h suc h Ga ining  Sup p lie r e nlists a  

p e rso n o r p ro c e d ure  (ind e p e nd e nt o f the  Sa le s Re p re se nta tive  who  

p ro c ure d  the  Tra nsfe r) to  c o nfirm with the  Co nsume r the  Co nsume r’ s 

re q ue st to  Tra nsfe r. 

Wo rking  Day  

me a ns a  d a y tha t is no t a  Sa turd a y, Sund a y o r g a ze tte d  p ub lic  ho lid a y in 

the  lo c a tio n o f the  re le va nt Sup p lie r. 
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2.2 Inte rpre ta tion 

In the  Co d e , unle ss the  c o ntra ry a p p e a rs: 

(a ) he a d ing s a re  fo r c o nve nie nc e  o nly a nd  d o  no t a ffe c t inte rp re ta tio n; 

(b ) a  re fe re nc e  to  a  sta tute , o rd ina nc e , c o d e  o r o the r la w inc lud e s 

re g ula tio ns a nd  o the r instrume nts und e r it a nd  c o nso lid a tio ns, 

a me nd me nts, re -e na c tme nts o r re p la c e me nts o f a ny o f the m; 

(c ) wo rd s in the  sing ula r inc lud e  the  p lura l a nd  vic e  ve rsa ; 

(d ) wo rd s imp o rting  p e rso ns inc lud e  a  b o d y whe the r c o rp o ra te , p o litic  

o r o the rwise ;  

(e ) whe re  a  wo rd  o r p hra se  is d e fine d , its o the r g ra mma tic a l fo rms ha ve  

a  c o rre sp o nd ing  me a ning ;  

(f) me ntio ning  a nything  a fte r inc lud e , inc lud e s o r inc lud ing  d o e s no t 

limit wha t e lse  mig ht b e  inc lud e d ;  

(g ) wo rd s a nd  e xp re ssio ns whic h a re  no t d e fine d  ha ve  the  me a ning s 

g ive n to  the m in the  Ac t; a nd  

(h) a  re fe re nc e  to  a  p e rso n inc lud e s a  re fe re nc e  to  the  p e rso n's 

e xe c uto rs, a d ministra to rs, suc c e sso rs, a g e nts, a ssig ne e s a nd  

no va te e s. 
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3 GENERAL RULES 

This c ha p te r se ts o ut the  g e ne ra l rule s whic h will a p p ly to  e a c h o f c ha p te rs 4 to  9 o f 

the  Co d e . 

3.1 La ng ua g e  

3.1.1 A Sup p lie r must c o mmunic a te  with Co nsume rs in p la in la ng ua g e . 

3.2 Informa tion for Consume rs  

3.2.1 A Sup p lie r must e nsure  tha t a ny info rma tio n p ro vid e d  o r ma d e  

a va ila b le  to  Co nsume rs is c le a r, a c c ura te , fre e  o f ma te ria l 

o missio ns, re le va nt, c urre nt a nd , in c a se s whe re  info rma tio n is 

p ro vid e d , time ly. 

3.2.2 A Sup p lie r must c o mmunic a te  with a  Co nsume r in a  wa y tha t is 

a p p ro p ria te  to  the  Co nsume r’ s c o mmunic a tio ns ne e d s inc lud ing  

tho se  with sp e c ia l ne e d s. 

3.2.3 A Sup p lie r must e nsure  tha t Co nsume rs c a n vie w a nd  d o wnlo a d  

a ll re le va nt te rms a nd  c o nd itio ns o f its Te le c o mmunic a tio ns 

Pro d uc ts fro m a  we b site . 

3.2.4 A Sup p lie r sho uld  ha ve  re g a rd  to  its we b  c o nte nt c o mp lying  with 

the  We b  Co nte nt Ac c e ssib ility Guide line s. 

3.3 De a ling  a ppropria te ly with Consume rs 

3.3.1 A Sup p lie r must e nsure  tha t its sta ff inte ra c t with Co nsume rs 

c o urte o usly a nd  in a  fa ir a nd  a c c ura te  ma nne r. 

A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Culture : p ro mo te  a  c ulture  within the  Sup p lie r’ s o rg a nisa tio n 

whe re  rud e ne ss to  C o nsume rs, a nd / o r no n-c o mp lia nc e  

with this Co d e , a re  no t a c c e p ta b le  a nd  ma ke  sta ff a wa re  

tha t the y will fa c e  d isc ip lina ry a c tio n fo r suc h b e ha vio urs; 

a nd  

(b ) Disc iplina ry a c tion: e nsure  a p p ro p ria te  a c tio n is ta ke n 

a g a inst its sta ff who  a re  rud e  o r ha ra ssing  to , o r e ng a g e  in 

misle a d ing  c o nd uc t with, Co nsume rs. 

3.4 Authorise d Re pre se nta tive s 

3.4.1 A Sup p lie r must e nsure  tha t a  Co nsume r c a n a p p o int a n 

Autho rise d  Re p re se nta tive  to  a c t o n the ir b e ha lf, if the  Co nsume r 

re q uire s, a nd  must: 

(a ) Authority: e nsure  it o b ta ins the  Custo me r’ s a utho rity o r the  

a p p ro p ria te  o the r a utho rity suc h a s a  c o p y o f the  re le va nt 

p o we r o f a tto rne y, b e fo re  a c c e p ting  a  p e rso n a s the  

Autho rise d  Re p re se nta tive  fo r a  C usto me r;  
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(b ) Advic e  re g a rding  powe r to  a c t: a d vise  the  C o nsume r tha t a  

p e rso n a p p o inte d  a s a n Autho rise d  Re p re se nta tive  ha s the  

p o we r to  a c t o n the  Co nsume r’ s b e ha lf a s if the y a re  the  

Co nsume r o r, if the  Autho rise d  Re p re se nta tive  ha s mo re  

limite d  rig hts, the  le ve l o f a c c e ss tha t the  Autho rise d  

Re p re se nta tive  ha s to  the  C usto me r’ s info rma tio n; 

(c ) Re c ord ke e ping : ke e p  a  re c o rd  o f the  c irc umsta nc e s a nd  

whe n the  Autho rise d  Re p re se nta tive  wa s a p p o inte d ; 

(d ) Assista nc e : p ro vid e  C o nsume rs with a c c e ss to  info rma tio n 

a b o ut ho w to  a p p o int a n Autho rise d  Re p re se nta tive  a nd  

a c c e ss to  a ny re le va nt fo rms re q uire d  to  e vid e nc e  the  

a p p ro p ria te  a utho rity;  

(e ) Ac knowle dg e me nt: ke e p  re c o rd s o f no tific a tio n(s) to  the  

Sup p lie r o f a  re le va nt c ha ng e  in c irc umsta nc e  fo r a  

Custo me r, inc lud ing  the  d e a th o f a  C usto me r o r the  ma king  

o f a  g ua rd ia nship  o rd e r fo r a  C usto me r; a nd   

(f) Ba la nc e  risks: ta ke  re a so na b le  ste p s to  b a la nc e  the  risks o f 

fra ud , p riva c y a nd  se c urity o f Custo me rs with fa c ilita ting  the  

a p p o intme nt o f Autho rise d  Re p re se nta tive s. 

3.5 Advoc a te s 

3.5.1 A Sup p lie r must e nsure  tha t a  Co nsume r c a n e a sily use  a n 

Ad vo c a te  to  c o mmunic a te  with the  Sup p lie r, if the  C o nsume r 

re q uire s. 

3.5.2 A Sup p lie r ma y p re sume  tha t a n Ad vo c a te  is no t a utho rise d  to  

e sta b lish o r ma ke  c ha ng e s to  a  C usto me r's a c c o unt o r 

Te le c o mmunic a tio ns Se rvic e s, unle ss the  Ad vo c a te  is a lso  the  

Custo me r's Autho rise d  Re p re se nta tive . 

3.5.3 A Sup p lie r must a d vise  the  C o nsume r tha t a  p e rso n a c ting  a s the ir 

Ad vo c a te  ha s no  p o we r to  a c t o n the  Co nsume r’ s b e ha lf a nd  

ha s no  a c c e ss to  the ir info rma tio n witho ut the  Co nsume r b e ing  

p re se nt a nd  a g re e ing  to  suc h a c tio n. 
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4 CONSUMER SALES, SERVICE AND CONTRACTS 

Summa ry 

This c ha pte r se ts o ut wha t Sup p lie rs must do  fo r Co nsume rs in re la tio n to  re ta il sa le s a nd 

se rvic e , inc luding  re g a rding  the  p ro visio n o f info rma tio n, a dve rtising , se lling  p ra c tic e s, 

c o ntra c ting , de a ling  with Co nsume rs with diffe re nt ne e ds a nd c usto me r se rvic e , to  a llo w 

Co nsume rs to  ma ke  info rme d c ho ic e s. 

Ge ne ra l Rule s 

The  g e ne ra l rule s in c ha pte r 3 a p p ly in a dditio n to  the  Rule s in this c ha pte r. 

Rule s 

4.1 Te le c ommunic a tions Offe rs 

4.1.1 Summa ry of O ffe r: A Sup p lie r must p ro vid e  a  summa ry o f e a c h o f 

its c urre nt Offe rs to  a llo w Co nsume rs to  c o mp a re  Offe rs p ro vid e d  

b y e a c h Sup p lie r whic h b e st suit the ir ne e d s.  

A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Conte nt: e nsure  the  summa ry o f the  Offe r is c a lle d  a  

“ Critic a l Info rma tio n Summa ry”  a nd  inc lud e s the  fo llo wing  

info rma tio n in the  fo llo wing  o rd e r: 

(i) inc lud e s a  sub -he a d ing  ‘ Info rma tio n Ab o ut the  

Se rvic e ’ , und e r whic h the  fo llo wing  info rma tio n is 

inc lud e d : 

A. a  d e sc rip tio n o f the  Te le c o mmunic a tio ns 

Se rvic e  to  b e  p ro vid e d  und e r the  Offe r; 

B. whe the r the  Offe r d e p e nd s o n a  b und ling  

a rra ng e me nt with o the r Te le c o mmunic a tio ns 

Se rvic e s a nd , if so , a  d e sc rip tio n o f tho se  o the r 

Se rvic e s; 

C . whe the r the re  is a ny Te le c o mmunic a tio ns 

Go o d  tha t the  Custo me r must ta ke  a s a  

ma nd a to ry c o mp o ne nt o f the  Offe r, (so  the  

Co nsume r ha s no  c ho ic e  a s to  tha t 

Te le c o mmunic a tio ns Go o d ), wha t the  

ma nd a to ry Te le c o mmunic a tio ns Go o d  is a nd  

if the  Cha rg e  fo r the  ma nd a to ry 

Te le c o mmunic a tio ns Go o d  is no t a lre a d y b uilt 

into  the  Offe r p ric ing  d isc lo se d  in the  summa ry 

o f O ffe r, the n the  se p a ra te  Cha rg e  fo r this 

ma nd a to ry Te le c o mmunic a tio ns Go o d ; 

D. the  minimum te rm a p p lic a b le  in re sp e c t o f the  

Pro d uc t se t o ut in the  Offe r; 
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E. the  inc lusio ns, e xc lusio ns a nd  a ny imp o rta nt 

c o nd itio ns, limita tio ns, re stric tio ns o r 

q ua lific a tio ns fo r tha t Offe r, whe re  a p p lic a b le ; 

a nd  

(ii) inc lud e s a  sub -he a d ing  ‘ Info rma tio n Ab o ut Pric ing ’ , 

und e r whic h the  fo llo wing  info rma tio n is inc lud e d , 

whe re  re le va nt: 

A. the  minimum mo nthly Cha rg e  p a ya b le  und e r 

the  Offe r (whe re  c a lc ula b le ); 

B. the  ma ximum mo nthly Cha rg e  p a ya b le  whe re  

c a lc ula b le ; 

C . the  ma ximum Cha rg e  p a ya b le  fo r e a rly 

te rmina tio n o f the  Offe r;  

D. whe re  the  Offe r is no t unlimite d , the  c o st (p rio r 

to  a ny Disc o unts b e ing  a p p lie d ) o f ma king  a  2 

minute  Sta nd a rd  Na tio na l Mo b ile  Ca ll (inc lud ing  

fla g fa ll whe re  a p p lic a b le ); 

E. whe re  the  Offe r is no t unlimite d , the  c o st (p rio r 

to  a ny Disc o unts b e ing  a p p lie d ) o f se nd ing  a  

Sta nd a rd  Na tio na l Mo b ile  SMS; 

F. whe re  the  Offe r is no t unlimite d , the  c o st (p rio r 

to  a ny Disc o unts b e ing  a p p lie d ) o f using  o ne  

me g a b yte  o f d a ta  within Austra lia ; 

G . fo r a n Inc lud e d  Va lue  Pla n, a n e stima te  o f the  

ma ximum numb e r o f Sta nd a rd  Na tio na l Mo b ile  

Ca lls (e a c h o f two  minute s in d ura tio n a nd  

inc lud ing  the  fla g -fa ll c ha rg e  if a p p lic a b le ) tha t 

a  Co nsume r ma y ma ke  within the  Inc lud e d  

Va lue  Pla n b a se d  o n the  c o st d e sc rib e d  a t 

c la use  4.1.1(a )(ii)D a nd  a ssuming  the  Custo me r 

d o e s no t use  the  inc lud e d  va lue  fo r a nything  

e lse  using  the  wo rd ing  “ If yo u re stric te d  yo ur use  

so le ly to  Sta nd a rd  Na tio na l Mo b ile  Ca lls e a c h o f 

2 minute s in d ura tio n, yo u c o uld  ma ke  x numb e r 

o f c a lls” ; a nd  

(iii) inc lud e s a  sub -he a d ing  ‘ Othe r Info rma tio n’ , und e r 

whic h the  fo llo wing  info rma tio n is inc lud e d  whe re  

re le va nt: 

A. a  link to  the  a re a  o n the  Sup p lie r’ s we b site  

whe re  the  Custo me r c a n o b ta in c a ll a nd  d a ta  

usa g e  info rma tio n o r instruc tio ns o n whe re  the  

Custo me r c a n o b ta in c a ll a nd  d a ta  usa g e  

info rma tio n; 

B. wa rning s a b o ut ro a ming  c o sts (b o th 

inte rna tio na l c o sts a nd  the  c irc umsta nc e s in 
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whic h a d d itio na l Cha rg e s ma y b e  imp o se d  in 

Austra lia  whe n the  se rvic e  ro a ms o nto  a  

d iffe re nt ne two rk); 

C . c usto me r se rvic e  c o nta c t d e ta ils; 

D. info rma tio n a b o ut ho w to  a c c e ss inte rna l 

d isp ute  re so lutio n p ro c e sse s; a nd  

E. c o nta c t d e ta ils fo r the  Te le c o mmunic a tio ns 

Ind ustry Omb ud sma n.  

(b ) Se pa ra te  doc ume nt: fo r the  a vo id a nc e  o f d o ub t,  

(i) a  Critic a l Info rma tio n Summa ry must b e  a  se p a ra te  

d o c ume nt to  the  full c o ntra c tua l te rms a nd  

c o nd itio ns; a nd  

(ii) ma y inc lud e  o the r info rma tio n a s the  Sup p lie r 

d e te rmine s is a p p ro p ria te . 

(c ) Spe c ia l Promotions: sup p ly a  summa ry fo r the  und e rlying  

Offe r o n whic h the  Sp e c ia l Pro mo tio n is b a se d  no ting  tha t 

the  Sup p lie r is no t re q uire d  to  p ro vid e  d e ta ils o f the  

d iffe re nc e s b e twe e n the  und e rlying  Offe r a nd  the  Sp e c ia l 

Pro mo tio n in tha t summa ry o f the  Offe r. 

(d ) Ac c e ssibility: e nsure  tha t the  summa ry o f e a c h o f the  

Sup p lie r’ s c urre nt Offe rs is: 

(i) re a d ily a c c e ssib le  o n the  Sup p lie r’ s we b site  (inc lud ing  

witho ut limita tio n, a  summa ry o f e a c h o f the  Sup p lie r’ s 

c urre nt Offe rs fo r Pre -Pa id  Se rvic e s); 

(ii) inc lud e d  a s a  link to  the  summa ry o f the  Offe r whe re  

the  Sup p lie r a d ve rtise s the  Offe r o n the  Sup p lie r’ s 

we b site  (o the r tha n o nline  b a nne r, tile , strip  a nd  p o p -

up  Ad ve rtising  whe re  the  link is no t re q uire d ); a nd   

(iii) is a va ila b le  fre e  o f c ha rg e  a t the  Sup p lie r’ s sto re s. 

(e ) Provision prior to  sa le : A Sup p lie r must p ro vid e  the  summa ry 

o f the  Offe r fo r Po st-Pa id  Se rvic e s fre e  o f c ha rg e  to  a  

Co nsume r p rio r to  sa le  e xc e p t: 

(i) whe re  the  sa le  fa lls within the  sc o p e  o f a n unso lic ite d  

c o nsume r a g re e me nt und e r the  Austra lia n Co nsume r 

La w a nd  a s a  re sult the  Co nsume r is e ntitle d  to  a  

c o o ling  o ff p e rio d , the  C o nsume r will b e  p ro vid e d  

with a  c o p y o f the  re le va nt summa ry o f the  Offe r a fte r 

the  sa le  a t the  sa me  time  a s the  re le va nt unso lic ite d  

c o nsume r a g re e me nt a nd  c a nc e lla tio n no tic e ; o r 

(ii) whe re  the  sa le  is c a rrie d  o ut o ve r the  te le p ho ne  a nd  

is no t tre a te d  a s a n unso lic ite d  c o nsume r a g re e me nt 

und e r the  Austra lia n Co nsume r La w a nd  the  

Co nsume r a g re e s to  o p t o ut o f the ir rig ht to  re c e ive  
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a ll info rma tio n c o nta ine d  in the  summa ry o f the  Offe r 

p rio r to  sa le , a  Sup p lie r must:  

A. g ive  the  Co nsume r a  g e ne ra l o ve rvie w o f the  

summa ry o f the  Offe r p rio r to  o r a t the  p o int o f 

sa le  a nd  d isp a tc h  a  c o p y o f the  summa ry o f 

the  Offe r to  the  Co nsume r within 5 Wo rking  

Da ys a fte r the  sa le ; a nd  

B. no t e ng a g e  in p ra c tic e s tha t wo uld  e nc o ura g e  

Co nsume rs to  o p t o ut o f re c e iving  the  summa ry 

o f the  Offe r p rio r to  the  sa le . 

(f) Cle a r he a ding s:  e nsure  tha t info rma tio n c o nta ine d  in the  

summa ry o f e a c h Offe r use s c le a r he a d ing s to  id e ntify the  

c o nte nt c o nta ine d  in e a c h se c tio n. 

(g ) Le ng th: e nsure  tha t e a c h summa ry o f the  Offe r is no  lo ng e r 

tha n two  A4 p a g e s whe n a ll its ma nd a to ry c o nte nts a re  

inc lud e d  a nd  is a va ila b le  a s a  sta nd a lo ne  d o c ume nt. 

4.1.2 Othe r re le va nt informa tion: A Sup p lie r must ma ke  a va ila b le  o the r 

re le va nt info rma tio n a b o ut Te le c o mmunic a tio ns Pro d uc ts 

c urre ntly o ffe re d  b y the  Sup p lie r b e yo nd  tha t whic h is c o ve re d  in 

the  summa ry o f e a c h Offe r, to  a ssist C o nsume rs to  a sse ss tho se  

Te le c o mmunic a tio ns Pro d uc ts c o mp a re d  with o the r 

Te le c o mmunic a tio ns Pro d uc ts tha t the  Co nsume r is inve stig a ting . 

A Sup p lie r must ma ke  a va ila b le  the  fo llo wing  info rma tio n witho ut 

c ha rg e  to  e na b le  this o utc o me : 

(a ) Produc t de sc ription: a  d e sc rip tio n o f the  ke y a ttrib ute s o f 

the  Te le c o mmunic a tio ns Pro d uc ts o ffe re d  b y the  Sup p lie r; 

(b ) Ma nufa c ture r: the  ma nufa c ture r’ s na me  fo r no n-Sup p lie r 

b ra nd e d  Te le c o mmunic a tio ns Go o d s sup p lie d  b y a  third  

p a rty a s p a rt o f the  Sup p lie r’ s O ffe rs; 

(c ) Te c hnic a l informa tion: the  ma in fe a ture s fo r a ny 

Te le c o mmunic a tio ns Go o d s fo rming  p a rt o f a  Sup p lie r’ s 

O ffe rs o r whe re  this info rma tio n c a n b e  o b ta ine d  b y the  

Co nsume r; 

(d ) Billing  a nd pa yme nts: info rma tio n o n the  Sup p lie r’ s Bill 

fo rma ts, Billing  Op tio ns, Billing  Pe rio d  a nd  p a yme nts o ffe re d  

b y the  Sup p lie r in re la tio n to  its Te le c o mmunic a tio ns 

Pro d uc ts; 

(e ) Usa g e : info rma tio n to  a ssist Co nsume rs to  e stima te  wha t 

c a p a c ity the y ma y ne e d  o n a  Te le c o mmunic a tio ns 

Pro d uc t to  me e t the ir usa g e  re q uire me nts; 

(f) Post- sa le s support: d e ta ils o f a ny p o st-sa le s sup p o rt fo r the  

Te le c o mmunic a tio ns Pro d uc ts a nd  a ny fe e s o r c ha rg e s fo r 

p o st-sa le s sup p o rt; 
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(g ) Mobile  c ove ra g e : the  ne two rk c o ve ra g e  in Austra lia  fo r the  

Te le c o mmunic a tio ns Se rvic e s, whic h ma y inc lud e  a  ma p  o r 

d ia g ra m o f the  mo b ile  c o ve ra g e ;  

(h) Inte rna tiona l Roa ming : info rma tio n a b o ut whe the r a  

Co nsume r ne e d s to  ta ke  a ny a c tio n to  a c tiva te  

inte rna tio na l ro a ming  o n the  Sup p lie r’ s Te le c o mmunic a tio ns 

Pro d uc t (suc h a s a p p lying  fo r a c tiva tio n o f this func tio na lity 

with the  Sup p lie r) o r d e a c tiva te  inte rna tio na l ro a ming  a nd  

the  b a sic  Cha rg e s to  se nd  SMS, ma ke  a nd  re c e ive  

sta nd a rd  c a lls a nd  fo r d a ta  usa g e  o n the  Sup p lie r’ s 

Te le c o mmunic a tio ns Pro d uc t fro m d iffe re nt c o untrie s 

(inc lud ing  tha t ro a ming  Cha rg e s ma y b e  hig he r tha n 

Cha rg e s fo r inte rna tio na l c a lls fro m Austra lia  a nd  d a ta  

usa g e  ma y b e  mo re  e xp e nsive , a nd  tha t Custo me rs ma y 

b e  c ha rg e d  fo r b o th ma king  a nd  re c e iving  c a lls while  

o ve rse a s); a nd  

(i) Re se lle rs: if a c ting  a s a  re se lle r, the  na me  o f the  p rinc ip a l 

Ca rrie r who se  ne two rk is use d  to  p ro vid e  the  

Te le c o mmunic a tio ns Se rvic e s (b ut e nsuring  it is c le a r to  the  

Co nsume r tha t the  re se lle r is re sp o nsib le  fo r the  se rvic e  to  

the  Co nsume r a nd  is no t a ffilia te d  o r re la te d  to  the  p rinc ip a l 

Ca rrie r unle ss it in fa c t is). 

4.1.3 Me e ting  Consume r ne e ds: If a  Co nsume r id e ntifie s a  p a rtic ula r 

ne e d  to  a  Sup p lie r, the  Sup p lie r must ind ic a te  if it ha s a n Offe r 

tha t ma y suit the  Co nsume r’ s id e ntifie d  ne e d  a nd  if the  Sup p lie r 

d o e s ind ic a te  a  p a rtic ula r Offe r tha t ma y suit the  Co nsume r’ s 

id e ntifie d  ne e d , the  Sup p lie r must p ro vid e  the  Co nsume r with 

info rma tio n a b o ut the  p a rtic ula r Offe r, to  a llo w the  Co nsume r to  

a sse ss the  suita b ility o f tha t Offe r a g a inst tha t ne e d . 

A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Tra ining : tra in sta ff re g a rd ing  ho w to  und e rsta nd  Co nsume r 

ne e d s a nd  a d vise  Co nsume rs o n the  Sup p lie r’ s suita b le  

Offe rs; 

(b ) Informa tion: p ro vid e  sta nd a rd  info rma tio n a b o ut Offe rs 

whic h c a n me e t c o mmo n ne e d s e xp re sse d  b y C o nsume rs;  

(c ) Usa g e : p ro vid e  info rma tio n tha t c a n he lp  Co nsume rs 

p re d ic t the ir a ve ra g e  le ve l o f te le c o mmunic a tio ns usa g e  

a nd  wha t Offe rs ma y b e  suita b le  fo r tha t le ve l o f usa g e ; 

a nd  

(d ) Diffe re nt ne e ds: a ssist C o nsume rs to  find  o ut whe re  to  

a c c e ss info rma tio n a b o ut Te le c o mmunic a tio n Pro d uc ts 

whic h ma y suit sp e c ific  ne e d s, suc h a s the  d isc lo se d  ne e d s 

o f Co nsume rs with a  d isa b ility. 

4.1.4 Re me die s for ina c c ura te  informa tion: Whe re  ina c c ura te  

info rma tio n ha s b e e n p ro vid e d  b y a  Sup p lie r to  a  Custo me r 

re g a rd ing  a n Offe r a nd  the  Custo me r ha s re lie d  o n it in ma king  a  
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p urc ha sing  d e c isio n to  sig n up  to  tha t Offe r with the  Sup p lie r, the  

Sup p lie r must:  

(a ) Re me die s: a tte mpt to  Re so lve  Co mp la ints a b o ut 

ina c c ura te  info rma tio n b y p ro vid ing  the  C usto me r with the  

c o rre c t info rma tio n a nd  a  re me d y tha t is a p p ro p ria te  in the  

c irc umsta nc e s fo r tha t ind ivid ua l C usto me r, whic h ma y 

inc lud e  a  rig ht fo r the  Custo me r to  te rmina te  the  Custo me r 

Co ntra c t;  

(b ) Upda ting : ta ke  re a so na b le  ste p s to  p ro mp tly up d a te  

ina c c ura te  info rma tio n pro vid e d  b y the  Sup p lie r to  

Custo me rs; a nd  

(c ) Continuous improve me nt: mo nito r Co mp la ints a b o ut 

ina c c ura te  info rma tio n a nd  ta ke  ste p s to  a d d re ss a ny 

ma te ria l issue s re g a rd ing  ina c c ura te  info rma tio n. 

4.1.5 Informa tion to  re c ontra c ting  Custome rs: At the  time  o f 

re c o ntra c ting , the  Sup p lie r must info rm the  C usto me r o f fe a ture s 

a va ila b le  o n ne w p la ns tha t ma y no t b e  a va ila b le  o n the ir 

e xisting  p la n, inc lud ing  sp e nd  ma na g e me nt no tific a tio ns. 

4.2 Adve rtising  

4.2.1 Conte nt o f Adve rtising : A Sup p lie r must inc lud e  a ny imp o rta nt 

c o nd itio ns, limita tio ns, q ua lific a tio ns o r re stric tio ns a b o ut a n Offe r 

in its Ad ve rtising  o f the  Offe r, to  a llo w Co nsume rs to  ma ke  

info rme d  c ho ic e s a nd  to  a vo id  C o nsume rs b e ing  misle d . 

