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[bookmark: _Toc212797817]Part 1—Preliminary
[bookmark: _Toc212797818]1  Name
[bookmark: BKCheck15B_3]		This Determination is the Telecommunications (Emergency Call Service) Determination 2019.
[bookmark: _Toc212797819]3  Authority
		This Determination is made under subsection 147(1) of the Telecommunications (Consumer Protection and Service Standards) Act 1999. 
[bookmark: _Toc212797820]5  Purpose and objects
	(1)	For subsection 147(1) of the Act, this Determination imposes requirements on:
	(a)	carriers; 
	(b)	carriage service providers;
	(c)	emergency call persons; 
		in relation to emergency call services.
	(2)	The objects of this Determination are to:
(a)		ensure that the highest levels of access, integrity and service continuity of the emergency call service are maintained;
(b)	ensure that controlled networks and controlled facilities are able to successfully carry emergency calls to the emergency call service; 
(c)		ensure that a carriage service provider, as far as practicable, carries emergency calls in a way that would give an end user of an emergency telephone service the appearance of a single national emergency call system; and
(d)	ensure that customers who are supplied with an emergency telephone service can make an emergency call.
Note:	To achieve these objects this Determination includes provisions which require:
	(a)	carriers, carriage service providers and emergency call persons to detect and prevent high volumes of non-genuine calls to the emergency call service (see Divisions 2.5 and 3.3);
	(b)	carriers, carriage service providers and emergency call persons to supply the most precise location information available for emergency calls to the emergency call service (see Divisions 2.3 and 3.4);
	(c)	carriers, carriage service providers and emergency call persons to coordinate communications where there is a disruption to the emergency call service (see Divisions 2.4 and 3.5); 
	(d)	carriers and carriage service providers to take measures to ensure mobile phones are able to access the emergency call service and calls are delivered to the emergency call person for 000 and 112 (see Part 4 and Division 5.1);
	(e)	carriers to provide and share information during an outage and prior to proposed changes to operations or networks that will impact the delivery of calls to the emergency call person for 000 and 112 (see Divisions 5.2 and 5.3); and
	(f)	carriers, carriage service providers and the emergency call person for 000 and 112 to follow protocols during and after a major outage (see Part 6 and Schedule 1).
[bookmark: _Toc212797821]6  Definitions
		In this Determination, unless the contrary intention appears:
ABS Remoteness Structure means the Remoteness Structure described as such in the Australian Statistical Geography Standard, Edition 3, July 2021-June 2026, published by the Australian Bureau of Statistics.
	Note:	The Australian Statistical Geography Standard (ASGS) divides Australia into five classes of remoteness. The ASGS is available, free of charge, on the website of the Australian Bureau of Statistics, and could, at the time of the making of this instrument, be accessed at the following website: www.abs.gov.au/statistics/standards/australian-statistical-geography-standard-asgs-edition-3/latest-release.
Act means the Telecommunications (Consumer Protection and Service Standards) Act 1999.
Alternate Address Flag means the field in the IPND that provides information about whether the physical location of an end‑user may reliably be taken to be at the service address provided to the IPND Manager for the service.
announcement for Caller No Response Calls means a pre‑recorded voice announcement that:
	(a)	asks the end‑user to dial or press ‘55’ if the end‑user requires emergency assistance; and 
	(b)	if played in full, repeats the request described in paragraph (a) three times. 
announcement for emergency calls means a pre‑recorded voice announcement that advises the end‑user that they have made a call to an emergency call service.
announcement for non‑emergency contacts means a pre‑recorded voice announcement that explains how to find any person’s or organisation’s telephone number.
announcement for number check means a pre‑recorded voice announcement that advises the end‑user to check the number.
announcement for State and Territory emergency services means a pre‑recorded voice announcement that includes:
	(a)	an explanation that a State or Territory emergency service cannot be contacted through the emergency call service; and 
	(b)	information on how to contact a State or Territory emergency service. 
		business day means a day other than a Saturday, a Sunday or a public holiday in the place concerned.
