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OFFICIAL

Further to the below, I’ve attached for your information correspondence we sent to
Communications Alliance yesterday. As outlined in the letter, we intend to provide some further
comments on the 17 November draft TCP Code package in the coming weeks.

Craig Riviere <Craig.Riviere@acma.gov.au>
Subject: RE: This morning's ACCC/ACMA catch up [SEC=OFFICIAL]

CAUTION: This email originated from outside of the organisation. Do not click links or open
attachments unless you recognise the sender and know the content is safe.
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ACCC

AUSTRALIAN COMPETITION
& CONSUMER COMMISSION

Contact officer: Tara Morice
Contact phone: 02 9230 3857

30 November 2023

John Stanton

CEO

Communications Alliance
PO Box 444

MILSONS POINT NSW 1565

Dear Mr Stanton

Re: Australian Competition and Consumer (ACCC) initial comments on November 2023
draft Telecommunications Consumer Protections Code package

We refer to the package provided to the Telecommunications Consumer Protections Code
(TCP Code) Review Committee on 17 November 2023, the Review Committee meeting on
28 November, and Communications Alliance’s request for written feedback by 30 November
2023.

We welcome the opportunity to comment, however, unfortunately in view of the very limited
time between the meeting and the deadline for written feedback, it will not be possible to
provide detailed comments in the time available. Accordingly, to the extent that views of the
Review Committee are required by 30 November, this letter should be taken to represent the
ACCC's response.

Proposed Outcomes, Expectations and Rules

We note the position and issue papers provided on a range of topics, including the six areas
of concern identified by the ACMA (other than financial hardship assistance):

e Responsible selling

¢ Vulnerable customers

e Domestic and family violence

e Scope and application of the Code

e Code structure, measurements of success and reporting
e Accessibility

e Credit/debt management

e Credit assessments

o Customer service

e Essential information during the sales process
e Languages and translation services

e Mobile network coverage





e Payment methods

While some of the position papers propose specific draft wording for the 2024 TCP Code,
others are less clear regarding the Drafting Committee’s intentions. This lack of clarity limits
the ACCC's ability to provide the feedback requested.

In our further response, we will not touch on the provided sample rules drafting, as we
understand this drafting is subject to change. This is unfortunate given the potential for the
detailed drafting to either support or diminish the proposed approaches.

As discussed at the 28 November 2023 Review Committee meeting, our further written
comments will consider the outcomes and expectations of each chapter, as set out in the
draft 2024 TCP Code outline. We will also consider the consumer issues and proposed
approaches as outlined in each of the position papers.

Code as a whole

We note the provided papers do not allow the opportunity to consider the proposed TCP
Code content as a whole. Whilst we acknowledge provision of the Code outline document,
the absence of detailed drafting inhibits the ability to consider how the provisions will
interact with each other. As we have indicated throughout the process, being able to
consider how the proposed Code content fits together is critical to the ACCC'’s ability to
support (or not support, as the case may be) the proposed TCP Code more generally.

Subject to these limitations and caveats, the ACCC will endeavour to provide
Communications Alliance detailed written comments over the coming weeks. We note as a
general comment that whilst a number of the proposed approaches represent positive steps
forward, others fall short of delivering on the feedback provided by the Review Committee
and, more importantly, effective solutions to long standing consumer problems.

Finally, we reiterate, as emphasised at the 28 November 2023 Review Committee meeting,
that the Drafting Committee position papers should not be represented by Communications
Alliance as reflecting the views of the Review Committee.

If you have any questions or wish to discuss in the meantime, please contact Tara Morice,
General Manager of Mobiles, Transmission and Consumer Branch, at 02 9230 3857 or by
email to tara.morice@accc.gov.au.

Yours sincerely

Catriona Lowe
Deputy Chair
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The ACCC acknowledges the traditional owners and custodians of Country throughout Australia and recognises their continuing
connection to the land, sea and community. We pay our respects to them and their cultures; and to their Elders past, present and

future.
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IMPORTANT: This email from the Australian Competition and Consumer Commission
(ACCC), and any attachments to it, may contain information that is confidential and may
also be the subject of legal, professional or other privilege. If you are not the intended
recipient, you must not review, copy, disseminate, disclose to others or take action in
reliance on, any material contained within this email. If you have received this email in
error, please let the ACCC know by reply email to the sender informing them of the mistake
and delete all copies from your computer system. For the purposes of the Spam Act 2003,
this email 1s authorised by the ACCC www.accc.gov.au

NOTICE: This email message is for the sole use of the intended recipient(s)
and may contain confidential and privileged information. Any unauthorized
review, use, disclosure or distribution is prohibited. If you are not the
intended recipient, please contact the sender by reply email and destroy all
copies of the original message.
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Dear Mr Stanton

Re: Australian Competition and Consumer (ACCC) initial comments on November 2023
draft Telecommunications Consumer Protections Code package

We refer to the package provided to the Telecommunications Consumer Protections Code
(TCP Code) Review Committee on 17 November 2023, the Review Committee meeting on
28 November, and Communications Alliance’s request for written feedback by 30 November
2023.

We welcome the opportunity to comment, however, unfortunately in view of the very limited
time between the meeting and the deadline for written feedback, it will not be possible to
provide detailed comments in the time available. Accordingly, to the extent that views of the
Review Committee are required by 30 November, this letter should be taken to represent the
ACCC's response.

Proposed Outcomes, Expectations and Rules

We note the position and issue papers provided on a range of topics, including the six areas
of concern identified by the ACMA (other than financial hardship assistance):

e Responsible selling

Vulnerable customers

e Domestic and family violence

e Scope and application of the Code

e Code structure, measurements of success and reporting
e Accessibility

e Credit/debt management

e Credit assessments

o Customer service

e Essential information during the sales process

e Languages and translation services

¢ Mobile network coverage



e Payment methods

While some of the position papers propose specific draft wording for the 2024 TCP Code,
others are less clear regarding the Drafting Committee’s intentions. This lack of clarity limits
the ACCC's ability to provide the feedback requested.

In our further response, we will not touch on the provided sample rules drafting, as we
understand this drafting is subject to change. This is unfortunate given the potential for the
detailed drafting to either support or diminish the proposed approaches.

As discussed at the 28 November 2023 Review Committee meeting, our further written
comments will consider the outcomes and expectations of each chapter, as set out in the
draft 2024 TCP Code outline. We will also consider the consumer issues and proposed
approaches as outlined in each of the position papers.

Code as a whole

We note the provided papers do not allow the opportunity to consider the proposed TCP
Code content as a whole. Whilst we acknowledge provision of the Code outline document,
the absence of detailed drafting inhibits the ability to consider how the provisions will
interact with each other. As we have indicated throughout the process, being able to
consider how the proposed Code content fits together is critical to the ACCC'’s ability to
support (or not support, as the case may be) the proposed TCP Code more generally.

Subject to these limitations and caveats, the ACCC will endeavour to provide
Communications Alliance detailed written comments over the coming weeks. We note as a
general comment that whilst a number of the proposed approaches represent positive steps
forward, others fall short of delivering on the feedback provided by the Review Committee
and, more importantly, effective solutions to long standing consumer problems.

Finally, we reiterate, as emphasised at the 28 November 2023 Review Committee meeting,
that the Drafting Committee position papers should not be represented by Communications
Alliance as reflecting the views of the Review Committee.

Yours sincerely

Catriona Lowe
Deputy Chair