A Sup p lie r must no t e ng a g e  in the  fo llo wing  p ra c tic e s to  e na b le  

this o utc o me : 

(a ) He a dline  re pre se nta tions: use  he a d line  re p re se nta tio ns a s 

to  a  p ric e  o r o ffe r in c irc umsta nc e s whe re  the  o ve ra ll 

imp re ssio n o f the  p ric e  o r o ffe r is sub se q ue ntly q ua lifie d  b y 

fine  p rint te rms a nd  c o nd itio ns tha t ma ke  it unlike ly o r 

imp o ssib le  tha t a  Co nsume r, b y the  o rd ina ry use  o f the ir 

se rvic e , c o uld  re a so na b ly a c hie ve  the  b e ne fits o ffe re d  in 

the  he a d line  re p re se nta tio n; 

(b ) Unlimite d: use  the  te rm ‘ unlimite d ’  o r a n e q uiva le nt te rm in 

a n unq ua lifie d  ma nne r whe n re fe rring  to  usa g e , unle ss the  

o rd ina ry use  o f the  se rvic e  in Austra lia  is g e nuine ly unlimite d  

a nd  no t sub je c t to  e xc lusio ns, inc lud ing  e xc lusio ns fo r 

va rio us typ e s o f c a lls o r usa g e , o r se le c te d  p a rts o f the  

ne two rk; 

(c ) No e xc e ptions, e xc lusions or c a tc he s: use  the  te rms ‘ no  

e xc e p tio ns’ , ‘ no  e xc lusio ns’  o r ‘ no  c a tc he s’  o r e q uiva le nt 

te rms witho ut suffic ie nt d isc lo sure  whe n re fe rring  to  a  p ric e  

o r se rvic e  o ffe r, unle ss the re  a re  g e nuine ly no  e xc e p tio ns to  

the  o ffe r; 

(d ) Fre e : use  the  te rm ‘ fre e ’  o r a n e q uiva le nt te rm to  p ro mo te  

o r a d ve rtise  a  ha nd se t o r o the r ha rd wa re  p ro d uc t o r 
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se rvic e  unle ss the  c o st o f the  ha nd se t o r o the r ha rd wa re  

p ro d uc t o r se rvic e  is no t re c o ve re d  fro m the  Co nsume r o ve r 

the  life  o f the  c o ntra c t b y wa y o f hig he r c o sts, inc lud ing  b y 

wa y o f hig he r c a ll c ha rg e s, hig he r ne two rk a c c e ss fe e s, 

hig he r e a rly te rmina tio n fe e s o r hig he r unlo c k fe e s, 

c o mp a re d  to  the  c o sts tha t wo uld  b e  p a ya b le  b y the  

Co nsume r o ve r the  life  o f the  c o ntra c t we re  the  ha nd se t o r 

o the r ha rd wa re  p ro d uc t o r se rvic e  no t p ro vid e d  fre e  o f 

c ha rg e ; 

(e ) Pric e  pe r minute : use  he a d line  re p re se nta tio ns a s to  a  p ric e  

p e r minute  fo r mo b ile  p ho ne  c a lls, o r c a lls ma d e  using  

p ho ne  c a rd s, in c irc umsta nc e s whe re  the re  is insuffic ie nt 

d isc lo sure  o f e xtra  c ha rg e s inc lud ing  fla g  fa ll o r c a ll 

c o nne c tio n fe e s o r fo r no n-sta nd a rd  c a lls; 

(f) Bundle d produc ts or se rvic e s: use  he a d line  re p re se nta tio ns 

a s to  p ric e  fo r a  p a rtic ula r p ro d uc t o r se rvic e , unle ss tha t 

p ro d uc t o r se rvic e  is a va ila b le  fo r p urc ha se  a t the  

a d ve rtise d  p ric e  witho ut b e ing  p a rt o f a  b und le d  p ro d uc t 

o r se rvic e  o r the  a d ve rtise d  p ric e  is c le a rly id e ntifie d  a s the  

p ric e  fo r tha t p ro d uc t o r se rvic e  whe n p urc ha se d  a s p a rt o f 

a  b und le d  p ro d uc t o r se rvic e ; 

(g ) Offe r: use  he a d line  re p re se nta tio ns a s to  p ric e s fo r a n Offe r 

unle ss a ny e xc lusio ns a re  Pro mine ntly Disp la ye d ; 

(h) Pric e s for da ta  a llowa nc e s: use  unq ua lifie d  he a d line  

re p re se nta tio ns a s to  o ng o ing  p ric e s fo r sp e c ifie d  d a ta  

a llo wa nc e s in c irc umsta nc e s whe re  the  p ric e  fo r tha t d a ta  

is like ly to  inc re a se  within a  re a so na b le  use  p e rio d ; 

(i) Phone  c a rds: use  he a d line  re p re se nta tio ns a s to  the  minute s 

o f c a ll time  a va ila b le  o n p ho ne  c a rd s unle ss tho se  minute s 

c a n b e  a c hie ve d  b y C o nsume rs with o rd ina ry use  o f the  

c a rd ; 

(j) Ne twork c ove ra g e : a d ve rtise  o r p ro mo te  ne two rk c o ve ra g e  

unle ss the  ne two rk c o ve ra g e  is g e ne ra lly a va ila b le  to  

Co nsume rs in the  c la ime d  c o ve ra g e  a re a ; 

(k) Full minimum qua ntifia ble  pric e : a d ve rtise  o r p ro mo te  a  

p e rio d ic  p ric e  to  b e  p a id  fo r a  Te le c o mmunic a tio ns 

Pro d uc t witho ut a lso  Pro mine ntly Disp la ying  (b ut no t 

ne c e ssa rily a s p ro mine nt a s the  p e rio d ic  p ric e ) the  “ sing le  

p ric e ”  a s d e fine d  in the  Co mp e titio n a nd  Co nsume r Ac t; 

(l) Ca p: use  the  te rm “ c a p ”  to  a d ve rtise : 

(i) a ny ne w Offe rs la unc he d  a fte r 1 Se p te mb e r 2012 

unle ss the  Offe rs c o nta in a  Ha rd  Ca p ; a nd   

(ii) a ny Offe rs in e xiste nc e  a s a t 1 Se p te mb e r 2012 

(e xisting  Offe rs) in a ny te le visio n, ra d io  a nd  p rint 

a d ve rtising , p ro vid e d  tha t a  Sup p lie r c a n still: 
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A. use  the  te rm “ c a p ” , o r a n e q uiva le nt te rm, to  

a d ve rtise  e xisting  Offe rs tha t c o nta in a  Ha rd  

Ca p ; a nd  

B. re fe r to  e xisting  Offe rs tha t use  the  te rm “ c a p ” , 

o r a n e q uiva le nt te rm, b y the ir e xisting  na me  in 

o nline  info rma tio n, b illing  info rma tio n, Custo me r 

Co ntra c ts, re fe re nc e  ma te ria ls fo r c usto me rs, 

p a rtne rs a nd  sta ff, a nd  o ne -o n-o ne  

c o mmunic a tio ns with Custo me rs; o r 

(m) Ba sis of c la ims: ma ke  c la ims in Ad ve rtising  in re la tio n to  

b ro a d b a nd  sp e e d , ne two rk c o ve ra g e  a nd  o the r 

p e rfo rma nc e  c ha ra c te ristic s o f a  Te le c o mmunic a tio ns 

Pro d uc t unle ss the  Sup p lie r is a b le  to  Sub sta ntia te  suc h 

c la ims. (Sup p lie rs must ha ve  re g a rd  to  the  AC C C  

Info rma tio n Pa p e r: HFC a nd  Op tic a l Fib re  Bro a d b a nd  

“ Sp e e d ”  Cla ims a nd  the  Co mp e titio n a nd  Co nsume r Ac t 

whe n a d ve rtising  o r p ro mo ting  b ro a d b a nd  sp e e d s o r d a ta  

tra nsfe r ra te s o n the ir ne two rks.) 

4.2.2 Adve rtising  me dium: A Sup p lie r must p ro vid e  a  le ve l o f d e ta il in its 

Ad ve rtising  whic h is a p p ro p ria te  to  the  ma nne r in whic h the  

Ad ve rtising  is d isp la ye d  to  C o nsume rs.  

A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Cla rity: e nsure  the  p rinc ip a l me ssa g e  a nd  the  ma in te rms 

a re  c a p ture d  in the  b o d y o f the  Ad ve rtising ; 

(b ) De ta il: e nsure  tha t use  o f a ny d isc la ime rs d o e s no t ne g a te  

the  p rinc ip a l me ssa g e  a nd  ma in te rms o f the  Ad ve rtising ; 

a nd  

(c ) Forma t: ta ke  into  a c c o unt the  typ ic a l a mo unt o f time  tha t 

Co nsume rs a re  a b le  to  vie w the  p a rtic ula r Ad ve rtising  in 

d e c id ing  ho w muc h info rma tio n to  inc lud e  in the  

Ad ve rtising . 

4.2.3 Spe c ia l Promotions: A Sup p lie r must c o mmunic a te  a ny imp o rta nt 

limita tio ns whic h a pp ly to  its Sp e c ia l Pro mo tio ns so  Co nsume rs a re  

info rme d  o f the  limita tio ns. 

A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Princ ipa l te rms: d isc lo se  the  ke y te rms o f the  Sp e c ia l 

Pro mo tio n a nd  a ny ke y limita tio ns, suc h a s whe the r sto c ks 

a re  limite d ;  

(b ) Time fra me s: if the  Sp e c ia l Pro mo tio n is to  e nd  within a  sho rt 

p e rio d  o f time , the  Sup p lie r must d isc lo se  the  e nd  d a te  fo r 

the  Sp e c ia l Pro mo tio n; a nd  

(c ) Elig ibility: if the re  a re  sp e c ia l e lig ib ility re q uire me nts, suc h a s 

p ro visio n o f c o up o ns, b und ling  with o the r p ro d uc ts a nd  
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se rvic e s o r re stric tio n to  a  sp e c ific  c la ss o f Co nsume rs, the  

Sup p lie r must d isc lo se  e a c h re q uire me nt o f the  Sp e c ia l 

Pro mo tio n. 

4.2.4 Sta nda rd Cha rg e s for Te xt Adve rtising : Whe n a d ve rtising  in Te xt 

Ad ve rtising  the  p ric e  o r d o lla r va lue  o f e ithe r a n Inc lud e d  Va lue  

Pla n o r a  Po st-Pa id  Se rvic e  whic h is a n inte rne t p la n with a n 

inc lud e d  d a ta  a llo wa nc e , a  Sup p lie r must: 

(a ) Inc lude d Va lue  Pla ns: Pro mine ntly Disp la y in Te xt Ad ve rtising  

the  fo llo wing  thre e  sta nda rd  p ric ing  e le me nts whe n 

a d ve rtising  a n Inc lud e d  Va lue  Pla n: 

(i) the  c o st (p rio r to  a ny Disc o unts b e ing  a p p lie d ) o f 

ma king  a  2 minute  Sta nda rd  Na tio na l Mo b ile  Ca ll 

(inc lud ing  fla g fa ll whe re  a p p lic a b le ); 

(ii) the  c o st (p rio r to  a ny Disc o unts b e ing  a p p lie d ) o f 

se nd ing  a  Sta nd a rd  Na tio na l Mo b ile  SMS; a nd  

(iii) the  c o st (p rio r to  a ny Disc o unts b e ing  a p p lie d ) o f 

using  o ne  me g a b yte  o f d a ta  within Austra lia , 

p ro vid e d  tha t if a ny o f the  a b o ve  usa g e s a re  unlimite d , the  

Sup p lie r is no t re q uire d  to  q uo te  a  c o st fo r the  typ e  o f 

usa g e  tha t is unlimite d  in the  Te xt Ad ve rtising ;  

(b ) Post- pa id inte rne t pla ns with a n inc lude d da ta  a llowa nc e : 

Pro mine ntly Disp la y in Te xt Ad ve rtising  the  fo llo wing  

sta nd a rd  p ric ing  e le me nt whe n a d ve rtising  the  p ric e  o r 

d o lla r va lue  o f a  Po st-Pa id  Se rvic e  whic h is a n inte rne t p la n 

with a n inc lud e d  d a ta  a llo wa nc e : 

(i) the  c o st (p rio r to  a ny Disc o unts b e ing  a p p lie d ) o f 

using  o ne  me g a b yte  o f d a ta  within Austra lia , 

p ro vid e d  tha t if the  a b o ve  usa g e  is unlimite d , the  Sup p lie r is 

no t re q uire d  to  q uo te  a  c o st fo r the  d a ta  usa g e  tha t is 

unlimite d  in the  Te xt Ad ve rtising . 

4.2.5 Sta nda rd Cha rg e s in c e rta in Te xt Adve rtising : The  sta nd a rd  

p ric ing  e le me nts re fe rre d  to  in c la use  4.2.4 a b o ve  will b e  d e e me d  

to  b e  Pro mine ntly Disp la ye d  in a  sing le  ite m o f Te xt Ad ve rtising  o f 

8 p a g e s o r mo re  in le ng th, p ro vid e d  the y a p p e a r in a  c le a rly 

re fe re nc e d  se c tio n o f tha t ite m o f Te xt Ad ve rtising .    

4.2.6 Sta nda rd Cha rg e s for Sma ll Online  Adve rtising : Whe n a d ve rtising  

in Sma ll Online  Ad ve rtising  the  p ric e  o r d o lla r va lue  o f e ithe r a n 

Inc lud e d  Va lue  Pla n o r a  Po st-Pa id  Se rvic e  whic h is a n inte rne t 

p la n with inc lud e d  d a ta  a llo wa nc e , a  Sup p lie r must e nsure  tha t 

the  p a g e  to  whic h the  Sma ll Online  Ad ve rtising  links d isp la ys mo re  

d e ta ile d  p ric ing  info rma tio n a nd  the  sta nd a rd  p ric ing  e le me nts a s 

d e sc rib e d  in c la use  4.2.4 up o n c lic king  thro ug h. 

4.2.7 Disc la ime rs: A Sup p lie r must e nsure  d isc la ime rs a re  c le a r a nd  

und e rsta nd a b le , ha ving  re g a rd  to  the  typ e  o f Ad ve rtising . 
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A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Effe c t o f disc la ime rs: e nsure  a  d isc la ime r d o e s no t ne g a te  

the  p rinc ip a l me ssa g e s o f Ad ve rtising ; a nd  

(b ) Conte nt o f disc la ime rs: e nsure  a  d isc la ime r is c le a r a nd  

und e rsta nd a b le , ha ving  re g a rd  to  the  typ e  o f Ad ve rtising , 

inc lud ing  the  me d ium o r fo rma t use d  a nd  its inte nd e d  

a ud ie nc e . 

4.3 Se lling  Pra c tic e s 

4.3.1 Fa ir sa le s pra c tic e s: A Sup p lie r must:  

(a ) Tra ining  for Sa le s Re pre se nta tive s: e nsure  its Sa le s 

Re p re se nta tive s a re  a p p ro p ria te ly tra ine d  to  p ro mo te  a nd  

se ll its Te le c o mmunic a tio ns Pro d uc ts in a  fa ir a nd  a c c ura te  

ma nne r to  a ssist Co nsume rs in ma king  info rme d  p urc ha sing  

d e c isio ns; 

(b ) Ong oing  monitoring : e nsure  the  c o nd uc t o f its Sa le s 

Re p re se nta tive s is mo nito re d  p e rio d ic a lly to  se e  ho w the y 

inte ra c t with Co nsume rs, a nd  ta ke  ste p s to  a d d re ss 

e me rg ing  o r syste mic  d e fic ie nc ie s in the  sa le s c o nd uc t; a nd  

(c ) Compla ints: mo nito r Co mp la ints a b o ut the  sa le s c o nd uc t o f 

the  Sup p lie r’ s Sa le s Re p re se nta tive s a nd  ta ke  ste p s to  

a d d re ss e me rg ing  o r syste mic  d e fic ie nc ie s in the  sa le s 

c o nd uc t. 

4.4 Consume rs with diffe re nt ne e ds 

4.4.1 La ng ua g e s: A Sup p lie r must:  

(a ) Eng lish la ng ua g e  a bilitie s: e nsure  its Sa le s Re p re se nta tive s 

who  ma na g e  e nq uirie s fo r C o nsume rs a re  a b le  to  

c o mmunic a te  e ffe c tive ly in the  Eng lish la ng ua g e  

(re c o g nising  tha t Austra lia  is a  multic ultura l so c ie ty a nd  

c usto me r se rvic e  sta ff ma y ha ve  no n-Austra lia n a c c e nts. 

This C o d e  d o e s no t in a ny wa y p ro mo te  o r c o nd o ne  

d isc rimina tio n); a nd  

(b ) Othe r la ng ua g e s: if it a d ve rtise s its se rvic e s in a no the r 

la ng ua g e , p ro vid e  re a so na b le  info rma tio n to  a ssist 

Co nsume rs who  d o  no t sp e a k Eng lish to  find  o ut whe re  to  

o b ta in he lp  in tha t a d ve rtise d  la ng ua g e  in d e a ling  with the  

Sup p lie r, o r a p p o int a n Ad vo c a te  to  d e a l with the  Sup p lie r 

o n the ir b e ha lf. 

4.4.2 Consume rs with disa bilitie s: A Sup p lie r must ma ke  info rma tio n 

a va ila b le  a b o ut Te le c o mmunic a tio ns Pro d uc ts o ffe re d  b y the  

Sup p lie r sp e c ific a lly fo r C o nsume rs with d iffe re nt d isa b ilitie s a nd  

ho w the  Te le c o mmunic a tio ns Pro d uc ts o p e ra te , inc lud ing , whe re  

the  Sup p lie r is sup p lying  e q uip me nt, a ny info rma tio n re q uire d  to  

b e  sup p lie d  p ursua nt to  the  Info rmatio n o n Ac c e ssib ility Fe a ture s 
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fo r Te le p ho ne  Eq uip me nt Ind ustry Co d e  (C625:2009) a nd  

a c c o mp a nying  G uid e line  (G627:2011).  

4.4.3 Disa dva nta g e d or vulne ra ble  Consume rs: A Sup p lie r must p ro vid e  

tra ining  to  its Sa le s Re p re se nta tive s o n ho w to  inte ra c t with 

d isa d va nta g e d  o r vulne ra b le  Co nsume rs a p p ro p ria te ly. 

4.5 Custome r Contra c ts 

4.5.1 A Sup p lie r must: 

(a ) Ava ila bility: ma ke  its Sta nd a rd  Fo rm C usto me r C o ntra c ts 

a va ila b le  a nd  p ro vid e  a  c o p y to  the  C usto me r up o n 

re q ue st a t no  c ha rg e ; a nd  

(b ) Informa tion on e xpire d O ffe rs: re ta in the  se c tio ns o f its 

Sta nd a rd  Fo rm Custo me r Co ntra c ts tha t c o nta in the  te rms 

o f O ffe rs whic h a re  withdra wn b y the  Sup p lie r a fte r the  

d a te  tha t this Co d e  ta ke s e ffe c t, fo r so  lo ng  a s Custo me rs 

c o ntinue  to  re c e ive  Te le c o mmunic a tio ns Pro d uc ts p ursua nt 

to  tho se  Offe rs to  e na b le  a  re sp o nse  to  C o nsume r q ue rie s 

a b o ut Offe rs whic h a re  no  lo ng e r c urre nt. 

4.5.2 Custome r spe c ific  informa tion: A Sup p lie r must ma ke  a va ila b le  

info rma tio n a b o ut the  a c tiva tio n a nd  e xp iry d a te  o f a ny c urre nt 

Custo me r Co ntra c t tha t the  Custo me r ha s with the  Sup p lie r fo r a  

Te le c o mmunic a tio ns Pro d uc t up o n the  C usto me r re q ue sting  this 

info rma tio n fro m the  Sup p lie r. 

4.6 Custome r Se rvic e  

4.6.1 Effe c tive  se rvic e : A Sup p lie r must e nsure  e nq uirie s b y C usto me rs 

a re  d e a lt with b y the  Sup p lie r in a  time ly a nd  e ffe c tive  ma nne r.  

A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Ac c e ss: info rm Custo me rs ho w to  c o nta c t the  Sup p lie r 

a b o ut C usto me r Se rvic e  e nq uirie s a nd  the  ho urs o f 

o p e ra tio n o f the se  c o nta c t me tho d s; 

(b ) Ave ra g e  wa it time s: mo nito r a ve ra g e  wa it time s 

e xp e rie nc e d  b y Custo me rs to  c o mmunic a te  with a  Sup p lie r 

a b o ut a  C usto me r Se rvic e  e nq uiry a nd  se e k to  ke e p  the  

a ve ra g e  wa it time s to  a  re a so na b le  minimum in the  

c irc umsta nc e s; 

(c ) First c onta c t Re solution: mo nito r a nd  se e k to  inc re a se  the  

le ve l o f first c o nta c t Re so lutio n o f C usto me r Se rvic e  

e nq uirie s b y ta king  re a so na b le  ste p s to  und e rsta nd  the  ro o t 

c a use s fo r why e nq uirie s c a nno t b e  Re so lve d  a t first 

c o nta c t a nd  se e king  to  a d d re ss tho se  ro o t c a use s;  

(d ) Re c ord ke e ping : ke e p  re c o rd s o f inte ra c tio ns b e twe e n the  

Sup p lie r a nd  C usto me rs in a  syste m whic h is a c c e ssib le  to  

sta ff who  a re  typ ic a lly ta ske d  with re sp o nd ing  to  suc h 
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Custo me r Se rvic e  e nq uirie s, so  sta ff ha ve  histo ric a l d a ta  to  

a id  in a ssisting  Custo me rs; a nd  

(e ) Tra ining : e nsure  tha t sta ff who  a re  e mp lo ye d  to  d e a l with 

Custo me r q ue rie s a re  a p p ro p ria te ly tra ine d  to  a d d re ss a nd  

se e k to  re so lve  c o mmo n Custo me r q ue rie s. 

4.6.2 Asse ssing  pe rforma nc e : A Sup p lie r must:  

(a ) Custome r fe e dba c k: se e k a nd  o b ta in fe e d b a c k fro m 

Custo me rs a b o ut ho w the  Sup p lie r d e a ls with Custo me r 

e nq uirie s; a nd  

(b ) Improve me nts: use  this C usto me r fe e d b a c k to  id e ntify a ny 

syste mic  issue s a nd  ta ke  re a so na b le  ste p s to  imp le me nt 

imp ro ve me nts to  its Custo me r Se rvic e  p ro c e sse s. 

4.6.3 Pe rsona l informa tion: This c la use  a p p lie s to  Sup p lie rs in 

c irc umsta nc e s whe re  the y a re  no t re q uire d  to  c o mp ly with the  

Austra lia n Priva c y Princ ip le s c o nta ine d  in Sc he d ule  3 to  the  

Priva c y Ac t.   

A Sup p lie r must e nsure  tha t a  Custo me r’ s o r fo rme r C usto me r’ s 

Pe rso na l Info rma tio n is p ro te c te d  fro m una utho rise d  use  o r 

d isc lo sure . 

A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Stora g e : ha ve  ro b ust p ro c e d ure s fo r sto ring  its Custo me rs’  

Pe rso na l Info rma tio n in its p o sse ssio n whic h a re  fo llo we d  b y 

its sta ff;  

(b ) Se c urity: ha ve  ro b ust p ro c e d ure s to  ke e p  its Custo me rs’  

Pe rso na l Info rma tio n in its p o sse ssio n se c ure  a nd  re stric t 

a c c e ss to  p e rso nne l who  a re  a utho rise d  b y the  Sup p lie r; 

a nd   

(c ) Bre a c h: e nsure  its sta ff und e rsta nd  tha t the y ma y fa c e  

d isc ip lina ry a c tio n if the y b re a c h the  Sup p lie r’ s p riva c y 

p ro c e d ure s, the  Priva c y Ac t o r o the r p riva c y la ws. 
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5 BILLING 

Summa ry 

This c ha pte r se ts o ut wha t Sup p lie rs must do  in re la tio n to  Billing  a nd p ro viding  info rma tio n 

a b o ut Bills a nd Cha rg e s to  Custo me rs a rising  o ut o f the  sup p ly o f Te le c o mmunic a tio ns 

Pro duc ts.  

Ge ne ra l Rule s 

The  g e ne ra l rule s in c ha pte r 3 a p p ly in a dditio n to  the  Rule s in this c ha pte r. 

Rule s  

This c ha pte r do e s no t a p p ly to  the  Billing  o f g o o ds a nd se rvic e s p ro vide d b y a  Sup p lie r in 

re la tio n to  sp e c ific  wo rks a nd c o mme rc ia l a rra ng e me nts tha t a re  no t the  Sup p lie r's 

ma rke t o ffe ring s. 

5.1 Informa tion a bout c ha rg ing , Bills a nd pa yme nt proc e sse s 

5.1.1 A Sup p lie r must: 

(a ) Pric ing , Billing  a nd pa yme nt te rms: e nsure  tha t in the  

Sup p lie r’ s info rma tio n a va ila b le  to  a  Custo me r tha t 

d e sc rib e s its Te le c o mmunic a tio ns Pro d uc ts, o r o n re q ue st 

c o nsiste nt with c la use  3.2.2, a  C o nsume r ma y o b ta in 

info rma tio n a b o ut its:  

(i) Cha rg e s a nd  Disc o unts;  

(ii) its va rio us Bill Me d ia ; 

(iii) a ny Billing  Op tio ns;  

(iv) Billing  Pe rio d  p o lic y; 

(v) te rms a nd  c o nd itio ns a p p lic a b le  to  the  Sup p lie r’ s Bill, 

a ny Billing  Op tio ns, its fre q ue nc y a nd  its p a yme nt; 

a nd  

(vi) p ro c e sse s to  a ssist C usto me rs who  a re  e xp e rie nc ing  

d iffic ultie s p a ying  the ir Bills. 

(b ) Bill pa yme nt informa tion: a t the  time  o f, o r b e fo re , the  issue  

to  the  Custo me r o f the  first Bill b y the  Sup p lie r, a d vise  

Custo me rs in g e ne ra l te rms o f: 

(i) the  time  the y ha ve  to  p a y fo r Te le c o mmunic a tio ns 

Se rvic e s; 

(ii) the ir o b lig a tio n to  p a y Bills fo r Te le c o mmunic a tio ns 

Se rvic e s b y the  d ue  d a te ; 

(iii) a ny p ro c e sse s the  Sup p lie r ha s fo r:  

A. inte rim Billing  o r c ha ng e s in the  Billing  Pe rio d ; 
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B. fo llo wing  up  o ve rd ue  Bills; 

C . a ssisting  Custo me rs who  e xp e rie nc e  d iffic ultie s 

p a ying  the ir Bills, inc lud ing  whe re  to  a c c e ss the  

Sup p lie r’ s Fina nc ia l Ha rd ship  p o lic y re fe rre d  to  in 

c la use  6.11; 

(iv) the  e ffe c t o f p a rt p a yme nt o f a  Bill a nd  a ny me tho d  

use d  b y the  Sup p lie r fo r a llo c a ting  a mo unts re c e ive d ; 

a nd  

(v) the  fa c t tha t no n-p a yme nt o r re p e a te d  la te  p a yme nt 

o f Bills ma y ha ve  a n e ffe c t o n the  p ro visio n o f c urre nt 

o r future  Te le c o mmunic a tio ns Se rvic e s to  the  

Custo me r. 

5.2 Cha rg ing  polic ie s a nd rule s, c ha rg ing  for Bills 

Sub je c t to  the  e xc e p tio ns in c la use s 5.2.1(a ) a nd  (b ), a  Sup p lie r must 

sup p ly its C usto me rs with a  Bill using  a  Bill Me d ia  tha t the  Custo me r ha s 

b e e n a d vise d  o f, a nd  must ma ke  a ll info rma tio n a b o ut a  C usto me r’ s Billing  

a va ila b le  to  tha t Custo me r. 

5.2.1 Providing  Bills: A Sup p lie r must sup p ly a  Bill to  a  Custo me r, a nd  

whe re  a p p lic a b le  a  fo rme r C usto me r fo r e a c h c urre nt Billing  

Pe rio d , e xc e p t: 

(a ) whe re   

(i) the  Custo me r p a ys b y Dire c t De b it; a nd  

(ii) the  Cha rg e s fo r tha t Billing  Pe rio d  a re  fo r the  sa me  

fixe d  a mo unt in e a c h Billing  Pe rio d ; a nd   

(iii) the  Custo me r a nd  Sup p lie r ha ve  a g re e d , in the  

Sup p lie r's te rms a nd  c o nd itio ns fo r the  re le va nt 

Te le c o mmunic a tio ns Pro d uc t o r o the rwise , tha t, 

a ltho ug h a  Cha rg e  fo r tha t fixe d  a mo unt will b e  

p a ya b le  b y the  Custo me r, a  Bill will no t b e  issue d  

unle ss the  to ta l a mo unt pa ya b le  in tha t Bill is mo re  

tha n10% hig he r tha n tha t fixe d  a mo unt; o r 

(b ) in re sp e c t o f a  Pre -Pa id  Se rvic e . 

5.2.2 Informa tion re quire d if no  Bill: If a  Sup p lie r d o e s no t issue  a  Bill, b ut 

c la use  5.2.1(a ) a p p lie s, the  Sup p lie r must o b ta in the  Custo me r’ s 

p rio r c o nse nt to  a ny Cha rg e  tha t will b e  a p p lie d  in a d d itio n to  the  

fixe d  a mo unt a nd  a d vise  the  Custo me r ho w to  c o nta c t the  

Sup p lie r if the y ha ve  a  Billing  Enq uiry. 

5.2.3 Forma t of Bill Me dia : A Sup p lie r must o ffe r its C usto me rs the  a b ility 

to  re c e ive  a  Bill a nd  a ny Billing  info rma tio n in a  Bill Me d ia  tha t the  

Custo me r is a b le  to  sto re  a nd  re p ro d uc e .  Bill Me d ia  o p tio ns ma y 

inc lud e , b ut a re  no t limite d  to , a ny o ne  o r mo re  o f the  fo llo wing  

Bill Me d ia : 

(a ) p a p e r fo rm se nt b y re g ula r p o st; 
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(b ) e ma il; o r 

(c ) o nline . 