Caller No Response Call means a call made to an emergency service number by an end‑user who, when asked at least twice by the call‑taker if police, fire or ambulance is required, has not responded, or has not indicated in another way, that police, fire or ambulance is required.
call‑taker means an individual who responds to a call made to an emergency service number on behalf of:
	(a)	the emergency call person for 000 and 112; or  
	(b)	the emergency call person for 106. 
Note:	The emergency service numbers are defined by section 466 of the Telecommunications Act 1997. At the commencement of this Determination, the emergency service numbers were 000, 106 and 112.
common system means the processing system used by the emergency call person for 000 and 112 and the emergency call person for 106 to identify the relevant emergency service organisation to which an emergency call should be transferred and to transfer an emergency call to that emergency service organisation with the required information about the caller.
core network means the part of the telecommunications network that is not the customer access network. 
customer access network means that part of the telecommunications network that allows end-users to connect to the local switch, base station, node or exchange.
default CLI means the default calling line identification (CLI) for a call that is provided by the telecommunications network from which the call originated, where:
(a) there is no CLI associated with the call; or 
(b) the CLI associated with the call has been replaced with another CLI in accordance with the Industry Guideline.
denial of service attack means an attack or attempted attack on a telecommunications network involving the use of Internet traffic (or packets) to deny end-users access to the emergency call service.
Disruption Protocols means the protocols set out in Schedule 1. 
disruption to the emergency call service means the situation where due to an incident or series of incidents, an emergency call person is unable to answer, handle or transfer an emergency call.
Note:	An ECS disablement event is an example of an incident that can lead to a disruption to the emergency call service. 
[bookmark: _Hlk11163131]diversity means ensuring that a telecommunications network has two or more independent connections that:
	(a)	route between any two points over more than one geographic or physical path; and
	(b)	have no common points of connection along the way, with the exception of the end points.
ECS disablement event means an incident (whether deliberate or not) that results in a disruption to the emergency call service and may include: 
	(a)	unauthorised impairment of communications; 
	(b)	equipment programming errors which result in a high volume of non-genuine calls being made to the emergency call service; or
	(c)	a denial of service attack. 
emergency call means a call made to an emergency service number, during which a response is sought from an emergency service organisation to deal with a time‑critical event:
	(a)	that is perceived to threaten life; or   
	(b)	that the organisation is established to respond to. 
emergency call camp on functionality means the mobile phone-initiated function that enables a mobile phone end-user, in cases where the end-user cannot access the emergency call service using the end-user’s usual carrier’s mobile network, to access another carrier’s mobile network that is available and within range to connect the end-user’s mobile phone to the emergency call service.
	Note:	Emergency call camp on functionality may occur when an end-user’s mobile phone is out of range from its usual carrier’s mobile network or the end-user’s usual carrier’s mobile network is unavailable for some other reason.  
emergency call person for 000 and 112 means the emergency call person who is the recognised person who operates an emergency call service for the emergency service numbers 000 and 112.
Note:	At the commencement of this Determination, the emergency call person for 000 and 112 was Telstra.
emergency call person for 106 means the emergency call person who is the recognised person who operates an emergency call service for the emergency service number 106.
Note:	At the commencement of this Determination, the emergency call person for 106 was Concentrix Services Pty Ltd (ACN 166 171 991).
emergency registration means the process by which a mobile device attaches to a public mobile telecommunications network for the purpose of making an emergency call to the emergency service number 000 or 112.
emergency service organisation has the meaning given by subsection 147(11) of the Act.
emergency telephone service means any of the following:
	(a)	a standard telephone service; 
	(b)	a public mobile telecommunications service: 
	(i)	that is not a standard telephone service; 
	(ii)	that enables the carriage of an emergency call; and 
	(iii)	for which the customer equipment used to make the call does not provide a unique customer identifying number to the carriage service provider.
end‑user’s State or Territory means the State or Territory from which the call is being made, according to the information available to the call‑taker.
exempt satellite service means a satellite service that:
	(a)	is supplied to a non-handheld satellite device; 
	(b)	is a satellite service supplied by means of a satellite owned, controlled or operated by Inmarsat Global Limited (incorporated in the United Kingdom); and 
	(c)	is not supplied in fulfilment of the universal service obligation. 
