
 

Direction under subsection 121(1) of  
the Telecommunications Act 1997 

 

 
TO:    Telstra Limited (ACN 086 174 781) 
 
OF: Level 41, 242-282 Exhibition Street 

Melbourne VIC 3000 
  

DIRECTION 

I, Jeremy Fenton, delegate of the Australian Communications and Media Authority (the 
ACMA), being satisfied that Telstra Limited, has contravened the Telecommunications 
Consumer Protections Code (C628:2019) (the TCP Code) as described below; 

DIRECT Telstra Limited under subsection 121(1) of the Telecommunications Act 1997 (the 
Act), to comply with clause 5.5.1 of the TCP Code. 

Background 

Following an investigation, the ACMA found that Telstra Limited has contravened clause 
5.5.1 of the TCP Code during the period 2 January 2023 to 28 August 2023 (inclusive). 

This direction relates to the contraventions of the TCP Code identified during the ACMA’s 
investigation.  

Details of the contraventions 

1. The TCP Code is an industry code registered with the ACMA under Part 6 of the Act. As 
a carriage service provider within the meaning of section 87 of the Act, Telstra Limited is 
a participant in a section of the telecommunications industry to which this code applies. 

2. The ACMA is satisfied that Telstra Limited has contravened the following clause of the 
TCP Code: 

Provision Reason 

Clause 

5.5.1 
Failing to accurately bill 989 customers, by continuing to charge for 
inactive ADSL services, in circumstances where paragraphs 5.5.1(a), 
5.5.1(b) and 5.5.1(c) did not apply.  

3. Further details about the contraventions are set out in the investigation report dated 
2 November 2023. 

Requirement to comply with this Direction  

Under subsection 121(2) of the Act, Telstra Limited must comply with a direction under 
subsection 121(1) of that Act.  

If Telstra Limited does not comply with this direction, the ACMA may issue an infringement 
notice relating to the contravention (subsection 572E(1) of the Act) or apply to the Federal 