5.2.4 Cha ng e s to  Bill Me dia : If a  Sup p lie r p ro p o se s to  c ha ng e  its Bill 

Me d ia , it must info rm the  Custo me r: 

(a ) o f the  p ro p o se d  c ha ng e  to  the  Bill Me d ia ; a nd  

(b ) o f a ny o p tio ns o p e n to  the  C usto me r in re la tio n to  tha t 

c ha ng e .  

Prio r to  le vying  a ny Cha rg e  fo r the  issue  o f a  Bill in a d d itio na l Bill 

Me d ia ; o r in Bill Me d ia  d iffe re nt fro m the  Sup p lie r's usua l Bill Me d ia  

fo r tha t Custo me r in a d d itio n to  c o mp lying  with c la use  5.6.1, the  

Sup p lie r must info rm the  Custo me r o f the  a mo unt o f the  Cha rg e  

a nd  its me tho d  o f c a lc ula tio n. 

5.2.5 Billing  informa tion provide d fre e  of Cha rg e : A Sup p lie r fo llo wing  a  

Custo me r’ s re q ue st a nd  irre sp e c tive  o f whe the r o r no t p re vio usly 

ma d e  a va ila b le  o n a  Bill o r o the rwise  ma d e  a va ila b le , in a  fo rma t 

tha t is a b le  to  b e  re a d  a nd  und e rsto o d , must p ro vid e  to  

Custo me rs a nd  fo rme r C usto me rs: 

(a ) a ll Billing  info rma tio n re la te d  to  tha t Custo me r’ s o r fo rme r 

Custo me r’ s Te le c o mmunic a tio ns Se rvic e  fo r a  p e rio d  o f up  

to  six ye a rs p rio r to  the  d a te  the  info rma tio n is re q ue ste d ; 

a nd : 

(i) tha t Billing  info rma tio n must b e  p ro vid e d  thro ug h o ne  

me d ium fre e  o f c ha rg e  fo r the  p e rio d  o f up  to  24 

mo nths p rio r to  the  d a te  the  Billing  info rma tio n  

re q ue st is re c e ive d  b y the  Sup p lie r; 

(ii) fo r info rma tio n re q ue ste d  whic h is o ld e r tha n 24 

mo nths a nd  up  to  six ye a rs fro m the  d a te  the  

Custo me r re q ue st is re c e ive d  b y the  Sup p lie r, the  

Sup p lie r ma y imp o se  a  C ha rg e  fo r the  p ro visio n o f this 

info rma tio n; 

(iii) whe re  re q ue ste d , the  Sup p lie r must inc lud e  Ite mise d  

d e ta ils o f a ll Cha rg e s a sso c ia te d  with the  

Te le c o mmunic a tio ns Se rvic e ; 

(iv) Custo me rs ma y re q ue st p ro visio n o f Billing  info rma tio n 

via  o the r me d iums a nd  fo rma ts no rma lly a va ila b le  

fro m the  Sup p lie r (e .g . ha rd c o p y b ill re -p rints) a nd  

sub je c t to  c la use  5.2.6, the  Sup p lie r ma y imp o se  a  

Cha rg e  fo r the  p ro visio n o f this info rma tio n. 

5.2.6 Cost of providing  Billing  informa tion: If a  Cha rg e  fo r p ro vid ing  

Billing  info rma tio n is a p p lie d  b y a  Sup p lie r in a c c o rd a nc e  with 

c la use  5.2.5 a b o ve , it must b e  limite d  to  the  c o st o f p ro vid ing  the  

info rma tio n. 

5.2.7 Cost of Billing  Enquiry:  A Sup p lie r whic h p ro vid e s a c c e ss to  its 

Billing  Enq uiry p o int b y te le p ho ne  (inc lud ing  c a lls fro m a  mo b ile  
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p ho ne ) must p ro vid e  suc h a c c e ss a t Untime d  Ca ll ra te s, unle ss 

a g re e d  o the rwise  with the  C usto me r. 

5.2.8 Cost of da ta  c onta ining  Billing  informa tion:  If a  Sup p lie r is ma king  

info rma tio n fro m, o r a b o ut, a  Bill, a va ila b le  in a n e le c tro nic  fo rm, 

it must o ffe r a t le a st o ne  me tho d  o f a c c e ssing  tha t info rma tio n 

tha t d o e s no t invo lve  Cha rg e s b e ing  imp o se d  b y tha t Sup p lie r. 

5.3 The  Bill 

A Sup p lie r must e nsure  tha t its Bills fo r a  Te le c o mmunic a tio ns Se rvic e  

c o nta in re le va nt Billing  info rma tio n. 

5.3.1 Bill c onte nt re quire me nts: A Sup p lie r must inc lud e  in e a c h Bill it 

issue s, a t le a st: 

(a ) the  Custo me r's o r fo rme r Custo me r’ s Billing  Na me  a nd  Billing  

Ad d re ss; 

(b ) the  Sup p lie r's tra d ing  na me  a nd  AC N a nd / o r ABN; 

(c ) the  Bill issue  d a te  a nd  se q ue ntia l id e ntific a tio n (suc h a s 

Invo ic e  numb e ring  o r d a te s) to  e na b le  a  C usto me r, o r 

fo rme r C usto me r, to  re a d ily id e ntify if a  p re vio us Bill ha s no t 

b e e n re c e ive d  a nd  re a d ily d e te rmine  the  c hro no lo g ic a l 

o rd e r o f Bills re c e ive d ;  

(d ) the  Billing  Pe rio d ; 

(e ) a n a c c o unt re fe re nc e  numb e r; 

(f) a  Custo me r re fe re nc e  to  b e  use d  whe n p a ying  o nline , 

whic h is the  sa me  o n e a c h Bill fo r tha t Custo me r, o r fo rme r 

Custo me r, fo r the  sa me  Te le c o mmunic a tio ns Pro d uc ts.  A 

Sup p lie r ma y, ho we ve r, c ha ng e  the  Custo me r re fe re nc e  

fro m time  to  time  whe n its c irc umsta nc e s re q uire  it (suc h a s 

a  c ha ng e  to  its b illing  syste ms); 

(g ) the  c urre nt d ue  d a te  fo r the  Bille d  Cha rg e s a nd  the  d ue  

d a te  fo r a ny o utsta nd ing  a mo unt; 

(h) a t le a st o ne  fre e  me tho d  o f Bill p a yme nt;  

(i) a d vic e  re g a rd ing  a ny a d d itio na l Cha rg e s (e .g . c re d it c a rd  

me rc ha nt fe e s) tha t will a p p ly fo r a ny a d d itio na l p a yme nt 

me tho d ; 

(j) the  na me  o f, o r re fe re nc e  fo r, the  a g re e me nt o r p la n to  

whic h the  Bill re la te s;  

(k) a ny Cha rg e s tha t e xc e e d e d  a ny sp e nd  limits o r inc lud e d  

a llo wa nc e  thre sho ld s;  

(l) a  d e sc rip tio n o f the  Cha rg e s inc lud e d  in the  Bill inc lud ing  

the  to ta l a mo unt o f the  Bill, a ny a p p lic a b le  Disc o unts o r 

c re d its b e ing  a p p lie d  to  the  Bill o r Cha rg e , inc lud ing  a ny 

Third  Pa rty Cha rg e s;  
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(m) fo r Bills tha t c o nta in Cha rg e s fo r a n Inc lud e d  Va lue  Pla n, 

the  to ta l a mo unt o f the  Bill fo r o f e a c h the  two  p re vio us 

Billing  Pe rio d s; 

(n) fo r Bills tha t c o nta in Cha rg e s fo r a n Inc lud e d  Va lue  Pla n, a  

link to  the  a re a  o n the  Sup p lie r’ s we b site  whe re  the  

Custo me r c a n o b ta in c a ll a nd  d a ta  usa g e  info rma tio n o r 

instruc tio ns o n whe re  the  Custo me r c a n o b ta in c a ll a nd  

d a ta  usa g e  info rma tio n; 

(o ) a  c o nta c t p o int fo r the  Custo me r, o r fo rme r C usto me r, to  

ma ke  Billing  Enq uirie s tha t inc lud e s a t le a st a  te le pho ne  

numb e r;  

(p ) a  c o nta c t p o int fo r the  Custo me r, o r fo rme r C usto me r, to  

o b ta in p ric ing  info rma tio n if no t a va ila b le  fro m the  c o nta c t 

p o int d e sc rib e d  in c la use  5.3.1(o );  

(q ) the  ho urs o f o p e ra tio n o f the  c o nta c t p o int in c la use  

5.3.1(o ) a b o ve , if the  c o nta c t p o int is o p e n le ss tha n 24 

ho urs, 7 d a ys a  we e k;  

(r) the  na ture  o f a ny Cha rg e s a p p lying  to  Billing  Enq uiry c a lls, 

inc lud ing  info rma tio n a b o ut a ny Cha rg e  g re a te r tha n the  

Sup p lie r's lo c a l c a ll ta riff, o r e q uiva le nt. 

5.3.2 Bills for ne w produc ts, fe a ture s or se rvic e s: A Sup p lie r must no t 

re le a se  a  ne w p ro d uc t, fe a ture  o r se rvic e , e xc e p t a s p a rt o f a  

fre e  tria l, witho ut ha ving  a p p ro p ria te  Billing  a rra ng e me nts in 

p la c e , unle ss the  Sup p lie r: 

(a ) ha s a g re e d  with a  sp e c ific  re c ip ie nt Custo me r o r g ro up  o f 

re c ip ie nt Custo me rs to  p ro vid e  the m with c usto mise d  o r 

limite d  Billing  a rra ng e me nts; a nd  

(b ) ha s c le a rly info rme d  the m o f the  d e ta ils o f the  c usto mise d  

o r limite d  Billing  a rra ng e me nts,  

p rio r to  the  Sup p lie r p ro vid ing , o r the  Custo me r a c c e ssing , the  

p ro d uc t, fe a ture  o r se rvic e . 

5.4 Timing  of Bill 

5.4.1 Time line ss of Bill issue : Sup p lie rs must issue  a  Bill to  a  Custo me r, o r 

fo rme r C usto me r, within 10 Wo rking  Da ys a fte r c lo sure  o f the  

Billing  Pe rio d , e xc e p t whe n: 

(a ) te mp o ra ry syste m o r p ro c e ssing  p ro b le ms o r issue s a rise ; 

(b ) a  Fo rc e  Ma je ure  e ve nt o c c urs; o r 

(c ) a  Sup p lie r d e la ys the  issue  o f a  Bill fo r Custo me r Se rvic e  

p urp o se s, 

a nd  if a ny d e la y e xte nd s b e yo nd  10 Wo rking  Da ys, the  C usto me r 

must b e  g ra nte d  a n e xte nsio n o f time  to  p a y o f no t le ss tha n the  

le ng th o f the  d e la y. 
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5.4.2 Time line ss for Bille d Cha rg e s: A Sup p lie r must: 

(a ) e nd e a vo ur to  inc o rp o ra te  a ll Cha rg e s re la ting  to  the  

c urre nt Billing  Pe rio d  into  a  Bill;  

(b ) info rm the  Custo me r, o r fo rme r C usto me r, tha t so me  

Cha rg e s in a  Bill ma y re la te  to  a  p re vio us Billing  Pe rio d ; a nd  

(c ) no t Bill fo r Cha rg e s o ld e r tha n 160 d a ys fro m the  d a te  the  

Cha rg e  wa s inc urre d  fo r tha t Te le c o mmunic a tio ns Se rvic e .  

5.4.3 Allowa ble  de la ys: A Sup p lie r will no t b re a c h c la use  5.4.2 b e c a use  

o f d e la ys d ue  to : 

(a ) c ha ng e s to  the  re g ula to ry o r le g isla tive  fra me wo rk 

a p p lic a b le  to  a ll Sup p lie rs a nd  o ne -o ff ne two rk 

infra struc ture  c ha ng e s, whe re  p rio r no tic e  ha s b e e n g ive n 

to  a ffe c te d  Custo me rs, o r fo rme r C usto me rs; o r 

(b ) a  Fo rc e  Ma je ure  e ve nt.  

5.5 Ve rifying  Cha rg e s 

5.5.1 Supplie r ve rific a tion: A Sup p lie r must e nsure  it p ro vid e s, a nd  must 

b e  a b le  to  ve rify a nd  d e mo nstra te , Billing  Ac c ura c y e xc e p t fo r 

ina c c ura c ie s c a use d  b y: 

(a ) the  Sup p lie r's re lia nc e  o n info rma tio n p ro vid e d  b y a  p e rso n 

who  is no t its d ire c to r, e mp lo ye e  o r a g e nt; 

(b ) a n a c tio n o r fa ilure  o f a no the r p e rso n who  is no t the  

Sup p lie r's d ire c to r, e mp lo ye e  o r a g e nt; o r 

(c ) a n a c c id e nt, mista ke  o r a ny ma tte r b e yo nd  the  Sup p lie r's 

c o ntro l, whe re  the  Sup p lie r to o k re a so na b le  c a re  a nd  

p re c a utio ns to  a vo id  the  ina c c ura c y. 

5.5.2 Ve rific a tion of Cha rg e s: A Sup p lie r must e nsure  tha t suffic ie nt 

info rma tio n is re a d ily a va ila b le  to  the  Custo me r, o r fo rme r 

Custo me r, to  a llo w the m to  ve rify tha t Cha rg e s a re  c o rre c t a nd  

c o nsiste nt with: 

(a ) the  Sup p lie r's p ub lishe d  o r c o ntra c te d  Cha rg e s a nd  

Disc o unts; a nd  

(b ) the  Te le c o mmunic a tio ns Pro d uc ts whic h the  Custo me r, o r 

fo rme r C usto me r, ha s re q ue ste d , use d  o r c o ntra c te d  to  

re c e ive . 

5.5.3 Ite mise d Cha rg e s: A Sup p lie r must e nsure  tha t Ite mise d  d e ta ils o f 

a ll Cha rg e s re la ting  to  its Te le c o mmunic a tio n Pro d uc ts a re  ma d e  

a va ila b le  to  the  Custo me r, o r fo rme r C usto me r, unle ss the y ha ve  

o the rwise  re q ue ste d  o r a g re e d . 

5.5.4 Time d Ca lls: A Sup p lie r must sup p ly o r ma ke  a va ila b le  to  the  

Custo me r, o r fo rme r C usto me r, Ite mise d  Time d  Ca ll Cha rg e s, 

unle ss the y ha ve  o the rwise  re q ue ste d  o r a g re e d . 
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5.5.5 Notic e  pe riod for Ite mise d Billing : A Sup p lie r must info rm its 

Custo me rs o f a ny no tic e  p e rio d  re q uire d  b y the  Sup p lie r in o rd e r 

fo r the  Sup p lie r to  p ro vid e  Ite mise d  Billing  d e ta ils to  the m. 

5.6 Pa yme nt options 

5.6.1 No Cha rg e s for Bill pa yme nt:  The  Sup p lie r must o ffe r a t le a st o ne  

me tho d  o f p a yme nt fo r its Te le c o mmunic a tio ns Pro d uc ts tha t is 

fre e  o f c ha rg e s imp o se d  b y the  Sup p lie r. 

5.6.2 Ve rifying  pa yme nt: A Sup p lie r must p ro vid e  a  me a ns b y whic h a  

Custo me r, o r fo rme r C usto me r, ma y e a sily ve rify a ny p a yme nts. 

5.6.3 Time line ss of Bill pa yme nt proc e ssing : A Sup p lie r must: 

(a ) no te  Bill p a yme nts in the  Sup p lie r's re le va nt syste m within 48 

ho urs fro m the  sta rt o f the  ne xt Wo rking  Da y a fte r the  

Sup p lie r is fo rma lly no tifie d  o f p a yme nt; 

(b ) a p p ly p a yme nts re c e ive d  b y the  d ue  p a yme nt d a te  to  the  

Custo me r’ s, o r fo rme r C usto me r's a c c o unt: 

(i) p rio r to  g e ne ra ting  the  sub se q ue nt Bill; o r 

(ii) within 5 Wo rking  Da ys o f the  p a yme nt b e ing  re c e ive d  

b y the  Sup p lie r, 

whic he ve r is so o ne r; a nd  

(c ) a p p ly p a yme nts re c e ive d  a fte r the  d ue  p a yme nt d a te  

within 5 Wo rking  Da ys o f re c e iving  the  p a yme nt. 

5.6.4 Exc e ptions for Bill pa yme nt proc e ssing : A Sup p lie r will no t b re a c h 

c la use  5.6.3 whe n: 

(a ) syste m o r p ro c e ssing  p ro b le ms o c c ur; 

(b ) the  Sup p lie r d o e s no t re c e ive  a c c ura te , c o mp le te  a nd  

time ly info rma tio n a b o ut p a yme nt fo r the  

Te le c o mmunic a tio ns Se rvic e ; o r  

(c ) a  Fo rc e  Ma je ure  e ve nt o c c urs. 

5.7 Dire c t De bit 

5.7.1 Dire c t De bit pa yme nt: A Sup p lie r o ffe ring  Dire c t De b it a s a  

p a yme nt fa c ility fo r a  Te le c o mmunic a tio ns Se rvic e  must c o mp ly 

with the  Custo me r’ s a utho risa tio n a nd : 

(a ) must e nsure  tha t the  Custo me r, o r fo rme r C usto me r, c a n 

a c c e ss a ll Billing  info rma tio n o n re q ue st a nd  b e fo re  the  

Dire c t De b it o c c urs; 

(b ) must e nsure  tha t the  Custo me r, o r fo rme r C usto me r, c a n, 

o n re q ue st, ve rify tha t its Dire c t De b it a rra ng e me nts a re  in 

a c c o rd a nc e  with the ir a utho risa tio n; 
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(c ) e xc e p t whe re  c la use  5.2.1(a ) a p p lie s o r whe re  o the rwise  

a g re e d  b e twe e n the  Sup p lie r a nd  the  Custo me r, must 

a llo w the  Custo me r, o r fo rme r C usto me r, no t le ss tha n 10 

Wo rking  Da ys to  c he c k the  Bill o r if no  Bill is re q uire d , a ll 

a p p lic a b le  Cha rg e s, b e fo re  the  a sso c ia te d  Dire c t De b it 

tra nsa c tio n o c c urs;  

(d ) sub je c t to  c o mp lia nc e  with c la use  5.4.1, must p ro vid e  

d e ta ils o f a  Dire c t De b it tra nsa c tio n to  the  Custo me r, o r 

fo rme r C usto me r's no mina te d  fina nc ia l institutio n in a  time ly 

ma nne r, to  e nsure  the  tra nsa c tio n to  ta ke  p la c e  a s c lo se  a s 

p o ssib le  to  the  d ue  d a te  fo r p a yme nt; 

(e ) must e nsure  tha t a  Custo me r, o r fo rme r C usto me r, c a n 

re a d ily c a nc e l a  Dire c t De b it a utho risa tio n b y p ro vid ing  a  

simp le  me c ha nism (suc h a s e ma il o r fa xe d  re q ue st to  d o  

so ); a nd  

(f) must c a nc e l a  Dire c t De b it a utho risa tio n within 3 Wo rking  

Da ys o f re c e ip t o f the  re q ue st d e ta ile d  in c la use  5.7.1(e ) 

a b o ve . 
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6 CREDIT AND DEBT MANAGEMENT 

Summa ry 

This c ha pte r se ts o ut wha t Co nsume rs a re  e ntitle d to  fro m Sup p lie rs, a nd wha t Sup p lie rs 

must do , in re la tio n to  the  p ro visio n  a nd ma na g e me nt o f c re dit in c o nne c tio n with the  

sup p ly o f Te le c o mmunic a tio ns Pro duc ts, inc luding  the  de nia l a nd re stric tio n o f a c c e ss 

to  Te le c o mmunic a tio ns Se rvic e s fo r c re dit-re la te d re a so ns a nd the  a p p lic a tio n o f a  

Sup p lie r’ s Fina nc ia l Ha rdship  p o lic y. 

Ge ne ra l Rule s 

The  g e ne ra l rule s in c ha pte r 3 a p p ly in a dditio n to  the  Rule s in this c ha pte r. 

Rule s 

6.1 Tools for pre ve nting  una uthorise d a c c e ss 

6.1.1 A Sup p lie r must: 

(a ) Ma ke  a va ila ble  informa tion a bout tools: ma ke  a va ila b le , 

a t no  c o st, info rma tio n a b o ut a ny to o ls the  Sup p lie r o ffe rs 

fo r p re ve nting  una utho rise d  a c c e ss to  o r use  o f 

Te le c o mmunic a tio ns Se rvic e s, inc lud ing  info rma tio n 

a b o ut: 

(i) ho w to  o b ta in a ssista nc e  to  use  tho se  to o ls; a nd  

(ii) the  c o st o f a ny to o ls o ffe re d  d ire c tly b y the  Sup p lie r. 

6.2 Re sponsible  provision of Te le c ommunic a tions Produc ts 

Sup p lie rs must und e rta ke  a  Cre d it Asse ssme nt b e fo re  p ro vid ing  a  Po st-

Pa id  Se rvic e  to  a  Co nsume r, a nd  e xp la in the  fina nc ia l imp lic a tio ns o f the  

p ro visio n o f tha t Po st-Pa id  Se rvic e  to  a  Custo me r o r the ir Gua ra nto r. 

6.2.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Asse ss c re dit risk: und e rta ke  a  Cre d it Asse ssme nt; 

(b ) Advising  the  Custome r a bout lia bility: whe re  the  Sup p lie r is 

ma d e  a wa re  b y the  Custo me r tha t the  Custo me r is no t 

g o ing  to  b e  the  p rinc ip a l e nd  use r o f the  

Te le c o mmunic a tio ns Se rvic e , info rm the  Custo me r a t the  

time  it b e c o me s a wa re  (o r a s so o n a s p ra c tic a b le  

the re a fte r), tha t the  Custo me r re ma ins lia b le  fo r the  use  o f 

the  Te le c o mmunic a tio ns Se rvic e ; 

(c ) Re quiring  a  Gua ra nte e : if a  Sup p lie r re q uire s a  G ua ra nte e  

the  Sup p lie r must p ro vid e  a d vic e  to  the  Gua ra nto r 

re g a rd ing  the  na ture  a nd  e ffe c t o f the  G ua ra nte e  b e fo re  

the  Gua ra nte e  is p ro vid e d  b y the  Gua ra nto r a nd  the  

Te le c o mmunic a tio ns Pro d uc t is p ro vid e d  b y the  Sup p lie r; 

a nd  
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(d ) Cooling  o ff pe riod for Gua ra ntor: p ro vid e  a  Gua ra nto r with 

a  minimum 10 Wo rking  Da ys c o o ling  o ff p e rio d  in whic h 

the  Gua ra nto r ma y te rmina te  the  a g re e me nt fo r whic h 

the  Gua ra nte e  is p ro vid e d .  

6.3 Provision of informa tion whe re  se rvic e  is Re stric te d a t the  

time  of a pplic a tion 

Sup p lie rs must p ro vid e  C o nsume rs se e king  a  Te le c o mmunic a tio ns Se rvic e  

with info rma tio n a b o ut a  d e c isio n ta ke n b y the  Sup p lie r in re la tio n to  a  

Re stric tio n p la c e d  o n the  sup p ly o f o r a c c e ss to  a  Te le c o mmunic a tio ns 

Se rvic e  a t the  time  the  Te le c o mmunic a tio ns Se rvic e  is a p p lie d  fo r. 

6.3.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns in re la tio n to  a  

Co nsume r se e king  a  Te le c o mmunic a tio ns Se rvic e  to  e na b le  this 

o utc o me : 

(a ) Expla in Re stric tions a t time  of a pplic a tion: e xp la in to  the  

Co nsume r the  g e ne ra l na ture  o f the  re a so ns fo r the  

Re stric tio n, inc lud ing : 

(i) Te le c ommunic a tions Se rvic e s: whic h o f the  

Sup p lie r’ s Te le c o mmunic a tio ns Se rvic e s the  

Co nsume r will ha ve  a c c e ss to  a fte r the  Re stric tio n is 

a p p lie d ; 

(ii) Re mova l of Re stric tions: if a p p lic a b le , ho w a  

Co nsume r ma y ha ve  the  Re stric tio n re mo ve d ; 

(iii) Who ma y re move  Re stric tions: if the  Re stric tio n c a n 

b e  re mo ve d  b y a nyo ne  o the r tha n the  Co nsume r; 

(b ) Ora l a dvic e  of Re stric tion: whe re  the  Co nsume r is 

info rme d  o ra lly o f the  Re stric tio n a nd  the  re a so ns fo r it, the  

Sup p lie r must ma ke  a tte mp ts to  a sc e rta in whe the r the  

Co nsume r ha s und e rsto o d  the  o ra l a d vic e  g ive n. 

6.4 Se c urity De posit 

In the  e ve nt tha t a  Se c urity De p o sit is re q uire d  b y a  Sup p lie r, the  Sup p lie r 

must p ro vid e  the  C o nsume r with info rma tio n a b o ut the  te rms o f tha t 

Se c urity De p o sit, inc lud ing  the  c irc umsta nc e s in whic h the  Se c urity 

De p o sit ma y a c c rue  inte re st, b e  fo rfe ite d  o r b e  re p a id .   

6.4.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Re quire me nt for a  Se c urity De posit: b a se  the  re q uire me nt 

fo r a  Se c urity De p o sit o n the  o utc o me  o f a  Cre d it 

Asse ssme nt c o nd uc te d  in re la tio n to  the  Co nsume r a nd  

the  Te le c o mmunic a tio ns Pro d uc t to  b e  a c q uire d  b y the  

Co nsume r; 

(b ) Prior a g re e me nt to  Se c urity De posit: o b ta in the  

Co nsume r’ s p rio r a g re e me nt a s to  the  c irc umsta nc e s in 

whic h the  Se c urity De p o sit o r p a rt the re o f will b e  fo rfe ite d . 
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In the  a b se nc e  o f suc h a g re e me nt, the  Sup p lie r ma y 

d e c line  to  sup p ly to  the  Co nsume r the  re le va nt 

Te le c o mmunic a tio ns Pro d uc t; 

(c ) Re pa yme nt a nd inte re st informa tion: within 10 Wo rking  

Da ys o f the  Sup p lie r re c e iving  the  Se c urity De p o sit, a d vise  

the  Co nsume r o f re p a yme nt a nd  inte re st a rra ng e me nts 

a nd  the  a c c o unt to  whic h the  Se c urity De p o sit will b e  

a p p lie d ; 

(d ) Opportunity to  pa y: b e fo re  a c c e ssing  the  Se c urity De p o sit, 

a d vise  the  Co nsume r tha t the  Se c urity De p o sit will b e  

a c c e sse d  within 5 Wo rking  Da ys a nd  p ro vid e  a n 

o p p o rtunity fo r the  C o nsume r to  p a y within tha t pe rio d ; 

a nd  

(e ) Re pa yme nt to  the  Custome r:  re p a y to  the  C usto me r the  

a mo unt o f the  Se c urity De p o sit (o r the  b a la nc e  the n 

re ma ining ), a nd  inte re st a c c rue d  in re la tio n to  it, within 10 

Wo rking  Da ys o f the  C usto me r: 

(i) sa tisfa c to rily c o mp le ting  the  te rms o f the  Se c urity 

De p o sit a rra ng e me nts; o r 

(ii) c e a sing  to  re c e ive  the  re le va nt Te le c o mmunic a tio ns 

Pro d uc ts fro m the  Sup p lie r. 

6.5 Spe nd Ma na g e me nt Tools 

6.5.1 A Sup p lie r must:  

(a ) Provide  tools: p ro vid e  Sp e nd  Ma na g e me nt To o ls; 

(b ) Ma ke  a va ila ble  informa tion a bout tools: ma ke  a va ila b le , 

in a n a c c e ssib le  ma nne r, a t no  c o st, info rma tio n a b o ut its 

Sp e nd  Ma na g e me nt To o ls, inc lud ing  info rma tio n a b o ut: 

(i) ho w to  o b ta in a ssista nc e  to  use  tho se  Sp e nd  

Ma na g e me nt To o ls; 

(ii) the  c o st o f a ny Sp e nd  Ma na g e me nt To o ls o ffe re d  

d ire c tly b y the  Sup p lie r; 

(iii) the  a p p ro xima te  d e la y o f a ny unb ille d  usa g e  

info rma tio n p ro vid e d  inc lud ing  fo r the  no tific a tio ns 

re fe rre d  to  in c la use s 6.5.2(a ), 6.5.2(b ) a nd  6.5.2(c ); 

a nd   

(iv) a ny usa g e  typ e s tha t ma y no t b e  inc lud e d  in the  

unb ille d  usa g e  info rma tio n p ro vid e d  (suc h a s usa g e  

inc urre d  o utsid e  Austra lia , p re mium se rvic e  a nd  

o the r third  p a rty c ha rg e s, e tc ) whic h must inc lud e  

d e ta ils o f usa g e  typ e s no t inc lud e d  in the  usa g e  

no tific a tio ns re fe rre d  to  in c la use s 6.5.2(d ), 6.5.2(e ) 

a nd  6.5.2(f); a nd  
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(c ) Tools for Custome rs without inte rne t a c c e ss:  e nsure  tha t 

Custo me rs who  o b ta in se rvic e s o the r tha n inte rne t se rvic e s 

fro m the  Sup p lie r ha ve  a c c e ss to  a t le a st o ne  Sp e nd  

Ma na g e me nt To o l whic h is no t d e p e nd e nt o n the  

Custo me r ha ving  inte rne t a c c e ss. 