Note:	The expression universal service obligation has the meaning given by section 9 of the Act.
financial hardship customer has the same meaning as in the Telecommunications (Financial Hardship) Industry Standard 2024. 
fixed broadband gateway means a device that connects an in-premises broadband modem using a SIM as a backup to fixed broadband supply or a fixed wireless access point.
fixed local service means a carriage service that:
	(a)	is supplied by a carriage service provider; 
	(b)	is capable of voice telephony; 
	(c)	is supplied for receiving incoming calls wholly, or principally, at one fixed location which can be identified, from the number called, by the provider of the carriage service used to make the call; and
	(d)	is located at either: 
	(i)	a switching facility; or
	(ii)	the premises occupied or used by a customer. 
Industry Guideline means:
	(a)	the guideline titled G557:2026 Location Information for Emergency Calls (G557:2014),, published by CommunicationsAustralian Telecommunications Alliance Ltd; or 
	(b)	a replacement industry guideline published by Communications Alliance Ltd that replaces. 
Note:	At the time of making the Telecommunications (Emergency Call Service) Amendment Determination 2026 (No.1), the guideline mentioned in paragraph (a) consisted of seven Parts and a copy of that guideline could be obtained, free of charge, from Australian Telecommunications Alliance Ltd’s website: www.austelco.org.au. 
internet of things data-only service means a carriage service that:
	(a)	is only accessible on a carriage service provider’s network;
	(b)	is used for consumer and enterprise connected internet of things devices and applications; and
	(c)	only requires access to data (internet protocol and non-internet protocol) services.
internet of things devices means devices and objects with sensors, processing ability, software or other technologies that connect and exchange data with other devices and systems over the internet or other communication networks.
IPND means:
	(a)	the Integrated Public Number Database provided and maintained by Telstra Limited in accordance with a condition of its carrier licence; or	
	(b)	if the Minister has determined, under subsection 472(1) of the Telecommunications Act 1997, that a specified person other than Telstra Limited is to provide and maintain an integrated public number database — that database. 
		IPND Manager means:
	(a)	Telstra Limited; or
	(b)	if the Minister has determined, under subsection 472(1) of the Telecommunications Act 1997, that a specified person other than Telstra Limited is to provide and maintain an integrated public number database — that person. 
major outage means any unplanned adverse impact to a telecommunications network used to supply relevant carriage services to end-users that:
	(a)	results in an end-user being unable to establish and maintain a relevant carriage service; and
	(b)	affects, or is likely to affect:
	(i)	100,000 or more services in operation; or
	(ii)	all relevant carriage services provided by a carrier or carriage service provider in a State or Territory; and
	(c)	is expected to be, or is, of a duration longer than 60 minutes. 
Note:	In relation to paragraph (a), an end-user is unable to establish and maintain a relevant carriage service if the end-user is unable to use the service in the way it is ordinarily able to be used.
For example, in the case of a relevant carriage service that is a standard telephone service, an end-user is unable to establish and maintain the service if the end-user is unable to use the service to make a call (including a call to an emergency service number) successfully.
material change means a change to the scale, geographic area, number or type of relevant carriage services impacted or expected time of restoration of the relevant carriage services affected by a major outage or significant local outage, that is likely to result in a significant increase or decrease in the severity of the outage, or in the time taken to restore the relevant carriage services affected by the outage. 
mobile base station means a base station in a mobile network in a fixed location, equipped with one or more antennae, that transmits and receives signals between mobile networks and mobile phones.
mobile network means a telecommunications network that is used principally to supply public mobile telecommunications services.
mobile phone includes a handheld mobile device that is capable of voice communications when connected to, or intended for use in connection with, a mobile network but does not include a device which is capable of using a mobile network that is not ordinarily considered to be a mobile phone such as: 
	(a)	fixed broadband gateways;
	(b)	internet of things devices; 
	(c)	personal alert devices; 
	(d)	smartwatches; or
	(e)	tablets.
most precise location information available means the most precise location information that a carriage service provider, carrier or emergency call person has available, about the geographic or physical location of the customer equipment from which an emergency call originated, which includes, at a minimum, the location information specified in the Industry Guideline. 
