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INFRINGEMENT NOTICE 

NOTICE UNDER SECTION 572E OF THE TELECOMMUNICATIONS ACT 1997 (CTH) 

 

To:  Telstra Limited ACN 086 174 781 (Telstra)  

Level 41, 242-282 Exhibition Street 
Melbourne VIC 3000 

I, Cathy Rainsford, am an authorised infringement notice officer of the Australian 
Communications and Media Authority (the ACMA) for the purpose of section 572L of the 
Telecommunications Act 1997 (the Act). 

I have reasonable grounds to believe that on 5 and 6 July 2024, Telstra committed a 
contravention of subsection 148(1) of the Telecommunications (Consumer Protection 
and Service Standards) Act 1999 (TCPSS Act), being a civil penalty provision (the 
contravention). 

I give Telstra this Infringement Notice (the Notice) under section 572E of the Act in 
relation to the contravention.  

In giving this Notice I have had regard to the Telecommunications (Infringement Notices) 
Guidelines 2022. 

Details of the contravention under this Infringement Notice 

It is alleged that Telstra contravened subsection 148(1) of the TCPSS Act because it 
contravened subsection 11(1) of the Telecommunications (Emergency Call Service) 
Determination 2019 (the Determination). Schedule 1 of this Notice sets out the brief 
details of the alleged contravention of the civil penalty provision. 

Penalty payable under this Infringement Notice  

In accordance with paragraph 572G(1)(b) of the Act, the penalty payable under this 
Notice is $18,780. Further detail about calculation of the penalty amount is set out in 
Schedule 1. 

Time for payment of the penalty  

The penalty should be paid within 28 days after the day on which this Notice is given. 

The penalty should be paid to the ACMA, on behalf of the Commonwealth, into the 
account below within 28 days of the Notice being given.  

Please include the narration ‘Telstra 106 – NIS’ with your payment.  

ABN:                                      
Financial Institution:           
Branch:                                
BSB:                                   
Account No:                       
Account Name:                     
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SCHEDULE 1 

 

DETAILS OF ALLEGED CONTRAVENTION OF CIVIL PENALTY PROVISION 

 

In accordance with section 572F of the Act, brief details of the alleged contravention are 
set out below. 

1. Background 

1.1. Telstra is a registered company under the Corporations Act 2001, with a 
registered office at Level 41, 242-282 Exhibition Street, Melbourne, VIC 3000. 

1.2. The Determination imposes requirements on carriers and carriage service 
providers (CSPs) in relation to access, carriage handling and transfer of calls to 
the emergency call service.  

1.3. The Determination is made under subsection 147(1) of the TCPSS Act.  

1.4. Carriers and CSPs are required to comply with the Determination under 
subsection 148(1) of the TCPSS Act. Section 68 of the Act also requires carriers 
to comply with carrier licence conditions. Carrier licence conditions include a 
requirement for carriers to comply with the Act, including the TCPSS Act. 

1.5. At the time of the contravention, Telstra was a carrier because it holds a carrier 
licence in relation to a network unit under the Act. Therefore, Telstra, as the 
carrier, must comply with the Determination. 

1.6. Telstra is a carrier and CSP providing Concentrix Services Pty Ltd1 with a 
Session Initiated Protocol (SIP) trunk service to support the emergency call 
service for the 106 emergency service number. 

2. Matters giving rise to the Notice 

2.1. On 5 and 6 July 2024, Telstra disabled the 106 emergency service as part of 
migration activity as it mistakenly migrated the production services for the 106 
emergency number instead of migrating the test service (known as the  
service). 

2.2. On 20 August 2024, the ACMA commenced an investigation under section 510 
of the Act into Telstra’s compliance with the Determination, the Act and the 
TCPSS Act in relation to the disruption. 

3. Details of the contravention 

3.1. Subsection 11(1) of the Determination requires carriers and CSPs to maintain, as 
far as practicable, the proper and effective functioning of their controlled 
networks and their controlled facilities that are used for the carriage of 
emergency calls to the emergency call service.  

3.2. The ACMA’s investigation found that on 5 and 6 July 2024, Telstra failed to 
identify that it was working on the production environment rather than the test 
environment before undertaking its migration activities. In addition, Telstra failed 
to take practicable steps to ensure that the SIP trunk service for the 106-

 
1 Concentrix is the Emergency Call Person 106 which is the national emergency telephone number for 
callers who have hearing or speech impairment 
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emergency number was maintained with an appropriate change management 
process, operational documentation and visibility of any adverse impacts. 

3.3. I therefore have reasonable grounds to believe that on 5 and 6 July 2024, Telstra 
contravened subsection 11(1) of the Determination. 

3.4. In contravening the Determination, it is alleged that Telstra also contravened 
subsection 148(1) of the TCPSS Act. Subsection 148(1) of the TCPSS Act is a 
civil penalty provision for the purposes of section 572E of the Act (see 
subsections 148(4) of the TCPSS Act and 572E(9) of the Act). 

4. The amount of the penalty 

4.1. The total penalty specified in the Notice is $18,780, calculated in accordance 
with section 572G of the Telecommunications Act, as set out in Table 1 below.  

Table 1: Penalties for alleged contravention of subsection 148(1) of the TCPSS Act 

Provision of the 
Determination 

Number of alleged 
contraventions of 
subsection 148(1)  

Total penalty 
units2 

Penalty3 

Subsection 11(1) 1 60 $18,780 

Total 1 60 $18,780 

 

 
2 The penalty is 60 penalty units per contravention in accordance with paragraph 572G(1)(b) of 
the Act. 
3 At the time of the alleged contravention, the amount of a penalty unit was $313, as set by section 
4AA of the Crimes Act 1914. The penalty is therefore calculated using the number of penalty units 
x $313 (amount per penalty unit). 