6.5.2 Usa g e  notific a tions: Fo r e a c h Re sid e ntia l Custo me r who  re c e ive s 

e ithe r a n Inc lud e d  Va lue  Pla n o r a  Po st-Pa id  Se rvic e  fo r a  

b ro a d b a nd  p la n with a n inc lud e d  d a ta  a llo wa nc e  fro m a  

Sup p lie r:  

(a ) whe re  the re  is no  Ha rd  C a p  (in re la tio n to  the  a llo wa nc e  

fo r c a lls/ SMS), Sha p ing  (d a ta  a llo wa nc e ) a nd / o r 

e q uiva le nt me a sure  tha t a p p lie s to  the  p la n;  

 

(b ) the  usa g e  typ e  in q ue stio n und e r the  p la n is no t unlimite d ; 

a nd  

 

(c ) in re la tio n to  Inc lud e d  Va lue  Pla ns, whe re  suc h p la ns we re  

la unc he d  b y the  Sup p lie r a fte r 1 Ma rc h 2012, 

 

the n a  Sup p lie r must p ro vid e  a n e le c tro nic  no tific a tio n to  tha t 

Po st-Pa id  Se rvic e  no  la te r tha n 48 ho urs a fte r the  C usto me r ha s 

re a c he d  the  fo llo wing  po int e a c h mo nth: 

 

(d ) 50% o f the  e xp e nd iture  a nd / o r the  d a ta  a llo wa nc e  whic h 

fo rms p a rt o f the  inc lud e d  va lue  in the ir p la n (a nd  if o nly 

o ne  no tific a tio n is se nt b y the  Sup p lie r, the n whic he ve r 

thre sho ld  o c c urs first); 

 

(e ) 85% o f the  e xp e nd iture  a nd / o r the  d a ta  a llo wa nc e  whic h 

fo rms p a rt o f the  inc lud e d  va lue  in the ir p la n (a nd  if o nly 

o ne  no tific a tio n is se nt b y the  Sup p lie r, the n whic he ve r 

thre sho ld  o c c urs first); 

 

(f) 100% o f the  e xp e nd iture  a nd / o r the  d a ta  a llo wa nc e  

whic h fo rms p a rt o f the  inc lud e d  va lue  in the ir p la n (a nd  if 

o nly o ne  no tific a tio n is se nt b y the  Sup p lie r, the n 

whic he ve r thre sho ld  o c c urs first); 

 

a nd  the  Sup p lie r must a lso  info rm the  Re sid e ntia l Custo me r a t 

the  time  o f se nd ing  the  100% no tific a tio n o f the  fo llo wing  

info rma tio n (e ithe r a s p a rt o f the  no tific a tio n, o r via  a n inc lud e d  

link in the  no tific a tio n, o r se p a ra te  to  the  no tific a tio n): 

 

(g ) the  Cha rg e s a p p lying  o nc e  100% o f the  inc lud e d  va lue  o r 

d a ta  a llo wa nc e  ha s b e e n use d ; 

 

(h) tha t the  info rma tio n in the  a b o ve  no tific a tio n ma y b e  up  

to  48 ho urs o ld ; a nd  

 

(i) tha t the  no tific a tio n d o e s no t inc lud e  c a lls o r SMS to  

o ve rse a s o r usa g e  o utsid e  Austra lia ; a nd  
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(j) Pla tform- ba se d notific a tions: se nd  the  a b o ve  usa g e  

no tific a tio ns: 

 

(i) via  SMS o r e ma il fo r na tio na l vo ic e  c a lls a nd  na tio na l 

SMS usa g e  o n Inc lud e d  Va lue  Pla ns; 

(ii) via  SMS o r e ma il fo r na tio na l d a ta  usa g e  o n 

Inc lud e d  Va lue  Pla ns; a nd   

(iii) via  e ma il fo r na tio na l d a ta  usa g e  o n inte rne t p la ns, 

unle ss the  Re sid e ntia l Custo me r c ho o se s a  d iffe re nt o p tio n tha t 

the  Sup p lie r ha s ma d e  a va ila b le  to  re c e ive  the se  no tific a tio ns. 

6.5.3 Custome r options: In re sp e c t o f the  no tific a tio ns sp e c ifie d  in 

c la use  6.5.2, a  Sup p lie r ma y a t its d isc re tio n ma ke  a va ila b le  a nd  

a llo w its Re sid e ntia l Custo me rs the  c ho ic e  o f: 

(a ) no t re c e iving  a ll o r so me  o f the  no tific a tio ns;  

 

(b ) re c e iving  mo re  no tific a tio ns;  

 

(c ) re c e iving  no tific a tio ns a t d iffe re nt usa g e  p o ints; a nd / o r 

 

(d ) re c e iving  usa g e  no tific a tio ns via  a  d iffe re nt me tho d , 

p ro vid e d  tha t the  Sup p lie r must: 

(e ) whe re  a  Custo me r ha s ma d e  a  c ho ic e , ma ke  a  re c o rd  o f 

tha t Re sid e ntia l Custo me r’ s c ho ic e  fro m time  to  time  

und e r this c la use  6.5.3 a nd  re ta in the  re c o rd s fo r the  

d ura tio n o f the  re le va nt Custo me r Co ntra c t; a nd  

 

(f) no t e ng a g e  in p ra c tic e s tha t wo uld  e nc o ura g e  its 

Re sid e ntia l Custo me rs to  o p t o ut o f re c e iving  a ll o r so me  

o f the  no tific a tio ns sp e c ifie d  in c la use  6.5.2.  

6.5.4 Sc ope : Fo r a vo id a nc e  o f d o ub t, the  ma nd a to ry usa g e  

no tific a tio ns re fe rre d  to  in c la use  6.5.2 a nd  6.5.3: 

(a ) o nly a p p ly to  na tio na l c a lls, SMS a nd  d a ta  usa g e  in 

Austra lia  a nd  d o  no t c o ve r a ny usa g e  whilst o ve rse a s o r 

c a lls o r SMS se nt to  o ve rse a s; a nd  

(b ) must b e  p ro vid e d  b y Sup p lie rs fre e  o f Cha rg e . 

6.5.5 Othe r Spe nd Ma na g e me nt Tools: While  fe a ture s o f Sup p lie rs’  

Sp e nd  Ma na g e me nt To o ls will va ry b e twe e n Sup p lie rs, in 

a d d itio n to  the  re q uire d  usa g e  no tific a tio ns re fe rre d  to  in c la use  

6.5.2, a  Sup p lie r must a lso  ma ke  a va ila b le  to  Custo me rs a t le a st 

o ne  o f the  fo llo wing :  

(a ) the  a b ility fo r Custo me rs to  a c c e ss usa g e  info rma tio n tha t 

is ne a r to  re a l-time  info rma tio n e .g . id e a lly no  o ld e r tha n 

48 ho urs;  
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(b ) the  a b ility fo r Custo me rs to  c ho o se  a  p ro d uc t tha t 

fe a ture s e ithe r c e ssa tio n o f a  Te le c o mmunic a tio ns Se rvic e  

o r o f a n a sp e c t o f a  Te le c o mmunic a tio ns Se rvic e  within 

a n a d vise d  time fra me , o r a no the r fo rm o f c o ntro l tha t 

limits use  o f the  Te le c o mmunic a tio ns Se rvic e  in suc h a  wa y 

a s to  sto p  c ha rg e s fo r tha t Te le c o mmunic a tio ns Se rvic e  

e xc e e d ing  a n a g re e d  sp e nd  limit within the  re le va nt Billing  

Pe rio d ; 

(c ) c a ll b a rring  o r Re stric tio ns o n c e rta in Te le c o mmunic a tio ns 

Se rvic e s (e .g . fo r mo re  e xp e nsive  Te le c o mmunic a tio ns 

Se rvic e s); 

(d ) p ro vid ing  usa g e  c ha rg e  a d vic e  b e fo re  o r d uring  the  use  

o f a  hig h va lue  Te le c o mmunic a tio ns Se rvic e ; 

(e ) p re p a id  se rvic e s (e xc e p t tho se  with a  b a la nc e  trig g e re d  

a uto ma tic  to p  up  tha t ha s no  limita tio ns se t o n the  

a uto ma tic  to p  up , whic h wo uld  no t b e  d e e me d  to  me e t 

the  re q uire me nts o f a c ting  a s a  Sp e nd  Ma na g e me nt 

To o l); 

(f) Ha rd  Ca p s; 

(g ) re d uc ing  b ro a d b a nd  inte rne t d o wnlo a d  sp e e d  whe n a  

usa g e  limit is re a c he d , 

o r a ny o the r Sp e nd  Ma na g e me nt To o l the  Sup p lie r ma y c ho o se  

to  o ffe r.  

6.6 Re minde r notic e s 

6.6.1 A Sup p lie r must, whe re  issuing  writte n re mind e r no tic e s, a d vise  

the  Custo me r, o r fo rme r Custo me r, o f the  Sup p lie r’ s Fina nc ia l 

Ha rd ship  p o lic y a nd  ho w to  o b ta in mo re  d e ta ils o n it. 

6.7 Notic e  to  Re stric t, Suspe nd or Disc onne c t a  se rvic e  

Sup p lie rs must e nsure  C usto me rs a re  g ive n a d e q ua te  no tic e  re g a rd ing  a  

d e c isio n b y the  Sup p lie r to  Re stric t, Susp e nd  o r Disc o nne c t the ir 

Te le c o mmunic a tio ns Se rvic e  fo r c re d it a nd / o r d e b t ma na g e me nt 

re a so ns. 

6.7.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Pre - c onditions for Re stric tion, Suspe nsion or Disc onne c tion: 

o nly Re stric t, Susp e nd  o r Disc o nne c t a  

Te le c o mmunic a tio ns Se rvic e  fo r c re d it a nd / o r d e b t 

ma na g e me nt re a so ns, witho ut first info rming  the  

Custo me r, if: 

(i) the  Sup p lie r a sse sse s tha t the  Custo me r o r the  

a c c o unt sta tus p re se nts a n una c c e p ta b ly hig h 

c re d it risk to  the  Sup p lie r; 
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(ii) the  Sup p lie r re a so na b ly susp e c ts fra ud  o r a tte mp te d  

fra ud ; o r 

(iii) the  Custo me r ha s no mina te d  to  the  Sup p lie r a  

Re stric tio n Po int a nd  the  Custo me r ha s re a c he d  tha t 

Re stric tio n Po int; 

(b ) Prior notic e  o f Re stric tion, Suspe nsion or Disc onne c tion 

a c tion: unle ss sub c la use  6.7.1(a ) a p p lie s, g ive  the  

Custo me r a t le a st 5 Wo rking  Da ys’  no tic e  p rio r to  the  

Re stric tio n, Susp e nsio n o r Disc o nne c tio n o f the  

Te le c o mmunic a tio ns Se rvic e , inc lud ing  a n ind ic a tio n o f 

the  e a rlie st d a te  the  Re stric tio n, Susp e nsio n o r 

Disc o nne c tio n c o uld  o c c ur a nd  the  d a te  o f issue  o f 

c o rre sp o nd e nc e  if the y a re  info rme d  in writing ;   

(c ) Pre c a utions to  be  ta ke n: whe n no tifying  a  Custo me r a b o ut 

a  Sup p lie r’ s Re stric tio n, Susp e nsio n o r Disc o nne c tio n o f the  

Custo me r’ s Te le c o mmunic a tio ns Se rvic e : 

(i) ma ke  re a so na b le  a tte mp ts to  a sc e rta in whe the r the  

Custo me r ha s und e rsto o d  a ny o ra l a d vic e  g ive n; 

(ii) e nsure  tha t a tte mpts to  info rm a re  d ire c te d  to  the  

Custo me r; a nd  

(iii) e nsure  tha t the  p rima ry me tho d  o f no tific a tio n use d  

is a  fo rma t re a so na b ly a c c e p ta b le  to  the  Custo me r 

b a se d  o n the ir usa g e  histo ry; 

(d ) Conte nt o f Re stric tion or Suspe nsion notic e : if no tifying  a  

Custo me r a b o ut a  Sup p lie r’ s Re stric tio n o r Susp e nsio n o f 

the  Custo me r’ s Te le c o mmunic a tio ns Se rvic e , info rm the  

Custo me r:  

(i) a b o ut a ny o n-g o ing  o r a d d itio na l Cha rg e s tha t will 

still a p p ly whilst the  Te le c o mmunic a tio ns Se rvic e  is 

Re stric te d  o r Susp e nd e d ;  

(ii) a b o ut the  Sup p lie r’ s Fina nc ia l Ha rd ship  p o lic y in 

c a se  the  Custo me r ne e d s suc h a ssista nc e ; a nd  

(iii) a b o ut a ny imp a c ts the  Re stric tio n o r Susp e nsio n 

ma y ha ve  o n o the r se rvic e s the  Custo me r ha s with 

the  Sup p lie r; 

(e ) Form a nd c onte nt of Disc onne c tion notic e : if no tifying  a  

Custo me r a b o ut a  Sup p lie r’ s Disc o nne c tio n o f the  

Custo me r’ s Te le c o mmunic a tio ns Se rvic e , se nd  a  se p a ra te  

Disc o nne c tio n no tic e , no t just a  Bill, to  the  Custo me r a nd  

a ny re le va nt Gua ra nto r p rio r to  Disc o nne c ting  the  

Te le c o mmunic a tio ns Se rvic e  a nd  the  no tic e  o f 

Disc o nne c tio n must info rm the  Custo me r a nd  G ua ra nto r:  

(i) tha t, a fte r Disc o nne c tio n ha s o c c urre d , the  

Custo me r’ s Te le c o mmunic a tio ns Se rvic e  p la n 

a nd / o r Te le c o mmunic a tio ns Pro d uc t (a nd / o r, whe re  
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a p p lic a b le , te le p ho ne  numb e r), ma y no  lo ng e r b e  

a va ila b le ; 

(ii) a b o ut a ny imp a c ts the  Disc o nne c tio n ma y ha ve  o n 

o the r se rvic e s the  C usto me r ha s with the  Sup p lie r; 

(iii) a b o ut the  c o nse q ue nc e s o f no n-p a yme nt, inc lud ing  

tha t the  Custo me r’ s d e fa ult le a d ing  to  the  

Disc o nne c tio n ma y b e  d isc lo se d  to  a  Cre d it 

Re p o rting  Bo d y a nd / o r c o lle c tio n a g e nc y a nd / o r 

d e b t b uye r a nd  ma y b e  a d d e d  to  the  Custo me r’ s 

c re d it file  with a  Cre d it Re p o rting  Bo d y; 

(iv) a b o ut the  Sup p lie r’ s Fina nc ia l Ha rd ship  p o lic y in 

c a se  the  Custo me r ne e d s suc h a ssista nc e ; 

(v) tha t the  d e b t ma y b e  p a sse d  to  a  c o lle c tio n 

a g e nc y a nd / o r d e b t b uye r; a nd  

(vi) tha t le g a l a c tio n ma y b e  ta ke n to  re c o ve r the  

unp a id  d e b t. 

6.8 Fa ir Cre dit Ma na g e me nt proc e ss 

Sup p lie rs must e nsure  tha t Custo me rs a nd  fo rme r Custo me rs a re  tre a te d  

with fa irne ss in re la tio n to  the  Cre d it Ma na g e me nt p ro c e ss. 

6.8.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Re vie w: fo llo wing  a  Custo me r’ s re q ue st, re vie w a ny 

d e c isio n to  Re stric t, Susp e nd  o r Disc o nne c t the  

Te le c o mmunic a tio ns Se rvic e  a nd  info rm the  Custo me r o f 

the  o utc o me  o f tha t re vie w.  If the  re vie w is no t 

und e rta ke n a nd  c o mp le te d  b y the  Sup p lie r a t the  time  o f 

the  Custo me r’ s re q ue st, the  Sup p lie r must no tify the  

Custo me r a t tha t time  whe n the  re vie w will b e  c o mp le te d ; 

(b ) Advise  of dispute  re solution options: fo llo wing  a  re vie w a s 

re fe rre d  to  in c la use  6.8.1(a ) a b o ve , if the  C usto me r 

re ma ins d issa tisfie d  with the  o utc o me  o f the  re vie w, 

a d vise  the  Custo me r o f ho w the y c a n ma ke  a  Co mp la int; 

(c ) Supplie r’s mista ke : no t imp o se  a  re c o nne c tio n Cha rg e  

fo llo wing  Susp e nsio n o r Disc o nne c tio n if it re sulte d  fro m 

the  Sup p lie r’ s mista ke ; 

(d ) Cre dit Ma na g e me nt Cha rg e s: no t imp o se  Cre d it 

Ma na g e me nt Cha rg e s unle ss the  Cha rg e s a re  a  

re imb urse me nt o f the  Sup p lie r’ s c o sts a nd  the  Custo me r o r 

fo rme r C usto me r is a d vise d  o f its a mo unt o r me tho d  o f 

c a lc ula tio n; 

(e ) Issue s following  sa le  of de bt: Re so lve  a ny Billing  C o mp la int 

o r Te le c o mmunic a tio ns Se rvic e  issue s tha t a rise  a fte r a  

d e b t ha s b e e n so ld  o r a ssig ne d  to  a  third  p a rty; 
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(f) De fa ult liste d in e rror: whe re  a  Sup p lie r b e c o me s a wa re  

tha t a  Custo me r o r fo rme r C usto me r ha s b e e n d e fa ult 

liste d  in e rro r, use  re a so na b le  e nd e a vo urs to  info rm the  

Cre d it Re p o rting  Bo d y within 1 Wo rking  Da y;  

(g ) Fa ilure  to  pa y throug h no  fa ult o f Custome r: whe re  a  

Custo me r o r fo rme r Custo me r c a n d e mo nstra te  tha t the y 

ha ve  ta ke n a ll re a so na b le  ste p s to  p a y a  kno wn d ue  d e b t 

b ut the  Bill ha s no t b e e n p a id  d ue  to  the  fa ult o f a  third  

p a rty o r the  Sup p lie r, the  Sup p lie r must e nsure  tha t: 

(i) if the  Custo me r o r fo rme r Custo me r ha s b e e n 

d e fa ult liste d  with a  Cre d it Re p o rting  Bo d y a s a  

re sult, it no tifie s the  Cre d it Re p o rting  Bo d y within 1 

Wo rking  Da y; 

(ii) no  a d d itio na l Cre d it Ma na g e me nt Cha rg e s a p p ly; 

a nd  

(iii) no  o the r c re d it re la te d  d isa d va nta g e s a rise  fo r the  

Custo me r o r fo rme r Custo me r. 

6.9 Cre dit Ma na g e me nt for dispute d a mounts 

6.9.1 A Sup p lie r must: 

(a ) Amounts tha t a re  the  subje c t of a n ope n Compla int: no t 

ta ke  Cre d it Ma na g e me nt a c tio n in re la tio n to  a  sp e c ifie d  

d isp ute d  a mo unt tha t is the  sub je c t o f a n unre so lve d  

Co mp la int in c irc umsta nc e s whe re  the  Sup p lie r is a wa re  

tha t the  d isp ute  ha s no t b e e n Re so lve d  to  the  sa tisfa c tio n 

o f the  Co nsume r a nd  is b e ing  inve stig a te d  b y the  Sup p lie r, 

the  TIO  o r a  re le va nt re c o g nise d  third  p a rty;  

(b ) Timing  of c omme nc e me nt of Cre dit Ma na g e me nt a c tion: 

a d vise  the  Custo me r o r fo rme r C usto me r whe n the  

Sup p lie r will c o mme nc e  a ny Cre d it Ma na g e me nt a c tio n 

a fte r tha t d isp ute  ha s b e e n Re so lve d ; 

(c ) Se pa ra tion o f de bts: ta ke  ste p s to  e nsure  tha t d e b ts so ld  o r 

a ssig ne d  to  third  p a rtie s o r liste d  with a  Cre d it Re p o rting  

Bo d y d o  no t inc lud e  a ny sp e c ifie d  d isp ute d  a mo unts tha t 

a re  the  sub je c t o f a n unre so lve d  C o mp la int; a nd  

(d ) Amounts not the  subje c t of unre solve d Compla int:  whe re  

p a rt o f a n a mo unt o n a  Bill is the  sub je c t o f a n unre so lve d  

Co mp la int, a d vise  the  C usto me r o r fo rme r C usto me r tha t 

Cre d it Ma na g e me nt a c tio n ma y b e  und e rta ke n in 

re la tio n to  tho se  a mo unts whic h a re  no t the  sub je c t o f 

tha t unre so lve d  Co mp la int. 
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6.10 De bt c olle c tion 

6.10.1 A Sup p lie r must: 

(a ) Colle c tion a c tivitie s: while  e ve r it is in fo rc e , a d o p t b e st 

p ra c tic e  a s se t o ut in the  AC C C  a nd  ASIC g uid e line  “ De b t 

c o lle c tio n g uide line : fo r c o lle c to rs a nd c re dito rs”  issue d  in 

July 2015 whe n c o lle c ting  a mo unts d ue ; 

(b ) Disa dva nta g e d a nd vulne ra ble  Custome rs: in the ir 

c o lle c tio n a c tivitie s, while  e ve r it is in fo rc e , a d o p t b e st 

p ra c tic e  a s se t o ut in the  AC C C  Co mp lia nc e  G uid e  

“ Do n't ta ke  a dva nta g e  o f disa dva nta g e : a  c o mp lia nc e  

g uide  fo r b usine sse s de a ling  with disa dva nta g e d o r 

vulne ra b le  c o nsume rs”  issue d  in 2011; 

(c ) Inte rna l dispute  re solution: re q uire  tha t a ll o f the  Sup p lie r’ s 

d e b t c o lle c tio n a c tivitie s ha ve  a n inte rna l d isp ute  

re so lutio n p ro c e ss; 

(d ) De bt buye rs: o nly se ll a  d e b t to  a  d e b t b uye r if tha t d e b t 

b uye r is a  me mb e r o f a n ASIC a p p ro ve d  e xte rna l d isp ute  

re so lutio n sc he me ; a nd  

(e ) Notific a tion of sa le  of de bt: no tify the  C usto me r o r fo rme r 

Custo me r in writing  within 25 Wo rking  Da ys tha t the  d e b t 

ha s b e e n so ld , o r a rra ng e  fo r the  p urc ha se r o f the  d e b t to  

d o  so . 

6.11 Fina nc ia l Ha rdship polic y 

Sup p lie rs must ha ve  a  Fina nc ia l Ha rd ship  p o lic y a nd  e nsure  tha t it is e a sy 

fo r Co nsume rs to  find  a nd  a c c e ss. 

6.11.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Ac c e ssibility of Fina nc ia l Ha rdship polic y: e nsure  tha t its 

Fina nc ia l Ha rd ship  p o lic y is re a d ily a c c e ssib le  o n the  

Sup p lie r’ s we b site ;  

(b ) Conta c t de ta ils: p ro vid e  re le va nt c o nta c t d e ta ils o f sta ff 

with who m the  Custo me r o r fo rme r Custo me r ma y d isc uss 

the  Fina nc ia l Ha rd ship  po lic y; 

(c ) Community fina nc ia l c ounse llor: p ro vid e  d e ta ils o f a  

so urc e  a t whic h the  Co nsume r o r fo rme r C usto me r c a n 

lo c a te  c o nta c t d e ta ils o f c o mmunity fina nc ia l c o unse llo rs 

o r c o nsume r a d vo c a te s who  d e a l with fina nc ia l d iffic ulty 

ma tte rs; 

(d ) Summa rising  the  Fina nc ia l Ha rdship polic y: p ro vid e  a  

summa ry to  a  Custo me r, o r fo rme r Custo me r, o f ho w the  

Sup p lie r’ s Fina nc ia l Ha rd ship  p o lic y ma y a ssist the m: 

(i) up o n re q ue st; 
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(ii) whe n the  Custo me r, o r fo rme r C usto me r ind ic a te s to  

the  Sup p lie r tha t the y a re  e xp e rie nc ing  Fina nc ia l 

Ha rd ship ; o r 

(iii) if the  Sup p lie r c o nsid e rs the  Custo me r, o r fo rme r 

Custo me r, ma y b e  e lig ib le  fo r the  p o lic y;  

(e ) Fina nc ia l Ha rdship polic y: p ro vid e  a t le a st the  fo llo wing  

info rma tio n a s p a rt o f the  Fina nc ia l Ha rd ship  p o lic y:  

(i) o p tio ns a va ila b le  to  the  Custo me r, o r fo rme r 

Custo me r, to  a ssist with the ir ma na g e me nt o f 

Fina nc ia l Ha rd ship  a s it re la te s to  the ir use  o f 

Te le c o mmunic a tio ns Se rvic e s (e .g . sp e nd  c o ntro ls, 

Re stric tio n o f se rvic e ); 

(ii) a va ila b le  time s fo r c o nta c t with the  Sup p lie r 

re g a rd ing  the  Fina nc ia l Ha rd ship  p o lic y; 

(iii) info rma tio n tha t the  Sup p lie r mig ht re q uire  a  

Custo me r, o r fo rme r C usto me r, to  p ro vid e  to  ma ke  

a n a sse ssme nt o f Fina nc ia l Ha rd ship  und e r the  

Fina nc ia l Ha rd ship  p o lic y, e .g . inc o me  d e ta ils, 

d e ta ils o f the  Te le c o mmunic a tio ns Se rvic e  

(te le p ho ne  numb e r, b ro a d b a nd ) a nd  mo st re c e nt 

c o nta c t d e ta ils; a nd  

(iv) g e ne ra lly ho w the  Sup p lie r ma ke s a n a sse ssme nt o f 

Fina nc ia l Ha rd ship  und e r the  Fina nc ia l Ha rd ship  

p o lic y; a nd   

(f) Tra ining  of sta ff: e nsure  tha t the  Sup p lie r’ s sta ff who  a re  

d ire c tly invo lve d  in a p p lying  the  Fina nc ia l Ha rd ship  p o lic y 

a re  a p p ro p ria te ly tra ine d . 

6.12 Fa ir a nd time ly Fina nc ia l Ha rdship a sse ssme nt 

Sup p lie rs must a sse ss the  Custo me r’ s o r fo rme r C usto me r’ s e lig ib ility fo r 

a ssista nc e  und e r the  Sup p lie r’ s Fina nc ia l Ha rd ship  p o lic y in a  fa ir a nd  

time ly ma nne r. 