Note:	The Industry Guideline providesdescribes different types of location information about emergency calls. 
For example, at the types of most precisetime of making the Telecommunications (Emergency Call Service) Amendment Determination 2026 (No. 1), the Industry Guideline included the following types of location information that may be available. about emergency calls: 
(a)	Standardised Mobile Service Area;
(b)	Push Mobile Location Information;
(c)	Advanced Mobile Location. 
National Emergency Management Agency means the body known as the National Emergency Management Agency established by the Order to Establish the National Emergency Management Agency as an Executive Agency.
Note:	The Order to Establish the National Emergency Management Agency as an Executive Agency was an order made under section 65 of the Public Service Act 1999 and can be accessed, free of charge, at https://www.legislation.gov.au. 
non-genuine call means a call made to an emergency service number that:
	(a)	is not an emergency call; and
	(b)	includes but is not limited to: 
	(i)	calls that are vexatious, menacing, harassing, or offensive;
	(ii)	accidental calls or misdials; 
	(iii)	a call intended by the person making the call to induce a false belief that an emergency exists; or
	(iv)	calls resulting from an ECS disablement event. 
non-genuine emergency registration means an emergency registration or attempted emergency registration that is not for the purpose of making an emergency call to the emergency service number 000 or 112.
non-handheld satellite device means customer equipment that is:
	(a)	designed for use in connection with the supply of a satellite service; and 
	(b)	capable of operating only when connected to other customer equipment, other than a SIM. 
payment assistance policy means a policy established by a carriage service provider under section 7 of the Telecommunications (Financial Hardship) Industry Standard 2024.
personal alert devices means wearable devices that can be activated to communicate wirelessly with an alarm monitoring company or other programmed phone numbers to summon help in the event of an emergency.
public payphone means a public telephone that is managed by a carrier or a carriage service provider and is located in a public place, but does not include a public telephone that is located in a public place and is leased to a person by a carrier or a carriage service provider.
public place means a place to which the public usually has access including a place where access is restricted during certain hours or certain days of the week, but does not include:
	(a)	a place to which a person (other than the Commonwealth, a State or a Territory) is entitled to deny the public entry; or 
	(b)	a vehicle, vessel, aircraft or other means of transport. 
quarter means a period of 3 months starting on 1 January, 1 April, 1 July or 1 October in a year.
[bookmark: _Hlk11163144]redundancy means ensuring that a telecommunications network has an alternative path or paths for network communication, to ensure the continuity of network services.
regional Australia means the area classified as Inner Regional Australia or Outer Regional Australia under the ABS Remoteness Structure. 
relevant answering point means:
	(a)	for a call to the emergency service number 000 or 112, the point in the network of the emergency call person for 000 and 112, after the point at which the announcement for emergency calls is played, at which a call‑taker is able to respond to the call; and 
	(b)	for a call to the emergency service number 106, the point in the network of the emergency call person for 106, after the point at which the announcement for emergency calls is played, at which a call‑taker is able to respond to the call. 
relevant carriage service means a carriage service, excluding an internet of things data-only service. 