6.12.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Informa tion re quire d: info rm the  Custo me r, o r fo rme r 

Custo me r, o f the  info rma tio n whic h the  Sup p lie r re q uire s 

to  a sse ss the ir e lig ib ility fo r a ssista nc e  und e r the  Fina nc ia l 

Ha rd ship  p o lic y a nd  info rm the m tha t the  a sse ssme nt ma y 

b e  b a se d  o n the  info rma tio n p ro vid e d  b y the m o r o the r 

info rma tio n a va ila b le  to  the  Sup p lie r; 

(b ) Provision of informa tion for a sse ssme nt: info rm the  

Custo me r, o r fo rme r C usto me r: 

(i) tha t, if the  Sup p lie r re q uire s sup p o rting  

d o c ume nta tio n fro m a  C usto me r, o r fo rme r 
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Custo me r,  to  a sse ss the ir e lig ib ility fo r a ssista nc e  

und e r the  Fina nc ia l Ha rdship  p o lic y, the  C usto me r, 

o r fo rme r Custo me r,  must se nd  the  d o c ume nta tio n 

to  a  sp e c ific  c o nta c t p o int. The  Sup p lie r must 

a c c e p t suc h d o c ume nta tio n via : 

A. a  p o sta l a d d re ss;  

B. fa c simile ; o r 

C . e ma il; 

a nd  p ro vid e  the  Custo me r, o r fo rme r C usto me r,  

with d e ta ils fo r tho se  c o nta c t p o ints a s p re fe rre d  b y 

the  Custo me r, o r fo rme r Custo me r; 

(ii) if the  info rma tio n p ro vid e d  b y the  Custo me r, o r 

fo rme r C usto me r, is no t suffic ie nt to  ma ke  a n 

a sse ssme nt o f e lig ib ility und e r the  Fina nc ia l Ha rd ship  

p o lic y, o f wha t o the r info rma tio n is ne e d e d  to  ma ke  

suc h a n a sse ssme nt; 

(iii) tha t, whe re  the  re q ue ste d  info rma tio n is no t 

p ro vid e d , a n a sse ssme nt ma y no t b e  ma d e ;  

(iv) ho w lo ng  it will ta ke  to  ma ke  a n a sse ssme nt fo r 

a ssista nc e ; a nd  

(v) tha t the  p ro visio n o f fa lse  o r inc o mp le te  info rma tio n 

ma y re sult in the  Sup p lie r c a nc e lling  a ny ha rd ship  

a rra ng e me nts;  

(c ) Unde rsta nding : in re la tio n to  the  p ro visio n o f info rma tio n 

re fe rre d  to  a t c la use s 6.12.1(a ) a nd  6.12.1(b ), the  Sup p lie r 

must ma ke  a tte mp ts to  a sc e rta in whe the r the  Custo me r, 

o r fo rme r Custo me r, ha s und e rsto o d  the  info rma tio n 

p ro vid e d  b y a nd  c o nta ine d  in re q ue sts b e ing  ma d e  b y 

the  Sup p lie r; 

(d ) Timing  of a sse ssme nt: e nsure  tha t a n a sse ssme nt 

re g a rd ing  e lig ib ility fo r a ssista nc e  und e r a  Fina nc ia l 

Ha rd ship  p o lic y is ma d e  within 7 Wo rking  Da ys a fte r 

re c e ip t o f the  fina l info rma tio n fro m the  Custo me r, o r 

fo rme r C usto me r; 

(e ) Fa ilure  to  me e t c rite ria : info rm the  C usto me r, o r fo rme r 

Custo me r, imme d ia te ly if a ssista nc e  will no t b e  g ive n 

whe re  it is c le a r to  the  Sup p lie r tha t the  Custo me r, o r 

fo rme r C usto me r, d o e s no t me e t a ssista nc e  c rite ria ; 

(f) Fle xible  re pa yme nt options; whe re  p o ssib le  p ro vid e  

fle xib le  re p a yme nt o p tio ns to  me e t the  Custo me r’ s 

ind ivid ua l c irc umsta nc e s; 

(g ) No c ha rg e  for a sse ssme nt: no t c ha rg e  fo r a n a sse ssme nt 

o f, o r sub se q ue ntly fo r a d ministra tio n o f, a n a rra ng e me nt 

und e r a  Fina nc ia l Ha rd ship  p o lic y; a nd  
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(h) Cha ng e d c irc umsta nc e s: re vie w the  a rra ng e me nts if the  

Custo me r no tifie s the  Sup p lie r tha t the  Custo me r’ s, o r 

fo rme r C usto me r’ s, c irc umsta nc e s ha ve  c ha ng e d . 

6.13 Communic a tion of Fina nc ia l Ha rdship a rra ng e me nts 

6.13.1 A Sup p lie r must: 

(a ) Arra ng e me nt de ta ils: sup p ly to  a  C usto me r, o r fo rme r 

Custo me r’ s d e ta ils o f the  Fina nc ia l Ha rd ship  a rra ng e me nt 

o n re q ue st, whic h d e ta ils must b e  g ive n in writing  if 

re q ue ste d  b y the  C usto me r in tha t fo rm;  

(b ) Rig hts a nd oblig a tions: info rm the  C usto me r, o r fo rme r 

Custo me r o f the ir rig hts a nd  o b lig a tio ns und e r the  

Fina nc ia l Ha rd ship  a rra ng e me nt, inc lud ing  witho ut 

limita tio n tha t the y ha ve  a n o b lig a tio n to  p ro mp tly a d vise  

a  Sup p lie r if the ir c irc umsta nc e s c ha ng e  d uring  the  te rm 

o f the  Fina nc ia l Ha rd ship  a rra ng e me nt; 

(c ) Dura tion of a rra ng e me nt: a d vise  the  C usto me r, o r fo rme r 

Custo me r o f the  d ura tio n o f the  Fina nc ia l Ha rd ship  

a rra ng e me nt o r o f the  re vie w d a te  o f the  a rra ng e me nt;  

(d ) Comme nc e me nt o f a rra ng e me nt: e nsure  tha t the  

Fina nc ia l Ha rd ship  a rra ng e me nt will no t c o mme nc e  unle ss 

the  Custo me r, o r fo rme r Custo me r, ind ic a te s the ir 

a c c e p ta nc e ; a nd  

(e ) Timing  of c ommunic a tion: a d vise  the  C usto me r, o r fo rme r 

Custo me r o f the  ma tte rs re fe rre d  to  in c la use  6.13.1(a ) to  

(c ) within 7 Wo rking  Da ys o f the  Sup p lie r a nd  the  

Custo me r, o r fo rme r C usto me r a g re e ing  to  the  sp e c ific  

Fina nc ia l Ha rd ship  a rra ng e me nts. 

6.14 Cre dit Ma na g e me nt in Fina nc ia l Ha rdship 

6.14.1 A Sup p lie r must: 

(a ) Suspe nsion of Cre dit Ma na g e me nt a c tion: susp e nd  Cre d it 

Ma na g e me nt a c tio n whilst a n a rra ng e me nt und e r a  

Fina nc ia l Ha rd ship  p o lic y is b e ing  d isc usse d  o r is in p la c e  

unle ss: 

(i) the  Custo me r, o r fo rme r Custo me r, d o e s no t me e t 

the ir o b lig a tio ns und e r the  a rra ng e me nt.  In tha t 

e ve nt, if the  Custo me r, o r fo rme r C usto me r, d o e s no t 

c o nta c t the  Sup p lie r to  d isc uss a  ne w a rra ng e me nt, 

the  Sup p lie r must ta ke  re a so na b le  ste p s to  c o nta c t 

the  Custo me r, o r fo rme r Custo me r, b e fo re  ta king  

Cre d it Ma na g e me nt a c tio n; 

(ii) the  Sup p lie r d e c id e s it is re a so na b le  to  d o  so  g ive n 

the  c irc umsta nc e s, e .g . to  p re ve nt a  furthe r inc re a se  

in the  d e b t o we d ; o r 
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(iii) the  Custo me r, o r fo rme r Custo me r, a g re e s tha t the  

a rra ng e me nt is una b le  to  b e  c o mp le te d ; 

(b ) Re sta rting  Cre dit Ma na g e me nt a c tion:  re sta rt Cre d it 

Ma na g e me nt a c tio n whe n o ne  o r mo re  o f the  a b o ve  

c o nd itio ns a re  me t (a s a p p lic a b le  to  the  Custo me r’ s, o r 

fo rme r C usto me r’ s ind ivid ua l situa tio n) a nd  the  Sup p lie r is 

una b le , using  re a so na b le  ste p s, to  ma ke  c o nta c t with the  

Custo me r, o r fo rme r C usto me r; a nd  

(c ) Prohibition on c e rta in de bt sa le : no t se ll the  d e b t while  a n 

a rra ng e me nt und e r a  Fina nc ia l Ha rd ship  p o lic y is in p la c e . 
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7 CHANGING SUPPLIERS 

Summa ry 

This c ha pte r se ts o ut Co nsume r rig hts a nd Sup p lie r o b lig a tio ns whe n Co nsume rs se e k to  

c ha ng e  the ir c urre nt Sup p lie r o f a  Te le c o mmunic a tio ns Se rvic e  to  a n a lte rna tive  Sup p lie r.  

It a lso  se ts o ut Sup p lie rs’  o b lig a tio ns to  Custo me rs whe n a  tra nsfe r o f a  Custo me r’ s 

Te le c o mmunic a tio ns Se rvic e  a rise s a s a  re sult o f the  sa le  o f a  Sup p lie r’ s b usine ss o r a  

c o rp o ra te  re o rg a nisa tio n o f the  Sup p lie r.  

The  G651:2014 Custo me r Autho risa tio n Guide line  se ts o ut a dditio na l info rma tio n Ga ining  

Sup p lie rs sho uld p ro vide  to  Co nsume rs b e fo re  the y a g re e  to  a  Tra nsfe r a nd the  

info rma tio n to  b e  o b ta ine d fro m the  Custo me r o r the ir Autho rise d Re p re se nta tive  fo r a  

va lid Custo me r Autho risa tio n. 

Ge ne ra l Rule s 

The  g e ne ra l rule s in c ha pte r 3 a p p ly in a dditio n to  the  Rule s in this c ha pte r. 

Rule s 

7.1 Obta ining  Conse nt 

A Ga ining  Sup p lie r must use  re a so na b le  e nd e a vo urs to  e nsure  tha t a  

Co nsume r is o nly the  sub je c t o f a  Tra nsfe r b y a  Ga ining  Sup p lie r if the  

Co nsume r ha s p ro vid e d  the ir c o nse nt to  suc h Tra nsfe r. 

7.1.1 A Ga ining  Sup p lie r must ta ke  the  fo llo wing  ste p s to  e na b le  this 

o utc o me :  

(a ) Conse nt: the  Ga ining  Sup p lie r must e nsure  tha t the  

Co nsume r p ro vid e s c o nse nt to  the  Tra nsfe r; a nd  

(b ) Authorisa tion: the  Ga ining  Sup p lie r must use  its re a so na b le  

e nd e a vo urs to  e nsure  tha t p e rso n re q ue sting  the  Tra nsfe r is 

the  Rig hts Of Use  Ho ld e r o f the  Te le c o mmunic a tio ns Se rvic e  

to  b e  tra nsfe rre d , o r is a n Autho rise d  Re p re se nta tive  o f tha t 

p e rso n. 

7.2 Proc e ss a nd informa tion re quire me nts for Tra nsfe rs 

7.2.1 Promoting  Tra nsfe rs: A G a ining  Sup p lie r must: 

(a ) Ide ntify: e nsure  its Sa le s Re p re se nta tive s id e ntify the  Ga ining  

Sup p lie r tha t the y re p re se nt whe n p ro mo ting  Tra nsfe rs with 

Co nsume rs; 

(b ) Pla c e : whe re  its Sa le s Re p re se nta tive s p ro mo te  Tra nsfe rs to  

Co nsume rs in p e rso n, e nsure  tha t the  p ro mo tio ns a re  

c o nd uc te d  in lo c a tio ns tha t a re  a p p ro p ria te ; a nd  

(c ) Ide ntity: ke e p  re c o rd s to  e na b le  it to  id e ntify the  Sa le s 

Re p re se nta tive  re sp o nsib le  fo r e ffe c ting  a  Tra nsfe r. 
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7.2.2 Minimum informa tion: Be fo re  initia ting  a  Tra nsfe r o r whe n 

re q ue ste d  b y a  C o nsume r, a  Ga ining  Sup p lie r must e nsure  tha t 

the  Co nsume r re c e ive s a t le a st the  fo llo wing  info rma tio n: 

(a ) Ide ntity of Ga ining  Supplie r: the  na me  a nd  c o nta c t d e ta ils 

o f the  Ga ining  Sup p lie r; 

(b ) Subje c t to  va lida tion: tha t the  o ffe r to  Tra nsfe r the  

Te le c o mmunic a tio ns Se rvic e  is sub je c t to  va lid a ting  tha t it 

c a n b e  Tra nsfe rre d ; 

(c ) Se rvic e  inte rruption or c ha ng e : whe the r the re  will b e  a n 

inte rrup tio n o r c ha ng e  to  the  Te le c o mmunic a tio ns Se rvic e  

d uring  o r a s a  re sult o f the  Tra nsfe r p ro c e ss; 

(d ) Equipme nt c ompa tibility: wha t typ e  o f e q uip me nt wo uld  b e  

c o mp a tib le  with the  Ga ining  Sup p lie r's Te le c o mmunic a tio ns 

Se rvic e ; 

(e ) Equipme nt te rms a nd c onditions: the  re le va nt te rms a nd  

c o nd itio ns re la ting  to  a ny e q uip me nt p urc ha se d  fro m the  

Ga ining  Sup p lie r fo r use  with the  Te le c o mmunic a tio ns 

Se rvic e  b e ing  Tra nsfe rre d ; a nd  

(f) Pe na ltie s a nd fe e s: tha t the  Co nsume r ma y ha ve  to  p a y a  

p e na lty o r c a nc e lla tio n fe e  to  the ir e xisting  Sup p lie r, a nd  

tha t the re  ma y b e  o the r c o nse q ue nc e s if the y a re  e nd ing  

the ir e xisting  Custo me r C o ntra c t with a no the r Sup p lie r e a rly; 

(g ) Notic e  o f c omple tion o f the  Tra nsfe r: tha t the  Ga ining  

Sup p lie r will use  re a so na b le  e ffo rts to  no tify the  C o nsume r o f 

the  c o mp le tio n o f the  Tra nsfe r o n the  d a y it o c c urs o r, if 

c o mp le tio n o f the  Tra nsfe r re lie s o n a  third  p a rty, o n the  d a y 

the  Ga ining  Sup p lie r is a d vise d  tha t c o mp le tio n ha s 

o c c urre d ; 

(h) Lodg ing  a n inquiry or Compla int: the  a p p ro p ria te  c o nta c t 

d e ta ils fo r lo d g ing  a n inq uiry o r a  Co mp la int a b o ut a ny 

a sp e c t o f the  Tra nsfe r if this p ro c e ss is d iffe re nt to  the  

Ga ining  Sup p lie r’ s no rma l Co mp la int ha nd ling  p ro c e ss; 

(i) Asc e rta ining  c omple tion of the  Tra nsfe r: the  me c ha nism b y 

whic h the  Co nsume r c a n a sc e rta in tha t the  Tra nsfe r ha s 

o c c urre d ; a nd  

(j) Te rms a nd c onditions: a ny o the r te rms a nd  c o nd itio ns o f the  

Tra nsfe r. 

7.3 Tra nsfe r va lida tion 

The  Ga ining  Sup p lie r must und e rta ke  a c tivity to  va lid a te  tha t the  

Te le c o mmunic a tio ns Se rvic e  c a n b e  Tra nsfe rre d . 

A Ga ining  Sup p lie r must ta ke  the  fo llo wing  a c tio n to  e na b le  this o utc o me : 

7.3.1 Che c k a c c ura c y: c he c k the  a c c ura c y o f the  Tra nsfe r d e ta ils with 

the  Co nsume r inc lud ing  a t le a st: 
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(a ) the  na me  a nd  a d d re ss o f the  Co nsume r; 

(b ) the  d e ta ils o f the  Te le c o mmunic a tio ns Se rvic e  a nd  numb e r, 

if a p p lic a b le , to  b e  Tra nsfe rre d ; a nd  

(c ) the  fa c t tha t the  Te le c o mmunic a tio ns Se rvic e  will b e  

Tra nsfe rre d  to  the  Ga ining  Sup p lie r; 

7.3.2 Va lida te  the  Tra nsfe r: va lid a te  tha t the  Te le c o mmunic a tio ns 

Se rvic e  c a n b e  Tra nsfe rre d ;  

7.3.3 If va lida te d: if the  Te le c o mmunic a tio ns Se rvic e  c a n b e  

Tra nsfe rre d , und e rta ke  the  Tra nsfe r a s a g re e d  with the  Co nsume r;  

7.3.4 If not va lida te d: if the  Te le c o mmunic a tio ns Se rvic e  c a nno t b e  

Tra nsfe rre d , no tify the  Co nsume r a nd  a d vise  wha t this me a ns fo r 

the  Co nsume r, inc lud ing , whe re  a p p lic a b le , wha t o p tio ns a re  

a va ila b le  to  the  Co nsume r. 

7.4 Consume rs to  be  ke pt informe d 

7.4.1 During  the  Tra nsfe r p ro c e ss, the  Ga ining  Sup p lie r must: 

(a ) Tra nsfe r timing : g ive  the  Co nsume r a n ind ic a tio n o f whe n 

the  Tra nsfe r will ta ke  p la c e  inc lud ing  a ny a p p lic a b le  

c o o ling  o ff p e rio d , o r o the r a c tivity tha t ma y d e la y the  

c o mme nc e me nt o f the  Tra nsfe r; 

(b ) Proc e ss c ha ng e s: ke e p  the  Co nsume r info rme d  in a  time ly 

ma nne r o f a ny c ha ng e s to  the  Tra nsfe r p ro c e ss whic h ma y 

a ffe c t the  Co nsume r, inc lud ing  d e ta ils o f a ny p ro c e ss 

d e la ys a nd  c ha ng e s to  a p p o intme nt time s; a nd  

(c ) Time  of c omple tion: ke e p  the  Co nsume r info rme d  in a  

time ly ma nne r o f a ny c ha ng e s to  the  e stima te d  time  b y 

whic h the  Tra nsfe r will b e  c o mp le te d . 

7.5 Notific a tion of c omple tion of a  Tra nsfe r 

7.5.1 The  Ga ining  Sup p lie r must: 

(a ) Sa me  da y notific a tion: use  re a so na b le  e ffo rts to  no tify the  

Custo me r o f the  c o mp le tio n o f the  Tra nsfe r o n the  d a y it 

o c c urs o r, if c o mp le tio n o f the  Tra nsfe r re lie s o n a  third  

p a rty, o n the  d a y the  Ga ining  Sup p lie r is a d vise d  tha t 

c o mp le tio n ha s o c c urre d ; o r 

(b ) Subse que nt notific a tion: if the  Ga ining  Sup p lie r, ha ving  

ma d e  re a so na b le  e ffo rts, is una b le  to  p ro vid e  no tific a tio n 

a t the  time  re fe rre d  to  a b o ve , no tify the  C usto me r o f the  

c o mp le tio n o f the  Tra nsfe r within 5 Wo rking  Da ys o f the  time  

re fe rre d  to  a b o ve . 
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7.6 Ke e ping  re c ords re g a rding  Tra nsfe rs 

A Ga ining  Sup p lie r must ke e p  re c o rd s to  e na b le  a  Custo me r to  ve rify tha t 

the  Tra nsfe r p ro c e ss wa s und e rta ke n in a c c o rd a nc e  with this c ha pte r. 

7.6.1 The  Ga ining  Sup p lie r must c re a te , a nd  re ta in fo r a  minimum o f 2 

ye a rs a fte r the  c o mp le tio n o f the  Tra nsfe r o r a s re q uire d  b y la w, 

a ud ita b le  re c o rd s e sta b lishing  tha t: 

(a ) Authorisa tion: the  p e rso n who  a utho rise d  the  Tra nsfe r 

a d vise d  the  Ga ining  Sup p lie r tha t the y we re  a utho rise d  to  

d o  so ; a nd  

(b ) Complia nc e  with re quire me nts: the  Tra nsfe r wa s 

und e rta ke n a nd  a d vise d  to  the  Custo me r in a c c o rd a nc e  

with this c ha pte r. 

7.7 Ac c e ssing  re c ords re g a rding  Tra nsfe rs 

7.7.1 A Ga ining  Sup p lie r must: 

(a ) Ac c e ss to  re c ords: fo r a  minimum o f 2 ye a rs a fte r the  

c o mp le tio n o f a  Tra nsfe r, p ro vid e  the  Co nsume r with 

a c c e ss to  the  re c o rd s ma inta ine d  b y the  Ga ining  Sup p lie r 

re g a rd ing  the  Tra nsfe r, inc lud ing  a ny vo ic e  re c o rd ing  o f 

the ir Tra nsfe r re q ue st; 

(b ) Form of a c c e ss: if the  C o nsume r re q ue sts, fo r a  minimum o f 

2 ye a rs a fte r the  c o mp le tio n o f the  Tra nsfe r, p ro vid e  to  the  

Co nsume r (o r, with the  Co nsume r’ s c o nse nt, to  a  

no mina te d  p a rty) c o p ie s o f re c o rd s re la ting  to  tha t 

Co nsume r’ s Tra nsfe r in a  fo rma t tha t is c le a r, una mb ig uo us 

a nd  e a sily und e rsto o d  b y Co nsume rs g e ne ra lly. 

7.8 Ve rific a tion of Tra nsfe rs 

7.8.1 A Ga ining  Sup p lie r must e nsure  tha t it use s a p p ro p ria te  

p ro c e d ure s fo r the  Ve rific a tio n o f a  Tra nsfe r, o r a n a p p ro p ria te  

sa mp le  o f Tra nsfe rs, in a ll se lling  c ha nne ls whe re  the  Ga ining  

Sup p lie r o r its Sa le s Re p re se nta tive  initia te s the  c o nta c t with the  

Co nsume r whic h le a d s to  a  Tra nsfe r re q ue st. 

7.9 Sa le  of Supplie r’s busine ss or Supplie r re org a nisa tion 

If a  Sup p lie r p ro p o se s to  Tra nsfe r a  C usto me r’ s Te le c o mmunic a tio ns 

Se rvic e  a s the  re sult o f a  sa le  o f the  Sup p lie r’ s b usine ss o r a  C o rp o ra te  

Re o rg a nisa tio n, the  Sup p lie r must no tify the  Custo me r in writing  p rio r to  

tha t Tra nsfe r b e ing  initia te d .  The  Sup p lie r must e nsure  tha t tha t Custo me r 

ma y te rmina te  its Custo me r C o ntra c t fo r tha t Te le c o mmunic a tio ns Se rvic e  

within the  p e rio d  sp e c ifie d  in this c la use  7.9. 
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7.9.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Notific a tion of Tra nsfe r: b e fo re  the  Tra nsfe r is initia te d , no tify 

the  Custo me r in the  ma nne r in whic h the  Sup p lie r no rma lly 

c o mmunic a te s with the  Custo me r: 

(i) tha t the  Custo me r’ s Te le c o mmunic a tio ns Se rvic e  will 

b e  Tra nsfe rre d  to  the  Ga ining  Sup p lie r a s a  re sult o f a  

sa le  o f the  Sup p lie r’ s b usine ss o r a  C o rp o ra te  

Re o rg a nisa tio n; 

(ii) o f a ny d e ta ils the n kno wn to  the  Sup p lie r re g a rd ing  

ho w the  Custo me r’ s Te le c o mmunic a tio ns Se rvic e  ma y 

b e  the  sub je c t o f a  ma te ria lly a d ve rse  e ffe c t 

re g a rd ing  its fe a ture s, c ha ra c te ristic s o r p ric ing  a s a  

re sult o f the  Tra nsfe r; 

(iii) o f a ny imp a c t this c ha ng e  ha s o n the  C usto me r’ s use  

o f e xisting  e q uip me nt; 

(iv) o f the  c o nta c t d e ta ils o f the  Ga ining  Sup p lie r; 

(v) o f the  p ro p o se d  d a te  b y whic h the  Tra nsfe r will b e  

c o mp le te d ; 

(vi) tha t the  Sup p lie r will use  re a so na b le  e ffo rts to  no tify 

the  Custo me r o f the  c o mp le tio n o f the  Tra nsfe r o n the  

d a y it o c c urs; 

(vii) o f the  a p p ro p ria te  c o nta c t d e ta ils fo r lo d g ing  a n 

inq uiry o r a  C o mp la int a b o ut a ny a sp e c t o f the  

Tra nsfe r; a nd  

(viii) o f the  a p p lic a b le  te rmina tio n rig hts fo r tha t Custo me r 

tha t ma y re sult fro m the  Tra nsfe r, inc lud ing  the  

a p p lic a b le  no tic e  p e rio d  a nd  c o ntra c t te rmina tio n 

c ha rg e s fo r tha t Custo me r. 

(b ) Te rmina tion by a  Custome r: e nsure  tha t, if so  no tifie d  b y the  

Custo me r who  is e xe rc ising  the  a p p lic a b le  te rmina tio n rig ht, 

if a ny, a s a  re sult o f a  Tra nsfe r, the  Sup p lie r te rmina te s the  

re le va nt Custo me r C o ntra c t re la ting  to  the  

Te le c o mmunic a tio ns Se rvic e  within 5 Wo rking  Da ys o f 

re c e iving  the  Custo me r’ s no tic e . 

7.9.2 Pro vid e d  tha t a  Sup p lie r c o mp lie s with the  te rms o f this c la use  7.9 

in c irc umsta nc e s whe re  a  Tra nsfe r o f a  Custo me r’ s 

Te le c o mmunic a tio ns Se rvic e  a rise s a s a  re sult o f a  sa le  o f the  

Sup p lie r’ s b usine ss o r a  C o rp o ra te  Re o rg a nisa tio n, the  Sup p lie r is 

no t re q uire d  to  c o mp ly with the  o the r p ro visio ns o f this Cha p te r in 

re la tio n to  suc h a  Tra nsfe r e xc e p t fo r c la use s 7.4, 7.5 a nd  7.7. 
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7.10 Move  to  diffe re nt whole sa le  ne twork provide r 

7.10.1 If a  Sup p lie r p ro p o se s to  mo ve  its C usto me rs to  a n a lte rna te  

who le sa le  ne two rk p ro vid e r, the  Sup p lie r must: 

(a ) Notific a tion of move : b e fo re  the  mo ve  is initia te d , no tify a ll 

its Custo me rs in the  ma nne r in whic h the  Sup p lie r no rma lly 

c o mmunic a te s with the m: 

(i) tha t the  Custo me r’ s Te le c o mmunic a tio ns Se rvic e  will 

b e  mo ve d  to  the  ne w who le sa le  ne two rk p ro vid e r; 

(ii) o f a ny d e ta ils the n kno wn to  the  Sup p lie r re g a rd ing  

ho w the  Custo me r’ s Te le c o mmunic a tio ns Se rvic e  ma y 

b e  the  sub je c t o f a  ma te ria lly a d ve rse  e ffe c t 

re g a rd ing  its fe a ture s, c ha ra c te ristic s o r p ric ing  a s a  

re sult o f the  mo ve ; 

(iii) o f a ny imp a c t this mo ve  ha s o n the  Custo me r’ s use  o f 

e xisting  e q uip me nt; 

(iv) o f a ny c ha ng e  in the  c o nta c t d e ta ils o f the  Sup p lie r; 

(v) o f the  p ro p o se d  d a te  b y whic h the  mo ve  will b e  

c o mp le te d ; 

(vi) tha t the  Sup p lie r will use  re a so na b le  e ffo rts to  no tify 

the  Custo me r o f the  c o mp le tio n o f the  mo ve  o n the  

d a y it o c c urs; 

(vii) o f the  a p p ro p ria te  c o nta c t d e ta ils fo r lo d g ing  a n 

inq uiry o r a  C o mp la int a b o ut a ny a sp e c t o f the  mo ve ; 

a nd  

(viii) o f the  a p p lic a b le  te rmina tio n rig hts fo r tha t Custo me r 

tha t ma y re sult fro m the  mo ve , inc lud ing  the  

a p p lic a b le  no tic e  p e rio d  a nd  c o ntra c t te rmina tio n 

c ha rg e s fo r tha t Custo me r; 

(b ) Te rmina tion by a  Custome r: e nsure  tha t, if so  no tifie d  b y the  

Custo me r who  is e xe rc ising  the  a p p lic a b le  te rmina tio n rig ht, 

if a ny, a s a  re sult o f the  mo ve , the  Sup p lie r te rmina te s the  

re le va nt Custo me r C o ntra c t re la ting  to  the  

Te le c o mmunic a tio ns Se rvic e  within 5 Wo rking  Da ys o f 

re c e iving  the  Custo me r’ s no tic e . 

7.10.2 Pro vid e d  tha t a  Sup p lie r c o mp lie s with the  te rms o f this c la use  

7.10 in c irc umsta nc e s o f a  mo ve  to  a n a lte rna te  who le sa le  

ne two rk p ro vid e r, the  Sup p lie r is no t re q uire d  to  c o mp ly with the  

o the r p ro visio ns o f this Cha p te r in re la tio n to  suc h a  mo ve  e xc e p t 

fo r c la use s 7.4, 7.5 a nd  7.7. 

7.10.3 Sup p lie rs must no t ta ke  a ny a c tio n tha t a ffe c ts 

Te le c o mmunic a tio ns Se rvic e s fo r whic h the y a re  no t the  Sup p lie r 

o f tha t Te le c o mmunic a tio ns Se rvic e . 
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8 COMPLAINT HANDLING 

Summa ry 

This c ha pte r se ts o ut wha t Co nsume rs a nd fo rme r Custo me rs a re  e ntitle d to  fro m 

Sup p lie rs, a nd wha t Sup p lie rs must do , in re la tio n to  the  ha ndling  a nd Re so lutio n o f 

Co mp la ints in c o nne c tio n with the  sup p ly o f Te le c o mmunic a tio ns Pro duc ts. This c ha pte r 

se ts o ut the  re q uire me nts fo r ma na g ing , mo nito ring , a na lysing , re c o rding  and re p o rting  

Co mp la ints.   

This c ha pte r sp e c ific a lly se ts o ut the  o b lig a tio ns fo r Sup p lie rs to  a dvise  Co nsume rs a nd 

fo rme r Custo me rs, in c e rta in c irc umsta nc e s, o f the ir o p tio ns fo r e xte rna l dispute  

re so lutio n. The  TIO is o ne  suc h o p tio n. The  TIO is “ a n inde p e nde nt a lte rnative  disp ute  

re so lutio n sc he me  a va ilab le  fre e  o f c ha rg e s to  sma ll b usine ss a nd re side ntia l Co nsume rs 

in Austra lia ” . Ho we ve r the  Sup p lie r must b e  g ive n a  re a so na b le  o p p o rtunity to  se ttle  a  

c o mp la int with a  Co nsume r b e fo re  the  TIO will b e c o me  invo lve d. 

The  re q uire me nts se t o ut in this c ha p te r ha ve  b e e n de ve lo p e d ha ving  re g a rd to  the  

Austra lia n Sta nda rd – Co mp la int Ha ndling  AS ISO 10002-2006. 

Ge ne ra l Rule s 

The  g e ne ra l rule s in c ha pte r 3 a p p ly in a dditio n to  the  Rule s in this c ha pte r. 

Rule s 

This c ha p te r d o e s no t a p p ly to :  

(a ) Co mp la ints o r sp e c ific  C o nsume r issue s tha t a re  sub je c t o f le g a l a c tio n; 

(b ) Co mp la ints ma d e  in re sp e c t o f, o r o n b e ha lf o f C o nsume rs b y e ntitie s le vying  fe e s 

o r c ha rg e s fo r the ir se rvic e s, o the r tha n le g a l p ra c titio ne rs; a nd  

(c ) Co mp la ints ma d e  und e r the  Mo b ile  Pho ne  Ba se  Sta tio n De p lo yme nt Co d e  

(C 564:2011). 

The  p ro c e sse s sp e c ifie d  in this c ha pte r a p p ly to  a ll o the r Co mp la ints inc lud ing  TIO 

Co mp la ints, re c e ive d  b y a  Sup p lie r a fte r the  c o mme nc e me nt o f this Co d e . Ho we ve r the  

time fra me s sp e c ifie d  in this Cha p te r d o  no t a p p ly to  TIO  Co mp la ints. The  TIO se ts its o wn 

time fra me s a nd  the y must b e  c o mp lie d  with in the  c a se  o f TIO  Co mp la ints. 

8.1 Provision of a  Compla int ha ndling  proc e ss tha t is a c c e ssible , 

tra nspa re nt a nd fre e  of c ha rg e  

8.1.1 A Sup p lie r must: 

(a ) Imple me nt a  proc e ss: imp le me nt, o p e ra te  a nd  c o mp ly with 

a  Co mp la int ha nd ling  p ro c e ss tha t: 

(i) is Co nsume r fo c use d  a nd  e a sy to  use ; 

(ii) is fre e  o f c ha rg e , o the r tha n fo r:  

A. the  c a ll c o sts re fe rre d  to  in c la use  8.1.1(a )(vii)A; 
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B. the  p ro visio n o f info rma tio n whe re : 

• a  Co nsume r o r fo rme r C usto me r re q ue sts 

a c c e ss to  info rma tio n he ld  b y the  Sup p lie r 

a b o ut the  Co nsume r o r fo rme r C usto me r 

whic h wa s c o lle c te d  b y the  Sup p lie r mo re  

tha n 2 ye a rs p rio r to  the  d a te  o f the  

re q ue st, unle ss the  Co mp la int re la te s to  

a n inte rfe re nc e  with the  p riva c y o f the  

Co nsume r und e r the  Priva c y Ac t b y the  

Sup p lie r; o r 

• the  fre e  p ro visio n o f the  info rma tio n in the  

fo rm o r q ua ntitie s re q ue ste d  is inc o nsiste nt 

with the  Sup p lie r’ s Sta nd a rd  Fo rm 

Custo me r Co ntra c t o r the  re le va nt 

summa ry o f the  Offe r re fe rre d  to  in c la use  

4.1.1, unle ss the  C o mp la int re la te s to  a n 

inte rfe re nc e  with the  p riva c y o f the  

Co nsume r und e r the  Priva c y Ac t b y the  

Sup p lie r; 

in whic h c irc umsta nc e s, the  Sup p lie r ma y le vy a  

c ha rg e  to  re c o ve r its c o sts. The  Sup p lie r must info rm 

the  Co nsume r o r fo rme r Custo me r o f the  p ro p o se d  

c ha rg e  a nd  no tify the  Co nsume r o r fo rme r Custo me r 

o f the  o p tio n to  p ursue  the  C o mp la int a nd  p a y the  

c ha rg e  o r to  d isc o ntinue  the  Co mp la int.  The  Sup p lie r 

must te ll the  Co nsume r o r fo rme r C usto me r a b o ut the  

o p tio ns fo r e xte rna l d isp ute  re so lutio n b e fo re  le vying  

a ny Cha rg e  und e r this p a ra g ra p h; 

(iii) is a p p ro ve d  b y, a nd  p ro vid e s tha t, the  Chie f 

Exe c utive  Offic e r (o r e q uiva le nt) o f the  Sup p lie r is 

re sp o nsib le  fo r e nsuring  its imp le me nta tio n, o p e ra tio n 

a nd  c o mp lia nc e  in a c c o rd a nc e  with the  

re q uire me nts o f this c ha p te r; 

(iv) is und e r the  d ire c tio n o f a  se nio r ma na g e r who  is 

re sp o nsib le  fo r ma inta ining  its e ffe c tive  a nd  e ffic ie nt 

o p e ra tio n in a c c o rd a nc e  with the  re q uire me nts o f this 

c ha p te r; 

(v) c le a rly sta te s tha t Co nsume rs o r fo rme r Custo me rs 

ha ve  a  rig ht to  ma ke  a  C o mp la int a nd  tha t a  

p ro p o se d  Re so lutio n must b e  a c c e pte d  b y a  

Co nsume r o r fo rme r C usto me r b e fo re  a  Sup p lie r is 

re q uire d  to  imp le me nt it; 

(vi) sp e c ifie s the  re sp o nse  time s fo r ind ivid ua l ste p s in the  

ma na g e me nt o f C o mp la ints; 
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(vii) is a c c e ssib le  inc lud ing : 

A. p ro vid ing  a  numb e r whic h is fre e , lo c a l o r a t lo w 

c o st whe n a c c e sse d  fro m the  se rvic e  p ro vid e d  

b y the  Sup p lie r;  

B. se tting  o ut ho w, whe n a nd  whe re  a  Co nsume r 

o r fo rme r Custo me r c a n ma ke  a nd  mo nito r the  

p ro g re ss o f a  C o mp la int; 

C . a llo wing  a  Co mp la int to  b e  ma d e  b y le tte r, 

te le p ho ne , fa x, o nline  o r e ma il; 

D. whe re  a  Sup p lie r ha s re ta il o p e ra tio ns, a llo wing  

a  Co mp la int to  b e  ma d e  in p e rso n in sto re ; 

E. p ro vid ing  a ssista nc e  to  a  Co nsume r o r fo rme r 

Custo me r to  fo rmula te , lo d g e  a nd  p ro g re ss a  

Co mp la int inc lud ing  to  Co nsume rs o r fo rme r 

Custo me rs with d isa b ilitie s, C o nsume rs o r fo rme r 

Custo me rs suffe ring  ha rd ship  a nd  Co nsume rs o r 

fo rme r C usto me rs fro m no n-Eng lish sp e a king  

b a c kg ro und s; 

F. a llo wing  Co nsume rs o r fo rme r C usto me r to  use  

a n Autho rise d  Re p re se nta tive  a nd / o r a n 

Ad vo c a te  to  ma ke  a  Co mp la int; a nd  

G . se tting  o ut the  c irc umsta nc e s in whic h a  

Co mp la int will b e  tre a te d  a s urg e nt a nd  ho w 

the  ma na g e me nt o f Urg e nt Co mp la ints d iffe rs 

fro m o the r Co mp la ints; 

(viii) re q uire s a ll C o mp la ints to  b e :  

A. re so lve d  in a n o b je c tive , e ffic ie nt a nd  fa ir 

ma nne r; a nd  

B. e sc a la te d  a nd  ma na g e d  und e r the  Sup p lie r’ s 

inte rna l e sc a la tio n p ro c e ss if re q ue ste d  b y the  

Co nsume r o r a  fo rme r C usto me r; 

(ix) p ro vid e s fo r inve stig a tio n o f Co mp la ints to  a n e xte nt 

c o mme nsura te  with the  se rio usne ss o f the  C o mp la int, 

while  a c kno wle d g ing  tha t Sup p lie rs ma y c ho o se  to  

Re so lve  a  Co mp la int c o mme rc ia lly to  the  sa tisfa c tio n 

o f the  Co nsume r o r fo rme r C usto me r witho ut a n 

inve stig a tio n; 

(x) is tra nsp a re nt, inc lud ing : 

A. p ro vid ing  a n inte rna l p rio ritisa tio n p ro c e ss whic h 

is c le a r a nd  a c c e ssib le  to  C o nsume rs o r fo rme r 

Custo me rs; 
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B. p ro vid ing  a n inte rna l e sc a la tio n p ro c e ss whic h is 

c le a r a nd  a c c e ssib le  to  Co nsume rs o r fo rme r 

Custo me rs; 

C . p ro vid ing  c le a r a nd  a c c e ssib le  info rma tio n 

a b o ut o p tio ns fo r e xte rna l d isp ute  re so lutio n 

inc lud ing  the  TIO; 

D. re q uiring  Co nsume rs o r fo rme r C usto me rs to  b e  

a d vise d  o f the  Re so lutio n o f the ir Co mp la int; 

a nd  

E. p ro hib iting  a  Sup p lie r fro m c a nc e lling  a  

Co nsume r’ s Te le c o mmunic a tio ns Se rvic e  o nly 

b e c a use , b e ing  una b le  to  Re so lve  a  C o mp la int 

with the ir Sup p lie r, tha t Co nsume r p ursue d  the ir 

o p tio ns fo r e xte rna l d isp ute  re so lutio n; 

(b ) Doc ume nt the  proc e ss: d o c ume nt the ir Co mp la int ha nd ling  

p ro c e ss a nd  ma ke  it a va ila b le  to  sta ff, C o nsume rs, fo rme r 

Custo me rs a nd  o the r sta ke ho ld e rs in a  summa ry fo rm tha t 

is: 

(i) c o nc ise  b ut a s a  minimum se ts o ut the  ma tte rs 

sp e c ifie d  in c la use  8.1.1(a ); a nd  

(ii) fre e  o f c ha rg e ; 

(c ) Ensure  a wa re ne ss a nd visibility: e nsure  the ir sta ff who  ha ve  

d ire c t c o nta c t with Co nsume rs o r fo rme r C usto me rs, 

inc lud ing  p e rso nne l wo rking  fo r c o ntra c to rs, und e rsta nd  the  

Sup p lie r’ s Co mp la int ha nd ling  p ro c e ss, the ir re sp o nsib ilitie s 

und e r it a nd  a re  a b le  to  id e ntify a nd  re c o rd  a  Co mp la int. 

8.2 Compla int ma na g e me nt 

Co nsume rs o r fo rme r Custo me rs who  ma ke  a  C o mp la int to  a  Sup p lie r will 

b e  tre a te d  with fa irne ss a nd  c o urte sy, a nd  the ir Co mp la int will b e  d e a lt 

with o b je c tive ly a nd  e ffic ie ntly b y the  Sup p lie r. 

8.2.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) De monstra te  fa irne ss, c ourte sy, obje c tivity a nd e ffic ie nc y: 

Sup p lie rs must d e mo nstra te  fa irne ss a nd  c o urte sy, 

o b je c tivity, a nd  e ffic ie nc y b y: 

(i) a c kno wle d g ing  a  Co mp la int: 

A. imme d ia te ly whe re  the  Co mp la int is ma d e  in 

p e rso n o r b y te le p ho ne ; 

B. within 2 Wo rking  Da ys o f re c e ip t whe re  the  

Co mp la int is ma d e  b y: 

• e ma il; 
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• b e ing  lo g g e d  via  the  Sup p lie r’ s we b site  o r 

a no the r we b site  e nd o rse d  b y the  Sup p lie r 

fo r tha t p urp o se ; 

• p o st; a nd  

• te le p ho ne  a nd  a  me ssa g e  is re c o rd e d  

witho ut d ire c t c o nta c t with a  sta ff 

me mb e r o f the  Sup p lie r; 

(ii) whe re  p o ssib le , se e king  to  Re so lve  a  C o mp la int o n 

first c o nta c t; 

(iii) imp le me nting  a  p ro c e ss fo r the  id e ntific a tio n a nd  

ma na g e me nt o f Urg e nt Co mp la ints; 

(iv) re q uiring  the  a p p ro p ria te  Re so lutio n o f C o mp la ints 

inc lud ing : 

A. e nsuring  re le va nt sta ff a re  a wa re  o f the  

p o te ntia l re me d ie s a va ila b le  to  Re so lve  a  

Co mp la int; 

B. ta ilo ring  a ny re me d y o ffe re d  to  a d d re ss the  ro o t 

c a use  o f the  C o mp la int a nd  to  a d d re ss the  

ind ivid ua l c irc umsta nc e s o f the  Co nsume r o r 

fo rme r C usto me r whe re  the se  ha ve  b e e n 

a d vise d  to  the  Sup p lie r; 

C . whe re  the  Co mp la ints a re  ind ic a tive  o f a  wid e r 

p ro b le m o r issue , a d d re ssing  the  ro o t c a use  o f 

the  p ro b le m o r issue ; a nd  

D. re so lving  Billing  e rro rs in c urre nt Bills; 

(v) d e la ying  c o mme nc e me nt o f a ny le g a l p ro c e e d ing s 

while  a  Co mp la int is b e ing  ha nd le d  inte rna lly a nd  fo r 

7 Wo rking  Da ys a fte r a  C o nsume r o r fo rme r Custo me r 

is a d vise d  o f the  o utc o me  o f the ir Co mp la int; 

(vi) a d vising  the  Co nsume r o r fo rme r C usto me r o f the  

p ro p o se d  Re so lutio n o f the ir Co mp la int within 15 

Wo rking  Da ys fro m the  d a te  the  Co mp la int is 

re c e ive d  in a c c o rd a nc e  with c la use  8.2.1(a ); 

(vii) fo r Urg e nt Co mp la ints, p ro vid ing  c o nfirma tio n o f the  

p ro p o se d  Re so lutio n o f the  urg e nt a sp e c ts o f the  

Co mp la int a nd , if a c c e p te d  b y the  Co nsume r, 

imp le me nting  the  urg e nt a sp e c ts o f the  Re so lutio n 

within 2 Wo rking  Da ys a fte r the  d a te  the  Co mp la int is 

re c e ive d ; 

(viii) whe re  a  Sup p lie r d o e s no t b e lie ve  the  Co mp la int c a n 

b e  Re so lve d  in 15 Wo rking  Da ys (o r within 2 Wo rking  

Da ys fo r the  urg e nt a sp e c ts o f a n Urg e nt C o mp la int) 

the  Sup p lie r must, a d vise  the  Co nsume r o r fo rme r 
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Custo me r b e fo re  Wo rking  Da y 15 (o r Wo rking  Da y 2 

fo r Urg e nt Co mp la ints), o f: 

A. the  re a so ns fo r the  d e la y; 

B. the  sp e c ific  time fra me  fo r c o mp le tio n o f the  

Re so lutio n; a nd  

C . if the  a ntic ip a te d  d e la y is a  furthe r 10 Wo rking  

Da ys o r mo re  a nd  is no t the  re sult o f a  d e c la re d  

ma ss se rvic e  d isrup tio n, a d vising  the  Co nsume r 

o r fo rme r Custo me r o f the ir o p tio ns fo r e xte rna l 

d isp ute  re so lutio n inc lud ing  the  TIO; 

(ix) a d vising  Co nsume rs o r fo rme r C usto me rs o f a ny 

d e la ys to  p ro mise d  time fra me s; 

(x) p ro vid ing  a  me a ns fo r the  C o nsume r o r fo rme r 

Custo me r to  mo nito r the  Co mp la int's p ro g re ss; 

(xi) a d vising  Co nsume rs o r fo rme r C usto me rs o f the  

Re so lutio n o f the ir C o mp la int, a s so o n a s p ra c tic a b le  

a fte r the  Sup p lie r c o mp le te s its inve stig a tio n o f the  

Co mp la int; 

(xii) c o mp le ting  a ll ne c e ssa ry a c tio ns to  d e live r the  

Re so lutio n o ffe re d  within 10 Wo rking  Da ys o f the  

Co nsume r’ s o r fo rme r C usto me r’ s a c c e p ta nc e  o f tha t 

Re so lutio n unle ss: 

A. o the rwise  a g re e d  with the  C o nsume r o r fo rme r 

Custo me r; o r 

B. the  a c tio ns a re  c o nting e nt o n a c tio ns b y the  

Co nsume r o r fo rme r C usto me r tha t ha ve  no t 

b e e n c o mp le te d ;  

(xiii) o nly Clo sing  a  Co mp la int with the  c o nse nt o f the  

Co nsume r o r fo rme r C usto me r o r if c la use s 8.2.1(c ),(d ) 

o r (e ) b e lo w ha ve  b e e n c o mp lie d  with; a nd  

(xiv) whe re  a  Co mp la int is C lo se d  with the  c o nse nt o f the  

Co nsume r o r fo rme r C usto me r, a t the  Co nsume r’ s o r 

fo rme r C usto me r’ s re q ue sts, p ro vid ing  a  writte n 

c o nfirma tio n o f the  Re so lutio n o f tha t Co mp la int to  

b e  se nt the  Co nsume r o r fo rme r C usto me r within 5 

Wo rking  Da ys.  

(b ) Re spond to  dissa tisfa c tion with time fra me s: If a  Co nsume r 

te lls the  Sup p lie r tha t the y a re  d issa tisfie d  with the  

time fra me s tha t a p p ly to  the  ma na g e me nt o f a  Co mp la int 

o r se e k to  ha ve  a  C o mp la int tre a te d  a s a n Urg e nt 

Co mp la int, the  Sup p lie r must te ll the  Co nsume r a b o ut the  

Sup p lie r's inte rna l p rio ritisa tio n a nd  inte rna l e sc a la tio n 

p ro c e sse s. If, a fte r inte rna l p rio ritisa tio n a nd  inte rna l 

e sc a la tio n the  Co nsume r re ma ins d issa tisfie d , the  Sup p lie r 
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must te ll the  Co nsume r o f the  o p tio ns fo r e xte rna l d isp ute  

re so lutio n, inc lud ing  the  TIO. 

(c ) Re spond to  dissa tisfa c tion with prog re ss or outc ome : If a  

Co nsume r o r fo rme r C usto me r te lls the  Sup p lie r tha t the y 

a re  d issa tisfie d  with the  pro g re ss o r Re so lutio n o f a  

Co mp la int o r a sks a b o ut the ir o p tio ns to  p ursue  a  

Co mp la int furthe r, the  Sup p lie r must te ll the m a b o ut: 

(i) the  Sup p lie r's inte rna l e sc a la tio n p ro c e ss; a nd  

(ii) the  o p tio ns fo r e xte rna l d isp ute  re so lutio n inc lud ing  

the  TIO. 

(d ) Addre ss frivolous Compla ints: If, a fte r c a re ful c o nsid e ra tio n 

a nd  a p p ro p ria te  inte rna l e sc a la tio n, a  Sup p lie r c o nc lud e s 

tha t a  Co mp la int is frivo lo us o r ve xa tio us a nd  tha t it c a n d o  

no thing  mo re  to  a ssist the  C o nsume r o r fo rme r Custo me r o r 

tha t, in vie w o f the  Co nsume r’ s o r fo rme r C usto me r’ s 

b e ha vio ur, it c ho o se s no t to  d e a l with the  Co nsume r o r 

fo rme r C usto me r a ny furthe r, it must info rm the  C o nsume r o r 

fo rme r C usto me r o f the  re a so ns a nd  te ll the m a b o ut the  

o p tio ns fo r e xte rna l d isp ute  re so lutio n inc lud ing  the  TIO. A 

Sup p lie r is no t the n re q uire d  to  a c c e p t a ny furthe r 

Co mp la ints fro m tha t Co nsume r o r fo rme r C usto me r o n the  

sa me  o r simila r issue s o the r tha n in the  c o urse  o f a n e xte rna l 

d isp ute  re so lutio n p ro c e ss. 

(e ) Atte mpt to  ma ke  c onta c t: If a  Sup p lie r is una b le  to  c o nta c t 

a  Co nsume r o r fo rme r C usto me r to  d isc uss the ir Co mp la int, 

o r to  a d vise  the m o f the  p ro p o se d  Re so lutio n o f the ir 

Co mp la int, the  Sup p lie r must write  to  the  Co nsume r o r 

fo rme r C usto me r, sta te  tha t the y we re  una b le  to  c o nta c t 

the m, p ro vid e  d e ta ils o f tho se  c o nta c t a tte mp ts a nd  

p ro vid e  a n invita tio n to  c o nta c t the  Sup p lie r to  d isc uss the  

Co mp la int within a  sp e c ific  time fra me  o f no  le ss tha n 10 

Wo rking  Da ys. 

8.3 Compla int a na lysis 

Sup p lie rs must imp le me nt p ro c e sse s a nd  und e rta ke  a na lysis o f the ir 

Co mp la int info rma tio n to  id e ntify a nd  p re ve nt the  re c urre nc e  o f 

Co mp la ints a rising  fro m syste mic  issue s. 

8.3.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Ide ntific a tion o f proble ms: Sup p lie rs must imp le me nt 

p ro c e sse s, p ro c e d ure s o r syste ms to  id e ntify a nd  a d d re ss 

re c urring  p ro b le ms a nd  syste mic  issue s. Sup p lie rs must: 

(i) c la ssify a nd  a na lyse  C o mp la ints a t le a st e ve ry 3 

mo nths to  id e ntify re c urring  p ro b le ms a nd  issue s 

inc lud ing  a re a s o f no n-c o mp lia nc e  with this Co d e ; 
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(ii) mo nito r C o mp la ints to  ide ntify e me rg ing  issue s 

re q uiring  sp e c ific  a tte ntio n a nd  a d d re ss tho se  a s so o n 

a s p ra c tic a b le ; a nd  

(iii) mo nito r a nd  re c o rd  p ro g re ss to  a d d re ss a re a s 

re q uiring  a tte ntio n. 

(b ) Notifying  ma na g e me nt: Sup p lie rs must e nsure  the re  is a  

p ro c e ss fo r the  ra p id  a nd  e ffe c tive  ma na g e me nt o f, a nd  

no tific a tio n to  a p p ro p ria te ly se nio r ma na g e me nt o f a ny 

sig nific a nt Co mp la ints o r Co mp la int issue s. 

8.4 Re c ord ke e ping  

Sup p lie rs must ke e p  re c o rd s o f C o mp la ints whic h inc lud e  id e ntific a tio n o f 

the  Co nsume r o r fo rme r Custo me r ma king  the  Co mp la int, the  na ture  o f 

the  Co mp la int, the  ste p s ta ke n to  a d d re ss the  C o mp la int a nd  the  

Re so lutio n, if a ny, o f the  Co mp la int. 

8.4.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this 

o utc o me : 

(a ) Syste ma tic  re c ord ke e ping : ma ke  a nd  ke e p  syste ma tic  

re c o rd s o f Co mp la ints inc lud ing : 

(i) a  uniq ue   re fe re nc e  numb e r o r suc h o the r me a ns a s 

will e nsure  the  Sup p lie r’ s a b ility to  sub se q ue ntly 

id e ntify the  Co mp la int a nd  its sub je c t ma tte r; 

(ii) the  issue s ra ise d  a s p a rt o f the  Co mp la int; 

(iii) the  re q ue ste d  Re so lutio n; 

(iv) the  d ue  d a te  fo r a  re sp o nse ; 

(v) the  re sults o f a ny inve stig a tio n; 

(vi) the  p ro p o se d  Re so lutio n o f the  Co mp la int inc lud ing  

a ny a sso c ia te d  c o mmitme nts a nd  the  d a te  this is 

c o mmunic a te d  to  the  Co nsume r o r fo rme r Custo me r; 

(vii) the  Sup p lie r’ s re a so ns fo r p ro p o sing  its Re so lutio n; 

(viii) the  Co nsume r’ s o r fo rme r Custo me r’ s re sp o nse  to  the  

p ro p o se d  Re so lutio n o f the  Co mp la int, a ny re a so ns 

g ive n b y the  Co nsume r o r fo rme r C usto me r a nd  if 

the y ha ve  re q ue ste d  the  Re so lutio n in writing , tha t this 

re q ue st ha s b e e n ma d e ; 

(ix) the  imp le me nta tio n o f a ny re q uire d  a c tio ns; 

(x) the  und e rlying  c a use  o f the  Co mp la int; a nd  

(xi) c o p ie s o f a ny c o rre sp o nd e nc e  se nt b y o r to  the  

Co nsume r o r fo rme r C usto me r; 
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(b ) Re c ord re te ntion: witho ut limiting  the  Sup p lie r’ s o b lig a tio ns 

a t la w, inc lud ing  und e r the  Priva c y Ac t, re ta in this 

info rma tio n fo r a t le a st two  ye a rs; 

(c ) Ma inta in c onfide ntia lity: with re sp e c t to  Sup p lie rs no t 

sub je c t to  the  re q uire me nts o f the  Priva c y Ac t, e nsure  

p e rso na l info rma tio n c o nc e rning  a  Co mp la int is no t 

d isc lo se d  e xc e p t a s re q uire d  to  ma na g e  a  Co mp la int with 

the  TIO o r with the  e xp re ss c o nse nt o f the  C o nsume r. 
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9 CODE COMPLIANCE AND MONITORING 

Summa ry 

This c ha pte r se ts o ut the  c o mp lia nc e  a nd mo nito ring  a rrang e me nts tha t ap p ly to  this Co de  

a nd re q uire s Sup p lie rs whic h ha ve  Custo me rs to  imp le me nt the  Co de  Co mp lia nc e  

Fra me wo rk whic h will:   

• e nc o ura g e , mo nito r a nd e nha nc e  industry c o mp lia nc e  with this Co de ; 

• imp ro ve  the  le ve ls o f Custo me r se rvic e  a nd c o nsume r p ro te c tio n e njo ye d b y use rs o f 

Te le c o mmunic a tio ns Pro duc ts in Austra lia ; 

• imp ro ve  se lf-re g ula tio n b y Sup p lie rs a nd tra nsp a re nc y re g a rding  c o mp lia nc e  with 

this Co de ; a nd 

• p ro vide  Co nsume r c o nfide nc e  in the  se lf-re g ula to ry re g ime  o f whic h this Co de  fo rms 

a  p a rt a nd in the  te le c o mmunic a tio ns industry’ s c o mp lia nc e  with this Co de .  

This c ha pte r e xp la ins the  a c tio ns tha t Sup p lie rs a re  re q uire d to  ta ke  unde r the ir Co de  

Co mp lianc e  Fra me wo rk in o rde r to  c o mp ly with this Co de . It is re c o g nise d tha t the  

c o mp le xity a nd fo rma lity o f a ny p ro c e sse s o r syste ms imp le me nte d b y Sup p lie rs to  c o mp ly 

with the  re q uire me nts o f this Co de  will va ry wide ly de p e nding  o n the  size , typ e  a nd 

c irc umsta nc e s o f the  Sup p lie r.  

The  ro le  o f the  inde p e nde nt b o dy, Co mmunic a tio ns Co mp lia nc e , whic h ha s b e e n c re a te d 

to  mo nito r Co de  c o mp lia nc e  b y Sup p lie rs, is de sc rib e d in Ap p e ndix 1 to  this Co de . 

Fo r the  b e ne fit o f Sup p lie rs, a  flo wc ha rt de sc rib ing  the  a tte sta tio n a nd lo dg e me nt p ro c e ss is 

inc lude d in Ap p e ndix 2 to  this Co de . 