Note:	This definition covers different types of carriage services, including standard telephone services and other carriage services that are emergency telephone services.
relevant termination point means:
	(a)	for a call to the emergency service number 000 or 112, the point in the network of the emergency call person for 000 and 112 reasonably specified by that person as the point to which a call using a particular type of carriage service must be carried; and 
	(b)	for a call to the emergency service number 106, the point in the network of the emergency call person for 106 reasonably specified by that person as the point to which a call using a particular type of carriage service must be carried.
remote Australia means the area classified as Remote or Very Remote Australia under the ABS Remoteness Structure.
replacement industry guideline means a guideline, published by Australian Telecommunications Alliance Ltd, that is expressed to replace the whole of the guideline titled G557:2026 Location Information for Emergency Calls.
Note 1:	A replacement of a part of G557:2026 Location Information for Emergency Calls (rather than the whole of that guideline) is an amendment of that guideline. 
Note 2:	This definition does not apply to a guideline that replaces a replacement industry guideline. 
satellite service means a carriage service where customer equipment used in connection with the supply of the service communicates directly with a satellite‑based facility.
Note:	A satellite service may be used to provide a fixed or public mobile telecommunications service to an end‑user.
service address means the address supplied by a customer to their carriage service provider and required to be given to the IPND Manager by the carriage service provider in compliance with Part 4 of Schedule 2 to the Telecommunications Act 1997.
services in operation means relevant carriage services that are: 
	(a)	connected to a telecommunications network, or would, but for a major outage or a significant local outage, be connected to a telecommunications network; and
	(b)	provided to an end-user under an arrangement between a carriage service provider and the end-user.
significant local outage means any unplanned adverse impact to a telecommunications network used to supply a relevant carriage service to end-users, that: 
	(a)	results in an end-user being unable to establish and maintain a relevant carriage service; and
	(b)	affects, or is likely to affect:
	(i)	1,000 or more services in operation in regional Australia; or
	(ii)	250 or more services in operation in remote Australia; and
	(c)	is expected to be, or is of a duration longer than:
	(i)	if the affected services in operation are in regional Australia – 6 hours; or
	(ii)	if the affected services in operation are in remote Australia – 3 hours; and
	(d)	is not a major outage. 
Note:	In relation to paragraph (a), an end-user is unable to establish and maintain a relevant carriage service if the end-user is unable to use the service in the way it is ordinarily able to be used.
For example, in the case of a relevant carriage service that is a standard telephone service, an end-user is unable to establish and maintain the service if the end-user is unable to use the service to make a call (including a call to an emergency service number) successfully.
SIM means a subscriber identity module.
SMS means short message service. 
State or Territory emergency service means any of the following services established under a law of a State or Territory:
	(a)	the State Emergency Service of New South Wales; 
	(b)	the Victoria State Emergency Service;
	(c)	the State Emergency Service of Queensland;	 
	(d)	the Department of Fire and Emergency Services Western Australia; 
	(e)	the South Australian State Emergency Service; 
	(f)	the State Emergency Service of Tasmania;
	(g)	the ACT State Emergency Service; or
	(h)	the part of the Northern Territory Fire and Rescue Service that is not an emergency service organisation.
unsuccessful emergency call means an emergency call made by an end-user where the call was not carried to the relevant termination point or the relevant answering point, as the case may be. 
welfare check means the process of checking on the safety and well-being of an end-user including, at a minimum:
(a) if the end-user made an unsuccessful emergency call using an emergency telephone service:
(i) attempting to contact the end-user by phone; and 
(ii) if the phone call is unsuccessful, referring the matter to the police force or service in the State or Territory in which the end-user is located; or
(b) if the end-user made an unsuccessful emergency call using a public mobile telecommunications service:
(i) sending an SMS (first SMS) to the end-user requesting that the end-user respond in the manner prescribed in the message; 
(ii) if no response is received to the first SMS within a reasonable time after the message is sent, sending another SMS (second SMS) containing the same information as the first SMS; and
(iii) if no response is received to the second SMS within a reasonable time after the message is sent, referring the matter to a police force or service in the State or Territory in which the end-user is located.
wilt, in relation to a mobile base station, means to prevent the mobile base station providing any connectivity to a mobile phone via that base station.