Ove rvie w 

The  Co de  Co mp lia nc e  Fra me wo rk c o mp rise s a  numb e r o f e le me nts a s se t o ut in this 

c ha p te r, inc luding  o b lig a tio ns o f Sup p lie rs to : 

• re g iste r with Co mmunic a tio ns Allia nc e  fo r c o mplianc e  p urp o se s; 

• p ro mo te  a wa re ne ss o f this Co de  to  the ir Custo me rs a nd c o mmunic a te  the  

re q uire me nts o f this Co de  to  re le va nt sta ff; 

• imple me nt p ro c e sse s a nd syste ms to  e nsure  c o mp lia nc e  with the  re q uire me nts o f 

this Co de  a nd, in c e rta in c irc umsta nc e s, p re p a re  a  Co mp lianc e  Pla n; 

• p ro vide  c e rta in sta te me nts a nnua lly to  Co mmunic a tio ns Co mp lia nc e ; 

• in c e rta in c irc umsta nc e s, p ro vide  to  Co mmunic a tio ns Co mp lia nc e  a  Co mp lia nc e  

Ac hie ve me nt Pla n; 

• re sp o nd to  Co mp lianc e  Mo nito ring  Re q ue sts fro m Co mmunic a tio ns Co mp lianc e  

a nd, if ne c e ssa ry, p ro vide  a n Ac tio n Pla n; a nd 

• c o mp ly with dire c tio ns a nd re q ue sts g ive n b y, a nd p ro vide  Me tric s to , 

Co mmunic a tio ns Co mp lia nc e  fro m time  to  time . 

Ge ne ra l Rule s 

The  g e ne ra l rule s in c ha pte r 3 a p p ly in a dditio n to  the  Rule s in this c ha pte r. 
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Rule s 

9.1 Supplie r oblig a tions to  c omply a nd re g iste r 

Sup p lie rs with o ne  o r mo re  C usto me rs must imp le me nt a nd  c o mp ly with the  

Co d e  C o mp lia nc e  Fra me wo rk a nd  re g iste r with Co mmunic a tio ns Allia nc e  fo r 

c o mp lia nc e  p urp o se s. 

9.1.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this o utc o me : 

(a ) Code  Complia nc e  Fra me work: imp le me nt a nd  c o mp ly with 

the  o b lig a tio ns a p p lic a b le  to  the m c o nta ine d  in the  Co d e  

Co mp lia nc e  Fra me wo rk se t o ut in this c ha pte r; 

(b ) Re g istra tion by Supplie r with Communic a tions Allia nc e : within 

two  mo nths o f the  ACMA’ s a p p ro va l o f Va ria tio n No .1/ 2016 o f 

this Co d e  o r o ne  mo nth a fte r the  Sup p lie r first a c q uire s 

Custo me rs (whic he ve r o c c urs la te r), sup p ly the  fo llo wing  

info rma tio n in writing  to  Co mmunic a tio ns Allia nc e : 

(i) a  sta te me nt tha t the  Sup p lie r is p ro vid ing  this info rma tio n 

in a c c o rd a nc e  with c la use  9.1.1 o f this C o d e  (a nd  in so  

d o ing  the  Sup p lie r a c c e p ts tha t Co mmunic a tio ns 

Allia nc e  will fo rwa rd  this info rma tio n to  Co mmunic a tio ns 

Co mp lia nc e  to  fa c ilita te  Co mmunic a tio ns C o mp lia nc e ’ s 

p e rfo rma nc e  o f its func tio ns whic h ma y inc lud e  

p ub lic a tio n o f the  info rma tio n in p a ra g ra ph (ii) b e lo w); 

(ii) the  le g a l na me , the  AC N o r ABN, a nd  a ll re le va nt 

b usine ss na me s, o f the  Sup p lie r a nd  the  URL o f the  ho me  

p a g e  o f the  we b site  o f e a c h o f its re le va nt b usine sse s; 

(iii) c o nta c t d e ta ils fo r a  no mina te d  sta ff me mb e r o f the  

Sup p lie r (inc lud ing  na me , title , a d d re ss, te le p ho ne  

numb e r a nd  e ma il a d d re ss); a nd  

(c ) Cha ng e  of re g istra tion: no tify C o mmunic a tio ns Allia nc e , in 

writing , within o ne  mo nth o f c ha ng e s to  the  info rma tio n 

p re vio usly p ro vid e d  und e r c la use  9.1.1(b ). 

9.2 Promoting  Code  a wa re ne ss 

Sup p lie rs must p ro mo te  a wa re ne ss o f the  C o d e  to  the ir Custo me rs a nd  

c o mmunic a te  the  re q uire me nts o f the  Co d e  to  re le va nt sta ff. 

9.2.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this o utc o me : 

(a ) Code  a wa re ne ss for Custome rs: p ro mo te  the  Co d e  to  its 

Custo me rs (whic h ma y b e  p e rfo rme d  b y ma king  a va ila b le  the  

b ro c hure  re fe rre d  to  in the  G uid a nc e  no te  a t the  e nd  o f 

c la use  9.8); a nd  

(b ) Code  a wa re ne ss for sta ff: c o mmunic a te  the  re q uire me nts o f 

the  Co d e  to  re le va nt sta ff a nd  e nsure  tha t sta ff a re  tra ine d  

re g a rd ing  the  Sup p lie r’ s p ro c e sse s fo r c o mp lia nc e  with 

p ro visio ns o f the  C o d e  re le va nt to  the ir func tio ns. 
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9.3 Code  c omplia nc e  proc e sse s a nd pla n 

Sup p lie rs must imp le me nt p ro c e sse s a nd  syste ms tha t e nsure  c o mp lia nc e  

a nd  so me  Sup p lie rs must p re p a re  a  Co mp lia nc e  Pla n. 

9.3.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this o utc o me : 

(a ) Complia nc e  proc e sse s: imp le me nt p ro c e sse s a nd  syste ms tha t 

e nsure  c o mp lia nc e  with the  re q uire me nts o f this C o d e ; a nd   

(b ) Complia nc e  Pla n: if no t a  Sma ll Sup p lie r, p re p a re  a nd  

ma inta in a  d o c ume nte d  Co mp lia nc e  Pla n whic h o utline s the  

initia tive s o f the  Sup p lie r sup p o rting  c o mp lia nc e  with the  

p ro visio ns o f the  C o d e  a nd  whic h is p re p a re d  in a  ma nne r 

c o nsiste nt with the  p rinc ip le s a nd  g uid a nc e  p ro vid e d  in the  

Co mp lia nc e  Sta nd a rd . 

9.4 Code  c omplia nc e  sta te me nts 

Sup p lie rs must p ro vid e  to  Co mmunic a tio ns C o mp lia nc e  p re sc rib e d  

sta te me nts re g a rd ing  Co d e  c o mp lia nc e  in the  ma nne r se t o ut in this 

c la use  9.4 a nd  a t the  time s se t o ut in c la use  9.8. 

A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this o utc o me . 

9.4.1 A Sup p lie r must: 

(a ) Complia nc e  Atte sta tion: p ro vid e  to  C o mmunic a tio ns 

Co mp lia nc e  a  C o mp lia nc e  Atte sta tio n whic h ha s b e e n 

e nd o rse d  b y the  c hie f e xe c utive  o ffic e r o r a  se nio r ma na g e r o f 

the  Sup p lie r, b y the  d a te  e a c h ye a r sp e c ifie d  in c la use  9.8.1 

a nd  in the  fo rm re q uire d  b y C o mmunic a tio ns Co mp lia nc e ; 

(b ) Conte nts of Complia nc e  Atte sta tion:  if it is re q uire d  to  b e  

p ro vid e d  b y this c la use  9.4, e nsure  tha t the  Co mp lia nc e  

Atte sta tio n inc lud e s: 

(i) c o nfirma tio n tha t a  re vie w ha s b e e n und e rta ke n b y the  

Sup p lie r re g a rd ing  its c o mp lia nc e  with the  Co d e ; 

(ii) if a  Sma ll Sup p lie r, e ithe r: 

A. c o nfirma tio n tha t the  Sup p lie r’ s p ro c e sse s a nd  

syste ms re fe rre d  to  in c la use  9.3.1(a ) a re  

imp le me nte d  to  e nsure  full c o mp lia nc e  with this 

Co d e : o r 

B. c o nfirma tio n tha t the  Sup p lie r’ s p ro c e sse s a nd  

syste ms re fe rre d  to  in c la use  9.3.1(a ) a re  

imp le me nte d  in a  ma nne r whic h e nsure  

c o mp lia nc e  with so me  C o d e  re q uire me nts b ut d o  

no t ye t e nsure  full c o mp lia nc e  (Pa rtia l 

Confirma tion); 
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(iii) if no t a  Sma ll Sup p lie r, e ithe r: 

A. c o nfirma tio n tha t the  Sup p lie r’ s p ro c e sse s a nd  

syste ms, inc lud ing  tho se  se t o ut in its Co mp lia nc e  

Pla n, ha ve  b e e n p re p a re d  a nd  d e sig ne d  a nd  a re  

imp le me nte d  to  e nsure  full c o mp lia nc e  with this 

Co d e ; o r 

B. c o nfirma tio n tha t the  Sup p lie r’ s p ro c e sse s a nd  

syste ms, inc lud ing  tho se  se t o ut in its Co mp lia nc e  

Pla n, ha ve  b e e n p re p a re d  a nd  d e sig ne d  a nd  a re  

imp le me nte d  in a  ma nne r whic h e nsure  

c o mp lia nc e  with so me  C o d e  re q uire me nts b ut d o  

no t ye t e nsure  full c o mp lia nc e  (Pa rtia l 

Confirma tion); 

(iv) if no t a  Sma ll Sup p lie r, a n a sse rtio n tha t the  Sup p lie r’ s 

Co mp lia nc e  Pla n ha s b e e n p re p a re d  in a  ma nne r 

c o nsiste nt with the  p rinc ip le s a nd  g uid a nc e  p ro vid e d  in 

the  Co mp lia nc e  Sta nd a rd ; a nd  

(v) o the r tha n in re la tio n to  a  First Co mp lia nc e  Atte sta tio n, a  

re p o rt o n the  Sup p lie r’ s c o mp lia nc e  with its Co mp lia nc e  

Pla n d uring  the  p re c e d ing  ye a r; a nd  

(c ) Sta te me nt of Inde pe nde nt Asse ssme nt: if a  La rg e  Sup p lie r, 

p ro vid e  to  C o mmunic a tio ns Co mp lia nc e  a  Sta te me nt o f 

Ind e p e nd e nt Asse ssme nt a t the  sa me  time  a s p ro vid ing  the  

First Co mp lia nc e  Atte sta tio n p ursua nt to  c la use  9.4.1(a ), whic h 

Sta te me nt o f Ind e p e nd e nt Asse ssme nt must sta te  tha t a n 

Exte rna l Qua lifie d  Asse sso r ha s d e te rmine d  tha t:  

(i) the  Sup p lie r’ s d o c ume nte d  C o mp lia nc e  Pla n ha s b e e n 

p re p a re d  in a  ma nne r c o nsiste nt with the  p rinc ip le s a nd  

g uid a nc e  p ro vid e d  in the  C o mp lia nc e  Sta nd a rd ; a nd  

(ii) the  imp le me nta tio n o f the  C o mp lia nc e  Pla n b y the  

Sup p lie r will p ro vid e  a p p ro p ria te  a ssura nc e  o n C o d e  

c o mp lia nc e . 

9.4.2 Ma te ria l Cha ng e s: If a  Sup p lie r ma ke s o r is sub je c t to  a ny Ma te ria l 

Cha ng e , the  Sup p lie r must, within o ne  mo nth o f the  time  the  

Ma te ria l Cha ng e  is imp le me nte d , p ro vid e  to  C o mmunic a tio ns 

Co mp lia nc e  a  sta te me nt whic h:  

(a ) d e sc rib e s the  Ma te ria l Cha ng e  a nd  its e ffe c t o n the  Sup p lie r’ s 

c o mp lia nc e  with this Co d e ; a nd  

(b ) d e ta ils the  a c tio ns to  b e  ta ke n to  e nsure  c o ntinue d  

c o mp lia nc e  with this Co d e  a nd  the  e xp e c te d  time fra me  fo r 

c o mp le tio n o f tho se  a c tio ns. 

9.5 Complia nc e  Ac hie ve me nt Pla ns 

If a  Sup p lie r d o e s no t sub mit to  Co mmunic a tio ns Co mp lia nc e  a  C o mp lia nc e  

Atte sta tio n o r a  Sta te me nt o f Ind e p e nd e nt Asse ssme nt (if re q uire d ) re q uire d  
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b y this c ha p te r 9, o r sub mits a  Co mp lia nc e  Atte sta tio n with a  Pa rtia l 

Co nfirma tio n, the  Sup p lie r must sub mit to  Co mmunic a tio ns Co mp lia nc e  a  

Co mp lia nc e  Ac hie ve me nt Pla n d e ta iling  ho w a nd  whe n a c tio ns will b e  

ta ke n to  c o mp ly with the  re le va nt Co d e  re q uire me nt(s). 

9.5.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this o utc o me : 

(a ) Fa ilure  to  submit a  sta te me nt to  Communic a tions Complia nc e : 

if a  Sup p lie r d o e s no t, b y the  d a te  re q uire d  in c la use  9.8.1, 

sub mit to  Co mmunic a tio ns C o mp lia nc e  a  Co mp lia nc e  

Atte sta tio n o r Sta te me nt o f Ind e p e nd e nt Asse ssme nt (if 

re q uire d ), o r sub mits a  C o mp lia nc e  Atte sta tio n with a  Pa rtia l 

Co nfirma tio n, p ro vid e  a  Co mp lia nc e  Ac hie ve me nt Pla n to  

Co mmunic a tio ns C o mp lia nc e ;  

(b ) Complia nc e  Ac hie ve me nt Pla n: e nsure  tha t the  Co mp lia nc e  

Ac hie ve me nt Pla n (if re q uire d ):  

(i) ha s c o nte nts, a nd  is in a  fo rm, a c c e p ta b le  to  

Co mmunic a tio ns C o mp lia nc e ; 

(ii) is p ro vid e d  b y the  d a te  b y whic h the  Co mp lia nc e  

Atte sta tio n wa s re q uire d  to  b e  sub mitte d ;  

(iii) id e ntifie s the  Co d e  p ro visio n(s) with whic h the  Sup p lie r 

d o e s no t c o mp ly; a nd   

(iv) d e ta ils the  a c tio ns to  b e  ta ke n to  b e c o me  c o mp lia nt 

a nd  the  e xp e c te d  time fra me  fo r c o mp le tio n o f tho se  

a c tio ns; a nd  

(c ) Monitoring  a nd re porting  on Complia nc e  Ac hie ve me nt Pla n: if 

the  Sup p lie r p ro vid e s a  C o mp lia nc e  Ac hie ve me nt Pla n to  

Co mmunic a tio ns C o mp lia nc e  p ursua nt to  c la use  9.5.1(a ), 

mo nito r p ro g re ss a nd  re p o rt re g ula rly o n its p ro g re ss und e r the  

Co mp lia nc e  Ac hie ve me nt Pla n to  Co mmunic a tio ns 

Co mp lia nc e . 

9.6 Complia nc e  Monitoring  Re que sts 

Sup p lie rs must re sp o nd  to  a  Co mp lia nc e  Mo nito ring  Re q ue st re c e ive d  fro m 

Co mmunic a tio ns C o mp lia nc e  in re la tio n to  this C o d e  a nd  p ro vid e  a n Ac tio n 

Pla n if re q uire d  b y c la use  9.6.1. 

9.6.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this o utc o me : 

(a ) Complia nc e  Monitoring  Re que sts: re sp o nd  to  Co mp lia nc e  

Mo nito ring  Re q ue sts fro m Co mmunic a tio ns C o mp lia nc e  in 

a c c o rd a nc e  with Ta b le  1 in c la use  9.8.2; 

(b ) Ina bility to  c omply: if a  Sup p lie r’ s re sp o nse  to  a  C o mp lia nc e  

Mo nito ring  Re q ue st ind ic a te s tha t the  Sup p lie r c a nno t c o mp ly 

with a ll o r p a rt o f the  re le va nt a sp e c ts o f the  Co d e  tha t a re  

the  sub je c t o f tha t Co mp lia nc e  Mo nito ring  Re q ue st, p ro vid e  

a n Ac tio n Pla n to  C o mmunic a tio ns Co mp lia nc e ;  
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(c ) Ac tion Pla n: e nsure  tha t the  Ac tio n Pla n (if re q uire d ):  

(i) ha s c o nte nts, a nd  is in a  fo rm, a c c e p ta b le  to  

Co mmunic a tio ns C o mp lia nc e ;  

(ii) is p ro vid e d  in a c c o rd a nc e  with Ta b le  1 in c la use  9.8.2; 

(iii) d e ta ils the  a c tio ns to  b e  ta ke n b y the  Sup p lie r to  a d d re ss 

a ny c o mp lia nc e  fa ilure  o r o the r issue s id e ntifie d  thro ug h 

the  Co mp lia nc e  Mo nito ring  Re q ue st, inc lud ing  the  

e xp e c te d  time  fo r c o mp le tio n o f tho se  a c tio ns;  

(iv) d e ta ils the  p la nne d  re me d ia l me a sure s; a nd  

(d ) Monitoring  a nd Re porting  on Ac tion Pla n: if the  Sup p lie r 

p ro vid e s a n Ac tio n Pla n to  C o mmunic a tio ns Co mp lia nc e , 

mo nito r p ro g re ss a nd  re p o rt re g ula rly o n its p ro g re ss und e r the  

Ac tio n Pla n to  C o mmunic a tio ns Co mp lia nc e . 

9.7 Supplie r oblig a tions re g a rding  Communic a tions Complia nc e  

Sup p lie rs must d o  a ll thing s re a so na b ly ne c e ssa ry to  a ssist Co mmunic a tio ns 

Co mp lia nc e  to  p e rfo rm its func tio ns a s se t o ut in Ap p e nd ix 1 to  the  Co d e . 

9.7.1 A Sup p lie r must ta ke  the  fo llo wing  a c tio ns to  e na b le  this o utc o me : 

(a ) Comply with dire c tions: c o mp ly with a ll re a so na b le  d ire c tio ns 

g ive n b y C o mmunic a tio ns C o mp lia nc e  to  the  Sup p lie r whic h 

a re  c o nsiste nt with o b lig a tio ns in this Co d e  in a c c o rd a nc e  with 

Ta b le  1 in c la use  9.8.2; 

(b ) Me tric s: p ro vid e  to  C o mmunic a tio ns Co mp lia nc e  a nnua lly, o r 

mo re  fre q ue ntly if re q uire d  b y Co mmunic a tio ns C o mp lia nc e , 

a  re p o rt in a  fo rma t re q uire d  b y Co mmunic a tio ns Co mp lia nc e  

re p o rting  o n the  Me tric s whic h re la te  to  tha t Sup p lie r’ s 

c o mp lia nc e  to  this Co d e ; a nd  

(c ) Comply with re que sts: c o mp ly with a ll re a so na b le  re q ue sts 

ma d e  b y Co mmunic a tio ns C o mp lia nc e  to  the  Sup p lie r whic h 

a re  c o nsiste nt with o b lig a tio ns in this Co d e  in a c c o rd a nc e  with 

Ta b le  1 in c la use  9.8.2. 

9.8 Supplie r oblig a tions to  me e t time fra me s 

Sup p lie rs must me e t the  time fra me s se t o ut in this c la use . 

9.8.1 Da te  for provision of a tte sta tion sta te me nts: A Sup p lie r, if it ha s o ne  o r 

mo re  Custo me rs o n 1 Ap ril e a c h ye a r, must p ro vid e  the  sta te me nts 

p re sc rib e d  in c la use  9.4.1 b y the  fo llo wing  d a te : 

(a ) if the  Sup p lie r is a  Sma ll Sup p lie r a s a t 1 Ap ril a nd  ha s no t b y 

1 Ap ril sub mitte d  to  Co mmunic a tio ns Co mp lia nc e  a n 

Atte sta tio n De fe rra l No tic e :  

fo r 2016 o nly:  29 Ap ril in the  sa me  ye a r; 

fo r a ll o the r ye a rs:  1 Ap ril in the  sa me  ye a r; 
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(b ) if the  Sup p lie r is a  Sma ll Sup p lie r a s a t 1 Ap ril a nd  ha s b y 1 Ap ril 

sub mitte d  to  Co mmunic a tio ns Co mp lia nc e  a n Atte sta tio n 

De fe rra l No tic e : 

1 Se p te mb e r in the  sa me  ye a r; 

(c ) if the  Sup p lie r is no t a  Sma ll Sup p lie r a s a t 1 Ap ril:  

1 Se p te mb e r in the  sa me  ye a r. 

9.8.2 Time fra me  to  c omply: Sup p lie rs must c o mp ly with re q ue sts a nd  

d ire c tio ns fro m C o mmunic a tio ns Co mp lia nc e  within the  time fra me s 

sp e c ifie d  in Ta b le  1. 

Ta ble  1 

Re quire me nt Time fra me  

Co mp lying  with a  re q ue st fro m 

Co mmunic a tio ns C o mp lia nc e  o r 

p ro vid ing  a  d o c ume nt to  

Co mmunic a tio ns C o mp lia nc e  

und e r c la use  9.6.1 

Within 30 d a ys (o r a s 

o the rwise  a g re e d ) 

Co mp lying  with a  d ire c tio n fro m 

Co mmunic a tio ns C o mp lia nc e  

und e r c la use  9.7.1 

Within 30 d a ys (o r a s 

o the rwise  a g re e d ) 

Co mp lying  with a ny re a so na b le  

re q ue st fro m C o mmunic a tio ns 

Co mp lia nc e  und e r c la use  9.7.1 

Within 14 d a ys (o r a s 

o the rwise  a g re e d ) 

 

GUIDANCE 

Broc hure  a nd Complia nc e  Tools 

• Co mmunic a tio ns Allia nc e , in c o nsulta tio n with Co nsume r 

re p re se nta tive s, ha s p re p a re d a  p la in la ng ua g e  b ro c hure  fo r 

Co nsume rs, e xp la ining  the  ke y Co nsume r sa fe g ua rds p ro vide d b y the  

Co de .  While  no t a n e nfo rc e a b le  o b lig a tio n o f this Co de , Sup p lie rs 

sho uld, a s a nd whe n re q ue ste d b y Co mmunic a tio ns Allia nc e , 

c o ntrib ute  to  the  de ve lo p me nt o f tha t b ro c hure  a nd ma ke  it 

a va ila b le  to  the ir Custo me rs. 

• Co mmunic a tio ns Allia nc e  wo rks with Co mmunic a tio ns Co mp lia nc e  to  

ma ke  to o ls a va ila b le  to  Sup p lie rs to  a ssist the m in me e ting  the ir 

o b lig a tio ns unde r the  Co de  Co mp lia nc e  Fra me wo rk.   

• Sup p lie rs sho uld, a s a nd whe n re q ue ste d b y Co mmunic a tio ns 

Allianc e , c o ntrib ute  to  a  wide r a wa re ne ss c a mp a ig n to  e nsure  the  

b ro a de r c o mmunity unde rsta nds the  Co de  a nd wha t it me ans. 
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APPENDIX 1 

Role  of Communic a tions Complia nc e  

Func tio ns 

1. Co mmunic a tio ns C o mp lia nc e : 

a ) is p rima rily re sp o nsib le  fo r o ve rse e ing  the  c o nd uc t o f the  Co d e  

Co mp lia nc e  Fra me wo rk; 

b ) c o mmunic a te s to  Sup p lie rs re g a rd ing  the ir o b lig a tio ns to  

p ro vid e  the  fo llo wing  to  sup p o rt the ir c o mp lia nc e  with this 

Co d e : 

i. a nnua l Co mp lia nc e  Atte sta tio ns a nd , if so  re q uire d  b y 

c ha p te r 9 o f this Co d e , a  Sta te me nt o f Ind e p e nde nt 

Asse ssme nt; 

ii. whe re  re q ue ste d  b y Co mmunic a tio ns Co mp lia nc e , 

re sp o nse s to  C o mp lia nc e  Mo nito ring  Re q ue sts;  

iii. whe re  re q ue ste d  b y Co mmunic a tio ns Co mp lia nc e , 

Co mp lia nc e  Ac hie ve me nt Pla ns, a nd  re g ula r re p o rts in 

re la tio n to  Co mp lia nc e  Ac hie ve me nt Pla ns a s re q uire d  

b y c ha p te r 9 o f this Co d e ; 

iv. whe re  re q ue ste d  b y Co mmunic a tio ns Co mp lia nc e , 

Ac tio n Pla ns, a nd  re g ula r re p o rts in re la tio n to  Ac tio n 

Pla ns a s re q uire d  b y c ha p te r 9 o f this Co d e ; a nd  

v. whe re  re q ue ste d  b y Co mmunic a tio ns Co mp lia nc e , a  

re p o rt in re la tio n to  the  Me tric s re la ting  to  this Co d e , 

a nd  the  c o nte nt o f the se  re q ue sts is d e te rmine d  b y 

Co mmunic a tio ns C o mp lia nc e  a nd  b a se d  o n info rma tio n 

p ro vid e d  b y the  TIO , the  AC MA a nd  C o mmunic a tio ns 

Co mp lia nc e ’ s o wn a sse ssme nt o f the  Sup p lie rs’  le ve l o f 

c o mp lia nc e ; 

c ) ma y p ub lish o n its we b site  fro m time  to  time  a  list o f the  

Sup p lie rs whic h ha ve  sub mitte d  info rma tio n und e r c la use  

9.1.1(b )(ii) o f this Co d e , inc lud ing  the  URL o f the  ho me  p a g e  o f 

the  we b site  o f e a c h suc h Sup p lie r o r its re le va nt b usine sse s;  

d ) p ub lishe s o n its we b site  a  list o f the  Sup p lie rs whic h ha ve  

sub mitte d  Co mp lia nc e  Atte sta tio ns a nd  Co mp lia nc e  

Ac hie ve me nt Pla ns, whic h ma y inc lud e  the  URL o f the  ho me  

p a g e  o f the  we b site  o f e a c h suc h Sup p lie r o r its re le va nt 

b usine sse s;  

e ) ma y p ub lish o n its we b site  fro m time  to  time  a  list o f the  

Sup p lie rs whic h it kno ws a re  o b lig e d  to  sub mit a  Co mp lia nc e  

Atte sta tio n, C o mp lia nc e  Ac hie ve me nt Pla n o r Ac tio n Pla n in 

a c c o rd a nc e  with this Co d e  b ut ha ve  no t d o ne  so ; 
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f) p ub lishe s o n its we b site  a  list o f Sup p lie rs whic h ha ve  b e e n the  

sub je c t o f e nfo rc e me nt a c tio n b y the  ACMA a s a  re sult o f 

Co d e  c o mp lia nc e  issue s; 

g ) c o mmunic a te s to  a  Sup p lie r a ny d e c isio n ma d e  b y 

Co mmunic a tio ns C o mp lia nc e  tha t the  Sup p lie r ha s 

sa tisfa c to rily sub mitte d  its Co mp lia nc e  Atte sta tio n, 

sa tisfa c to rily c o mp le te d  the  a c tio n re q uire d  und e r a  

Co mp lia nc e  Ac hie ve me nt Pla n, sa tisfa c to rily re sp o nd e d  to  a  

Co mp lia nc e  Mo nito ring  Re q ue st o r sa tisfa c to rily c o mp le te d  

the  a c tio n re q uire d  und e r a n Ac tio n Pla n; 

h) p ub lishe s o n its we b site  g uid a nc e  no te s a nd  c a se  stud ie s 

whic h ma y b e  o f use  to  Sup p lie rs in the ir c o mp lia nc e  with this 

Co d e ; 

i) sub mits re p o rts a nnua lly (o r mo re  re g ula rly a s ma y b e  a g re e d ) 

to  the  ACMA, c o nfirming  whic h Sup p lie rs ha ve  sub mitte d  (a s 

re q uire d  in c ha p te r 9 o f this Co d e ) C o mp lia nc e  Atte sta tio ns 

a nd  Sta te me nts o f Ind e pe nd e nt Asse ssme nt; 

j) wo rks with Co mmunic a tio ns Allia nc e  to  ma ke  to o ls a va ila b le  

to  Sup p lie rs to  a ssist Sup p lie rs in me e ting  the ir o b lig a tio ns und e r 

the  Co d e  Co mp lia nc e  Fra me wo rk; a nd  

k) ma y d e sig n a nd  imp le me nt p ro g ra ms o r initia tive s to  

e nc o ura g e  c o mp lia nc e  b y Sup p lie rs with a ll o f the  

re q uire me nts o f this C o d e . 

Co de  e nfo rc e me nt 

2. In e xe rc ising  its d isc re tio n o n suc h issue s a s whe the r to  re fe r a  

Sup p lie r to  the  ACMA fo r inve stig a tio n o r e nfo rc e me nt, 

Co mmunic a tio ns C o mp lia nc e  will ta ke  a c c o unt o f fa c to rs inc lud ing  

b ut no t limite d  to  the : 

a ) se rio usne ss o f a ny c o mp lia nc e  b re a c h; 

b ) d e g re e  o f C o nsume r d e trime nt c a use d  b y the  no n-

c o mp lia nc e ; a nd  

c ) e xte nt to  whic h the  b re a c h c a n b e  sp e e d ily re c tifie d . 