Note:	A number of expressions used in this Determination are defined in section 7 of the Telecommunications Act 1997, and are incorporated into the Act by subsection 5(1) of the Act, including: 
(a)	access (in relation to an emergency call service);
(b)	ACMA; 
(c)	carriage service; 
(d)	carriage service provider; 
(e)	carrier; 
(f)	controlled carriage service; 
(g)	controlled facility; 
(h)	controlled network; 
(i)	customer equipment; 
(j)	emergency call person; 
(k)	emergency call service; 
(l)	emergency service number; 
(m)	Home Affairs Department 
(n)	public mobile telecommunications service; 
(o)	public number; 
(p)	recognised person who operates an emergency call service; 
(q)	standard telephone service; 
(r)	telecommunications network; 
(s)	Telstra;
(t)	Telstra Limited.
[bookmark: _Toc212797822][bookmark: _Toc454781205]7  References
		In this Determination, unless the contrary intention appears: 
	(a)	a reference to any other legislative instrument is a reference to that other legislative instrument as in force from time to time; and 
	(b)	a reference to any other kind of instrument is a reference to that other instrument as in force from time to time.
Note 1:	For references to Commonwealth Acts, see section 10 of the Acts Interpretation Act 1901; and see also subsection 13(1) of the Legislation Act 2003 for the application of the Acts Interpretation Act 1901 to legislative instruments.
Note 2:	All Commonwealth Acts and legislative instruments are registered on the Federal Register of Legislation. 
Note 3:	For paragraph (b), see subsection 147(8) of the Act and section 589 of the Telecommunications Act 1997. 
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[bookmark: _Toc212797823]Part 2—Requirements for carriers and carriage service providers
[bookmark: _Toc289936191]
[bookmark: _Toc212797824]Division 2.1		General requirements
	[No changes proposed to this Division]

[bookmark: _Toc212797829][bookmark: _Toc289936192]Division 2.2	Access to emergency call services and carriage of emergency calls 
[bookmark: _Toc212797830][bookmark: _Toc289936193]Subdivision A		Giving end-users access to the emergency call service

[bookmark: _Toc212797838][bookmark: _Toc289936204][bookmark: _Toc289936202][bookmark: _Toc289936201]
[No changes proposed to this Subdivision]
Subdivision B		Carriage of emergency calls
[bookmark: _Toc212797839]19  Carriage service provider and carrier must ensure an emergency call is carried to the relevant termination point 
	(1)	Subject to subsection (3), a carriage service provider who supplies an emergency telephone service other than an exempt satellite service must ensure that an emergency call made using the service is carried to the relevant termination point for the call:
	(a)	on the provider’s telecommunications network; or
	(b)	if the provider’s telecommunications network does not allow direct delivery to the relevant termination point for the call— by another telecommunications network.
	(2)	Subject to subsections (3) and (4), a carrier must ensure that its controlled networks and controlled facilities are configured to carry an emergency call on its network to the relevant termination point for the call.
	(3)	Subsections (1) and (2) do not apply if a matter beyond the control of the carriage service provider or carrier materially and adversely affects the provider’s or carrier’s technical ability to carry the emergency call to the relevant termination point. 
Note:	An example of a matter that may be beyond the carrier’s control includes a failure of a controlled network or controlled facility because of non-genuine emergency registrations on a mobile network where reasonable measures have been taken to minimise the impact of such registrations. Other examples of matters that may be beyond the provider’s control are described in the note to subsection 12(2). 
	(4)	Subsection (2) does not require a carrier to configure its controlled networks and controlled facilities to carry emergency calls is made from a mobile phones that areis not configured to be able tocapable of accessing the emergency call service.  