3. If a  Sup p lie r c a nno t p ro vid e  the  Co mp lia nc e  Atte sta tio n o r 

Sta te me nt o f Ind e p e nd e nt Asse ssme nt (if re q uire d ) to  

Co mmunic a tio ns C o mp lia nc e  in the  re q uire d  time fra me s a s se t o ut 

in c ha pte r 9, Co mmunic a tio ns Co mp lia nc e  will re fe r the  Sup p lie r to  

the  ACMA.  

4. If Co mmunic a tio ns C o mp lia nc e  is no t sa tisfie d  with the  p ro g re ss a nd  

c o mp le tio n o f a  Sup p lie r’ s C o mp lia nc e  Ac hie ve me nt Pla n, 

Co mmunic a tio ns C o mp lia nc e  will re fe r the  Sup p lie r to  the  ACMA fo r 

furthe r inve stig a tio n b y the  ACMA, unle ss Co mmunic a tio ns 

Co mp lia nc e  c a n b e  sa tisfie d  tha t the  p ro g re ss a g a inst the  

Co mp lia nc e  Ac hie ve me nt Pla n is b e ing  ra p id ly re me d ie d . 
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5. Whe re  info rma tio n re c e ive d  fro m the  TIO g ive s Co mmunic a tio ns 

Co mp lia nc e  re a so n to  susp e c t se rio us no n-c o mp lia nc e  b y a  Sup p lie r 

with this Co d e , Co mmunic a tio ns Co mp lia nc e  ma y ma ke  a  

Co mp lia nc e  Mo nito ring  Re q ue st to  the  Sup p lie r. 

6. If a  Sup p lie r’ s re sp o nse  to  a  Co mp lia nc e  Mo nito ring  Re q ue st 

ind ic a te s tha t the  Sup p lie r c a nno t c o mp ly with a ll o r p a rt o f the  

re le va nt a sp e c ts o f this Co d e  tha t a re  the  sub je c t o f tha t 

Co mp lia nc e  Mo nito ring  Re q ue st, Co mmunic a tio ns C o mp lia nc e  will 

e ithe r re q uire  the  Sup p lie r to  p ro vid e  a n Ac tio n Pla n a nd  

sub se q ue ntly ma ke  re q ue sts o f the  Sup p lie r so  tha t Co mmunic a tio ns 

Co mp lia nc e  ma y mo nito r p ro g re ss o f the  Sup p lie r a g a inst the  Ac tio n 

Pla n, o r re fe r the  Sup p lie r to  the  ACMA.  If C o mmunic a tio ns 

Co mp lia nc e  is no t sa tisfie d  with the  p ro g re ss a nd  c o mp le tio n o f a  

Sup p lie r’ s Ac tio n Pla n, C o mmunic a tio ns Co mp lia nc e  will re fe r the  

Sup p lie r to  the  ACMA fo r furthe r inve stig a tio n b y the  ACMA, unle ss 

Co mmunic a tio ns C o mp lia nc e  c a n b e  sa tisfie d  tha t the  p ro g re ss 

a g a inst the  Ac tio n Pla n is b e ing  ra p id ly re me d ie d . 

7. No twithsta nd ing  p a ra g ra p hs 4 a nd  6, b ut sub je c t to  p a ra g ra p h 8, 

Co mmunic a tio ns C o mp lia nc e  ma y re p o rt a  Sup p lie r to  the  ACMA 

fo r furthe r inve stig a tio n b y the  ACMA in re la tio n to  a ny ma tte r. 

Co mmunic a tio ns C o mp lia nc e  will d e ve lo p  c le a r a nd  tra nsp a re nt 

c rite ria  to  a ssist d e c isio n-ma king  o n whe the r a nd  in wha t 

c irc umsta nc e s c o mp lia nc e  issue s sho uld  b e  re fe rre d  to  the  ACMA. 

Co mmunic a tio ns C o mp lia nc e  will p re p a re  re le va nt g uid a nc e  

info rma tio n o n this to p ic  to  d istrib ute  to  Sup p lie rs. 

8. Exc e p t fo r a  re fe rra l und e r p a ra g ra p h 3, C o mmunic a tio ns 

Co mp lia nc e  will no t re fe r a  Sup p lie r to  the  ACMA witho ut p rio r 

writte n wa rning s b e ing  g ive n to  the  Sup p lie r a nd  the  Sup p lie r b e ing  

a ffo rd e d  a n o p p o rtunity to  p ro vid e  the  re q uire d  c o mp lia nc e  

info rma tio n to  Co mmunic a tio ns Co mp lia nc e . 

9. Co mmunic a tio ns C o mp lia nc e  ma y, a fte r c o nsulta tio n with a  

Sup p lie r, d e c id e  to  und e rta ke  a  ta rg e te d  inve stig a tio n o f the  

Sup p lie r a t the  Sup p lie r’ s e xp e nse  (inc lud ing  using  e xte rna l 

c o nsulta nts), fo llo wing  re c e ip t b y Co mmunic a tio ns C o mp lia nc e  o f 

info rma tio n in re la tio n to  a lle g e d  no n-c o mp lia nc e  with this Co d e  b y 

the  Sup p lie r. The  o utc o me  o f tha t inve stig a tio n, o r the  Sup p lie r’ s 

re fusa l to  c o o p e ra te  with Co mmunic a tio ns C o mp lia nc e  in re la tio n 

to  tha t p ro p o se d  o r a c tua l inve stig a tio n, ma y re sult in a  re fe rra l o f a  

Sup p lie r to  the  ACMA. 

10. Co d e  e nfo rc e me nt will c o ntinue  to  b e  the  p rime  re sp o nsib ility o f the  

AC MA. Co mmunic a tio ns Co mp lia nc e  will a ssist the  ACMA in this ro le  

b y sha ring  info rma tio n a b o ut no n-c o mp lia nt Sup p lie rs with the  

AC MA. 

MOUs 

11. Co mmunic a tio ns C o mp lia nc e  ma inta ins me mo ra nd a  o f 

und e rsta nd ing  with the  ke y sta ke ho ld e rs – the  TIO , ACMA, AC C C 

a nd  Co mmunic a tio ns Allia nc e  – tha t a re  d e sig ne d  to  e nsure  

e ffic ie nt a nd  e ffe c tive  inte r-wo rking  with tho se  sta ke ho ld e rs to  a vo id  
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d up lic a tio n o f e ffo rt, e nsure  a p p ro p ria te  info rma tio n flo ws a nd  

e xp e d ite  c o o rd ina te d  a c tio ns. The  me mo ra nd a  o f und e rsta nd ing  

a re  a lso  d e sig ne d  to  a ssist the  id e ntific a tio n o f a ny ind ustry-wid e  

syste mic  c o mp lia nc e  we a kne sse s, the  d e ve lo p me nt o f me a sure s to  

a d d re ss the se , a nd  the  id e ntific a tio n o f p o te ntia l future  

imp ro ve me nts to  e xisting  Co d e  p ro visio ns. 

12. Witho ut limiting  p a ra g ra p h 11, C o mmunic a tio ns Co mp lia nc e  will

ma inta in a  me mo ra nd um o f und e rsta nd ing  with the  TIO  whic h,

witho ut limita tio n, e na b le s C o mmunic a tio ns Co mp lia nc e  to  o b ta in

mo nthly o r q ua rte rly re p o rting  fro m the  TIO re g a rd ing  TIO c o mp la int

sta tistic s. This re p o rting  is no t ne c e ssa rily limite d  to  p ub lishe d  TIO

d a ta .  The  re p o rting  is in a  fo rma t tha t a ssists Co mmunic a tio ns

Co mp lia nc e  in its c o mp lia nc e  mo nito ring  re sp o nsib ilitie s a nd  he lp s

id e ntify issue s whic h mig ht ne e d  to  b e  the  sub je c t o f Co mp lia nc e

Mo nito ring  Re q ue sts to  Sup p lie rs.

13. Witho ut limiting  p a ra g ra p h 11, C o mmunic a tio ns Co mp lia nc e  will

ma inta in a  me mo ra nd um o f und e rsta nd ing  with the  ACMA whic h,

witho ut limita tio n, d e a ls with the  p ro c e ss fo r ma king  re fe rra ls to  the

AC MA, fo r info rma tio n sha ring  a nd  fo r o the r o p e ra tio na l ma tte rs.

14. Witho ut limiting  p a ra g ra p h 11, C o mmunic a tio ns Co mp lia nc e  will

ma inta in a  me mo ra nd um o f und e rsta nd ing  with the  ACC C whic h,

witho ut limita tio n, d e a ls with the  p ro c e ss fo r ma king  re fe rra ls to  the

AC C C , fo r info rma tio n sha ring  a nd  fo r o the r o p e ra tio na l ma tte rs.

15. Witho ut limiting  p a ra g ra p h 11, C o mmunic a tio ns Co mp lia nc e  will

ma inta in a  me mo ra nd um o f und e rsta nd ing  with Co mmunic a tio ns

Allia nc e  whic h, witho ut limita tio n, fa c ilita te s the  sha ring  o f

info rma tio n in re la tio n to  Sup p lie rs whic h ha ve  o r ha ve  no t re g iste re d

with Co mmunic a tio ns Allia nc e  und e r c la use  9.1.1(b ) o f this C o d e .



Supplier registers with 

Comms Alliance (cl.9.1.1)

Comms Alliance forwards 

registration details to CC

CC directs Supplier to 

register in CSP Portal (if not 

previously registered) & 

sends lodgement process 

documentation to Supplier 

prior to 1 April

Is Supplier small i.e. 

less than 3k SIOs?

Is Supplier 

able to submit CA

 by 1 April?

Submit CA by 1 April 

(cl.9.8.1(a))

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
Does 

Supplier submit 

attestation document 

to CC by 

1 September?

Can 

Supplier attest to 

fully comply with 

Code?

Submit CA (+ SIA if Large 

Supplier attesting for 1
st

time) by 1 September 

(cl.9.4.1 & 9.8.1)

Submit CA + CAP 

(+ SIA if Large Supplier 

attesting for 1
st

 time) by 1

September (cl.9.4.1 & 9.8.1) 

CC receives documentation 

and reviews compliance

(App1, 1) 

Full compliance 

met?

CC requests 

Supplier remedy or 

submit CAP ??

Is CC satisfied with 

Supplierʼs response?

Further action TBD  

(including

 referral to ACMA)

(App 1, cl.2, 4, 8)

Supplier actions CAP until 

full compliance is met 

(cl.9.5.1)

Supplier reports regularly to 

CC on progress until full 

compliance is met 

(cl.9.5.1(c))

CC notifies Supplier

(App 1 Cl 1.g)

No response received by CC

CC refers Supplier to ACMA 

(App 1, cl.3)

+

YES

NO

YES

NO

YES

NO

YES NO

YES

NO

YES

NO

YES

NO

CA      Compliance Attestation

CAP    Compliance Achievement Plan

CC      Communications Compliance

CMR   Compliance Monitoring Request

SIA    Statement of Independent Assessment

+ Process Forks (becomes two)

APPENDIX 2
Attestation Flowchart

- 85 -

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



Supplier monitors progress & 

reports on regular basis to 

CC

(cl.9.6.2 & 9.8.2)

Supplier responds to CC 

within 30 days 

or as agreed

(cl.9.6.2 & 9.8.2)

Supplier prepares Action 

Plan

(cl. 9.6.1(c))

Is CC satisfied with 

Supplierʼs response? 

Supplier investigates request 

(cl.9.6.1 &9.8.2)

CC sends CMR to Supplier 

(App 1, cl.5)

CC has reason to believe a 

Supplier is not compliant 

with Code 

(App 1, cl.5)

Is Supplier 

compliant? 

+

CC notifies Supplier

(App 1 Cl 1.g)

Further action required (may 

include referral to ACMA)

(App 1, cl. 6)

YES NO

YES

NO

CA      Compliance Attestation

CAP    Compliance Achievement Plan

CC      Communications Compliance

CMR   Compliance Monitoring Request

SIA    Statement of Independent Assessment

+ Process Forks (becomes two)
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APPENDIX 3 

VARIATION CONTROL SHEET 
 

TABLE 1 

De ta ils of Va ria tion No .1/ 2016 

 

Cla use  No . Cla use  de ta il Note s 

Re p la c e me nt o f Cha p te r 9 – 

Co d e  C o mp lia nc e  a nd  

Mo nito ring  

Re p la c e me nt o f Cha p te r 9. Cha p te r 9 – Co d e  C o mp lia nc e  a nd  Mo nito ring  

wa s re p la c e d  with a  ne w Cha p te r 9. The  

c ha ng e s inc lud e d : 

• Ne w o b lig a tio n fo r Sup p lie rs to  re g iste r 

with Co mmunic a tio ns Allia nc e ; 

• Re mo va l o f C usto me r Info rma tio n 

Co mp lia nc e  Sta te me nt (CICS); 

• Intro d uc tio n o f Pa rtia l Co nfirma tio n 

(c la use  9.4.1(b )); a nd  

• Ad d itio na l fle xib ility fo r Sma ll Sup p lie rs (< 

3,000 SiOs). 

 

De finitio n – Ac tio n Pla n Pre vio us: 

Ac tio n Plan 

Me a ns a  p la n sub mitte d  to  the  CC b y a  Sup p lie r 

p ursua nt to  c la use  9.6. 

 

As a me nd e d :  
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Ac tio n Plan 

me a ns a  p la n sub mitte d  to  Co mmunic a tio ns 

Co mp lia nc e  b y a  Sup p lie r p ursua nt to  c la use  9.6. 

 

Ne w De finitio n – Atte sta tio n 

De fe rra l No tic e  

Atte statio n De fe rral No tic e   

me a ns a  no tic e  g ive n b y a  Sup p lie r und e r c la use  

9.8.1, in the  fo rm re q uire d  b y Co mmunic a tio ns 

Co mp lia nc e , to  d e fe r the  d a te  b y whic h it is 

re q uire d  to  p ro vid e  the  sta te me nts p re sc rib e d  in 

c la use  9.4.1. 

 

 

C C  De le te : 

CC 

me a ns C o mmunic a tio ns Co mp lia nc e , the  

ind e p e nd e nt b o d y whic h mo nito rs a nd  re p o rts 

o n C o d e  c o mp lia nc e , the  ro le  a nd  o b lig a tio ns 

whic h a re  se t o ut in Cha p te r 9 a nd  Ap p e nd ix 1 to  

this Co d e . 

 

 

Ne w De finitio n – 

Co mmunic a tio ns 

Co mp lia nc e  

Co mmunic atio ns Co mplianc e   
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me a ns the  ind e p e nd e nt b o d y whic h mo nito rs 

a nd  re p o rts o n Co d e  c o mp lia nc e , the  ro le  o f 

whic h is se t o ut in Ap p e nd ix 1 to  this Co d e . 

De finitio n – Co mp lia nc e  

Ac hie ve me nt Pla n 

Pre vio us: 

Co mplianc e  Ac hie ve me nt Plan 

me a ns a  p la n sub mitte d  to  the  CC b y a  Sup p lie r 

p ursua nt to  c la use  9.5 

 

As a me nd e d : 

Co mplianc e  Ac hie ve me nt Plan 

me a ns a  p la n sub mitte d  to  Co mmunic a tio ns 

Co mp lia nc e  b y a  Sup p lie r p ursua nt to  c la use  9.5. 

 

 

De finitio n – Co mp lia nc e  

Atte sta tio n 

Pre vio us: 

Co mplianc e  Atte statio n 

me a ns a  sta te me nt b y a  Sup p lie r, a tte ste d  in the  

ma nne r re q uire d  b y c la use  9.4.1 a nd  a d d re ssing  

the  ma tte rs re fe rre d  to  in c la use  9.3.1(b ) 

 

As a me nd e d : 

Co mplianc e  Atte statio n 
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me a ns a  sta te me nt b y a  Sup p lie r, a tte ste d  in the  

ma nne r re q uire d  b y c la use  9.4.1 a nd  a d d re ssing  

the  ma tte rs re fe rre d  to  in c la use  9.4.1. 

 

De finitio n – Co mp lia nc e  

Mo nito ring  Re q ue st 

Pre vio us: 

Co mplianc e  Mo nito ring  Re que st 

Me a ns a  re q ue st fro m the  C C to  a  Sup p lie r fo r 

info rma tio n re la ting  to  tha t Sup p lie r’ s c o mp lia nc e  

with this Co d e . 

 

 

As a me nd e d : 

Co mplianc e  Mo nito ring  Re que st 

me a ns a  re q ue st fro m C o mmunic a tio ns 

Co mp lia nc e  to  a  Sup p lie r fo r info rma tio n re la ting  

to  tha t Sup p lie r’ s c o mp lia nc e  with this Co d e .  

 

 

De finitio n – Co mp lia nc e  Pla n Pre vio us: 

Co mplianc e  Plan 

me a ns d o c ume nts p re p a re d  b y a  Sup p lie r in 

a c c o rd a nc e  with c la use  9.3.1(b ). 
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As a me nd e d : 

Co mplianc e  Plan  

me a ns d o c ume nta tio n pre p a re d  b y a  Sup p lie r in 

a c c o rd a nc e  with c la use  9.3.1. 

 

 

Ne w De finitio n – Co mp lia nc e  

Sta nd a rd  

Co mplianc e  Standard   

me a ns the  Austra lia n Sta nd a rd  AS ISO 19600:2015 

Co mp lianc e  ma na g e me nt syste ms – Guide line s. 

 

 

De finitio n – Custo me r 

Info rma tio n Co mp lia nc e  

Sta te me nt 

De le te d : 

Custo me r Info rmatio n Co mplianc e  State me nt  

me a ns a  Sup p lie r’ s a nnua l sta te me nt whic h 

sp e c ifie s whe re  Custo me rs c a n a c c e ss the  

Sup p lie r’ s info rma tio n whic h is re q uire d  to  b e  

ma d e  p ub lic ly a va ila b le  und e r this Co d e . 

 

De finitio n – Exte rna l Qua lifie d  

Asse sso r 

Pre vio us: 

Exte rnal Qualifie d Asse sso r 

me a ns a n a sse sso r who : 
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(a )  is e xte rna l to , a nd  ind e p e nd e nt o f, the  

Sup p lie r; 

(b ) is no t with the  Sup p lie r’ s Imme d ia te  Circ le ; 

(c ) in tha t Sup p lie r’ s o p inio n, ha s suita b le  

q ua lific a tio ns to  a sse ss tha t the  Sup p lie r’ s 

Co mp lia nc e  Pla n ha s b e e n p re p a re d  in 

a c c o rd a nc e  with p rinc ip le s a nd  

g uid a nc e  o utline d  in the  Austra lia n 

Sta nd a rd  o n C o mp lia nc e  Pro g ra ms AS 

3806-2006; 

(d ) is a  me mb e r o f a  p ro fe ssio na l o rg a nisa tio n 

suc h a s a  p ro fe ssio na l a ud iting  b o d y o r 

the  Austra lia n Co mp lia nc e  Institute ; a nd  

(e ) ha s b e e n c o ntra c te d  b y the  Sup p lie r to  

p e rfo rm the  ro le  o f Exte rna l Qua lifie d  

Asse sso r.  

As a me nd e d : 

Exte rnal Qualifie d Asse sso r 

me a ns a n a sse sso r who : 

(a ) is e xte rna l to , a nd  ind e p e nd e nt o f, the  

Sup p lie r;  

(b ) is no t with the  Sup p lie r’ s Imme d ia te  Circ le ; 

(c ) in tha t Sup p lie r’ s o p inio n, ha s suita b le  

q ua lific a tio ns to  a sse ss tha t the  Sup p lie r’ s 

Co mp lia nc e  Pla n ha s b e e n p re p a re d  in 

a c c o rd a nc e  with  p rinc ip le s a nd  
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g uid a nc e  o utline d  in the  Co mp lia nc e  

Sta nd a rd ;  

(d ) is a  me mb e r o f a  p ro fe ssio na l o rg a nisa tio n 

suc h a s a  p ro fe ssio na l a ud iting  o r 

c o mp lia nc e  b o d y; a nd  

(e ) ha s b e e n c o ntra c te d  b y the  Sup p lie r to  

p e rfo rm the  ro le  o f Exte rna l Qua lifie d  

Asse sso r. 

 

Ne w De finitio n – First 

Co mp lia nc e  Atte sta tio n 

First Co mplianc e  Atte statio n 

me a ns the  Co mp lia nc e  Atte sta tio n first p ro vid e d  

b y a  Sup p lie r in a c c o rd a nc e  with c la use  9.4.1 o f 

this Co d e  o r o f a ny p rio r e d itio ns o f this Co d e . 

 

 

De finitio n – Ma te ria l Cha ng e  Pre vio us: 

Mate rial Change  

me a ns a  sig nific a nt c ha ng e  to  a ny o f the  

fo llo wing : 

(i) a  Sup p lie r’ s o p e ra tio ns a rising  fro m 

ne w o r c ha ng e d  a c tivitie s o r se rvic e s; 

(ii) ma jo r c ha ng e s to  syste ms a nd  

p ro c e sse s re le va nt to  the  Sup p lie r’ s 

Co mp lia nc e  Pla n; o r 
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(iii) ma jo r c ha ng e s to  c o mp lia nc e  

o b lig a tio ns und e r the  Co d e  whic h 

re sult in the  ne e d  to  re vie w a nd  

up d a te  the  Sup p lie r’ s C o mp lia nc e  

Pla n. 

As a me nd e d : 

Mate rial Change  

me a ns a  sig nific a nt c ha ng e  to  a ny o f the  

fo llo wing :  

(a ) a  Sup p lie r’ s o p e ra tio ns a rising  fro m ne w o r 

c ha ng e d  a c tivitie s o r se rvic e s, whic h 

c ha ng e  a ffe c ts a  Sup p lie r’ s c o mp lia nc e  

with this Co d e ;  

(b ) a  Sup p lie r’ s syste ms a nd  p ro c e sse s 

re le va nt to  the  Sup p lie r’ s Co mp lia nc e  

Pla n; o r 

(c ) a  Sup p lie r’ s c o mp lia nc e  o b lig a tio ns und e r 

this Co d e , whic h c ha ng e  re sults in the  

ne e d  to  re vie w a nd  up d a te  the  Sup p lie r’ s 

Co mp lia nc e  Pla n. 

 

 

De finitio n - Me tric s Pre vio us: 

Me tric s 
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me a ns p e rfo rma nc e  me a sure s re la ting  to  c e rta in 

o b lig a tio ns o f Sup p lie rs und e r this Co d e , a s 

re q uire d  b y C C fro m time  to  time . 

As a me nd e d : 

Me tric s 

me a ns p e rfo rma nc e  me a sure s re la ting  to  c e rta in 

o b lig a tio ns o f Sup p lie rs und e r this Co d e , a s 

re q uire d  b y C o mmunic a tio ns C o mp lia nc e  fro m 

time  to  time . 

 

 

Ne w De finitio n – Pa rtia l 

Co nfirma tio n 

Partial Co nfirmatio n 

ha s the  me a ning  g ive n in c la use  9.4.1(b )(ii)(B) o r 

9.4.1(b )(iii)(B) (a s the  c a se  ma y b e ). 

 

 

De finitio n – Sma ll Sup p lie r Pre vio us: 

Small Supplie r 

me a ns a  Sup p lie r with le ss tha n 100,000 se rvic e s in 

o p e ra tio n. 
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As a me nd e d : 

Small Supplie r 

me a ns a  Sup p lie r with fe we r tha n 3,000 se rvic e s in 

o p e ra tio n. 

 

 

De finitio n – Sta te me nt o f 

Ind e p e nd e nt Asse ssme nt 

Pre vio us: 

State me nt o f Inde pe nde nt Asse ssme nt 

me a ns a  writte n sta te me nt b y a n Exte rna l 

Qua lifie d  Asse sso r e ng a g e d  b y a  Sup p lie r 

c o nfirming  tha t the  Sup p lie r c o nfirming  tha t the  

Sup p lie r’ s Co mp lia nc e  Pla n ha s b e e n p re p a re d  in 

a c c o rd a nc e  with the  p rinc ip le s a nd  g uid a nc e  

o utline d  in the  Austra lia n Sta nda rd o n 

Co mp lianc e  Pro g ra ms AS 3806-2006, a nd  tha t the  

Exte rna l Qua lifie d  Asse sso r ha s d e te rmine d  tha t 

the  imp le me nta tio n o f the  C o mp lia nc e  Pla n b y 

the  Sup p lie r will p ro vid e  a p p ro p ria te  a ssura nc e  

o n C o d e  c o mp lia nc e . 

 

As a me nd e d : 

State me nt o f Inde pe nde nt Asse ssme nt  

me a ns a  writte n sta te me nt b y a n Exte rna l 

Qua lifie d  Asse sso r p re p a re d  in a c c o rd a nc e  with 

the  re q uire me nts in c la use  9.4.1. 

 



- 97 - 

C628:2015 (Inc o rp o ra ting  Va ria tio n No .1/ 2016) CO PYRIGHT 

FEBRUARY 2016 

PARTICIPANTS 

Wo rking  Co mmitte e  61 re sp o nsib le  fo r the  re visio ns ma d e  to  C o d e  C628:2015 

c o nsiste d  o f the  fo llo wing  o rg a nisa tio ns a nd  the ir re p re se nta tive s: 

 

Tha t Wo rking  Co mmitte e  wa s c ha ire d  b y Ana  Ta b a c ma n.  Ma rg a re t Fle ming  

a nd  Sho na  Fury o f C o mmunic a tio ns Allia nc e  p ro vid e d  p ro je c t ma na g e me nt 

sup p o rt. 

Wo rking  Co mmitte e  71 re sp o nsib le  fo r the  2016 va ria tio ns ma d e  to  this Co d e  

c o nsiste d  o f the  fo llo wing  o rg a nisa tio ns a nd  the ir re p re se nta tive s: 

This Wo rking  C o mmitte e  wa s c ha ire d  b y Tre vo r Hill.  Sho na  Fury o f 

Co mmunic a tio ns Allia nc e  p ro vid e d  p ro je c t ma na g e me nt sup p o rt. 

Org a nisa tion Me mbe rship Re pre se nta tive  

Fo xte l Vo ting  Lisa  Hill 

M2 Vo ting  Jo hn Se xto n 

Op tus No n-vo ting  Ana  Ta b a c ma n 

Op tus Vo ting  Xa nthe  Co rb e tt-Jo ne s 

Te lstra  Vo ting  Tre vo r Hill 

Te lstra  No n-vo ting  Da n Ma nd a ru 

Vo d a fo ne  Hutc hiso n Austra lia  Vo ting  Ale xa nd e r R. Osb o rne   

Org a nisa tion Me mbe rship Re pre se nta tive  

AC C AN No n-Vo ting  Xa vie r O ’ Ha llo ra n 

AC MA No n-Vo ting  Ala n Cha lme rs 

Alb ury Lo c a l Inte rne t Vo ting  Ro ss Whe e le r 

Co mmunic a tio ns C o mp lia nc e  No n-Vo ting  Visu Tha ng a ve lu 

Co mmunity Te lc o  Vo ting  Ale x Tra nto r 

M2 Vo ting  Jo hn Se xto n 

Op tus Vo ting  Xa nthe  Co rb e tt-Jo ne s 

Te lstra  No n-Vo ting  Tre vo r Hill 

Te lstra  Vo ting  Da n Ma nd a ru 

Vo d a fo ne  Hutc hiso n Austra lia  Vo ting  Ale xa nd e r R. Osb o rne   



 

 

Co mmunic a tio ns Allia nc e  wa s fo rme d  in 1997 to  p ro vid e  a  unifie d  

vo ic e  fo r the  Austra lia n c o mmunic a tio ns ind ustry a nd  to  le a d  it 

into  the  ne xt g e ne ra tio n o f c o nve rg ing  ne two rks, te c hno lo g ie s 

a nd  se rvic e s. 

In p ursuing  its g o a ls, Co mmunic a tio ns Allia nc e  o ffe rs a  fo rum fo r 

the  ind ustry to  ma ke  c o he re nt a nd  c o nstruc tive  c o ntrib utio ns to  

p o lic y d e ve lo p me nt a nd  d e b a te . 

Co mmunic a tio ns Allia nc e  se e ks to  fa c ilita te  o p e n, e ffe c tive  a nd  

e thic a l c o mp e titio n b e twe e n se rvic e  p ro vid e rs while  e nsuring  

e ffic ie nt, sa fe  o p e ra tio n o f ne two rks, the  p ro visio n o f inno va tive  

se rvic e s a nd  the  e nha nc e me nt o f c o nsume r o utc o me s. 

It is c o mmitte d  to  the  a c hie ve me nt o f the  p o lic y o b je c tive  o f the  

Te le c o mmunic a tio ns Ac t 1997 - the  g re a te st p ra c tic a b le  use  o f 

ind ustry se lf-re g ula tio n witho ut imp o sing  und ue  fina nc ia l a nd  

a d ministra tive  b urd e ns o n ind ustry. 
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