	

[No changes proposed to the remainder of this Part]

OFFICIAL

Part 2—Requirements for carriers and carriage service providers

Section 19

Part 2—Requirements for carriers and carriage service providers
OFFICIAL

Section 19


OFFICIAL

Telecommunications (Emergency Call Service) Determination 2019
	Marked up version showing proposed amendments
	Draft for consultation only	2
Telecommunications (Emergency Call Service) Determination 2019OFFICIAL

	DRAFT FOR CONSULTATION	2
[bookmark: _Toc212797862]Part 3—Requirements for emergency call person
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Section 19
[No changes proposed to this Part] 
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[bookmark: _Toc212797896]Part 4—Other requirements for carriers and carriage service providers in relation to emergency calls made on a mobile phone
[bookmark: _Toc212797897]61  Application of Part
		This Part applies to:
	(a)	a carriage service provider that supplies, or will supply, a carriage service that enables end-users to access the emergency call service on a mobile phone; and
	(b)	a carrier whose mobile network is used by a carriage servicerservice provider that supplies, or will supply, a carriage service that enables end-users to access the emergency call service on a mobile phone.  
	 
[bookmark: _Toc212797898]62  Interpretation
		In this Part:
able to access the emergency call service, in relation to a mobile phone that is attempting to access the emergency call service using a provider’s own mobile network, means that the mobile phone is able to access the emergency call service using both:
	(a)	the provider’s own mobile network; and
	(b)	if the provider’s own mobile network is unavailable, the mobile network of other carriers or carriage service providers who supply carriage services to the public. 
commencement day means the day that this Part 4 commences.  
non-current customer means a person who is:
	(a)	a customer of, in relation to a carriage service provider; and 
	(b)	, means a person who is not obtaining carriage services from the carriage service provider via a mobile phone. 
Note:	A non-current customer includes a prospective customer of a carriage service provider.
fixed broadband gateway means a device that connects an in-premises broadband modem using a SIM as a backup to fixed broadband supply or a fixed wireless access point.
mobile network of other carriage service providers includes the mobile network of a carrier.		
non-current customer means a person who is not a current customer of a carriage service provider.
non‑remediable mobile phone means a mobile phone that is unable to access the emergency call service and cannot be remediated.  
provider’s own mobile network, in relation to a carriage service provider, means:
	(a)	a mobile network owned by the carriage service provider; or 
	(b)	a mobile network that the carriage service provider uses to supply a service that enables end-users to access the emergency call service on a mobile phone.
remediable mobile phone means a mobile phone that is unable to access the emergency call service, but can be remediated so as to be able to access the emergency call service. 
remediate, in relation to a mobile phone, means to take one or more remediation steps so that the phone is able to access the emergency call service. 
remediation steps, in relation to a mobile phone, means one or more actions that, if completed, are expected to remediate the phone, including (without limitation):
	(a)	installing or applying a software update, firmware update or carrier settings update; 
	(b)	updating or changing the configuration of the phone; 
	(c)	changing a device setting;
	(d) 	provisioning, enabling, updating or changing a network feature, service or configuration relevant to emergency calling; or
	(e)	any other action of a similar kind.
Note:	The remediation steps may be undertaken by an end-user, carrier, carriage service provider or phone manufacturer. 
requests supply of includes an attempt by an end-user-user’s mobile phone  to connect to a provider’s own mobile network using a mobile phone.  
section 68 initial notification: see subsection 68(4). 
unable to access the emergency call service, in relation to a mobile phone that is attempting to access the emergency call service using a provider’s own mobile network, means that the mobile phone is unable to access the emergency call service using either: 
	(a)	the provider’s own mobile network; or 
	(b)	if the provider’s own mobile network is unavailable, the mobile network of other carriers or carriage service providers who supply carriage services to the public.  
[bookmark: _Toc212797899]63  Requirement to enable anotify and assist other carriers and carriage service provider to comply with its obligations under Part 4providers - carriers
			(1)	If a carrier identifies or becomes aware that a particular make and model of mobile phone that is attempting to access the carrier’s mobile network is unable to access the emergency call service, the carrier must, as soon as practicable after so identifying or becoming aware, notify:
	(a)	all other carriers who operate mobile networks; and
	(b)	any carriage service providers using the carrier’s mobile network to provide carriage services to the public,
that the mobile phone is unable to access the emergency call service.    
	(2)	Without limiting subsection (1), aA carrier must also do everything reasonably necessary to ensure that a carriage service provider using the carrier’s mobile network to supply carriage services is able to comply with the carriage service provider’s obligations under this Part. 
	Note:	For example, if a carrier becomes aware that a mobile phone attempting to access the carrier’s mobile network is not configured to be able to access the emergency call service on either that carrier’s mobile network, or, if the carrier’s own mobile network is unavailable, another mobile network, it must notify any carriage service providers who are using the carrier’s mobile network, of that fact. 
Note:	This section is additional to the requirement in section 8 and relates specifically to the obligations in Part 4. 
[bookmark: _Toc212797900]64  Requirement to identify whether a non-current customer’s mobile phone can access the emergency call service – carriage service providers
	(1)	This section applies if an end -user:
	(a)	requests supply of carriage services from a carriage service provider using a mobile phone; and
	(b)	is a non-current customer of the carriage service provider.
	(2)	The carriage service provider must identify whether the mobile phone of the end-user is configured to be able to access the emergency call service. using both:
	(a)	the provider’s own mobile network; and 
	(b)	if the provider’s own mobile network is unavailable, the mobile network of other carriage service providers who provide carriage services to the public.  
[bookmark: _Toc212797901]65  Notification requirements and restriction on supply where a non-current customer’s mobile phone is unable to access the emergency call service – carriage service providers
	(1)	This section applies if a carriage service provider has identified, under subsection 64(2), that a mobile phone used by an end-user is who requests supply of carriage services from the carriage service provider to access the provider’s service not configured to be ableunable to access the emergency call service using both:. 
	(a)	the provider’s own mobile network; and
	(b)	in circumstances where the provider’s own mobile network is unavailable, the mobile network of other carriage service providers who provide carriage services to the public.  
	(2)	The carriage service provider must:
	(a)	notify the end-user that the mobile phone is not configured to be ableunable to access the emergency call service;
	(b)	not supply carriage services to the mobile phone; and
	(c)	provide the end-user with information about alternative mobile phones that are available, including information about alternative low cost or no cost mobile phones that can access the emergency call service.
		
[Sections 66 and 67 are proposed to be repealed]

[Sections 68 and 69 are proposed to be repealed and replaced with the following sections 68 to 69B]
[bookmark: _Toc212797905]68  Requirement to identify and notify where the mobile phone of an end-user to whom carriage services are being supplied is unable to access the emergency call service  – carriage service providers
	(1)	A carriage service provider must use its best endeavours to promptly identify whether an end-user’s mobile phone to which the provider supplies carriage services is unable to access the emergency call service.
	(2)	If the carriage service provider identifies, or otherwise becomes aware, that the mobile phone is unable to access the emergency call service, the provider must, within 5 business days of so identifying or becoming aware, give the end-user a notification that, at a minimum:
	(a)	states that the mobile phone is unable to access the emergency call service;
	(b)	if the provider knows that the mobile phone is a non-remediable mobile phone – states that the mobile phone is a non-remediable mobile phone;  
		(c)	if the provider knows that the mobile phone is a remediable mobile phone:
	(i)	states that the phone is a remediable mobile phone; 
	(ii)	provides any information about remediation steps that are available; and
	(iii)	states that the provider will give the end-user a further notification before the end of 25 days after the date of notification containing additional information about remediation steps;
	(d)	if the provider does not know whether the mobile phone is a non-remediable mobile phone or a remediable mobile phone:
	(i)	states that the provider is determining whether the mobile phone can be remediated to be able to access the emergency call service; and
	(ii)	states that the provider will inform the end-user before the end of 25 days after the date of notification, whether the mobile phone is a non-remediable mobile phone or a remediable mobile phone;
	(e)	states that the provider will cease supplying all carriage services to the mobile phone 35 days after the date of notification, if the mobile phone is still unable to access the emergency call service on that day;
	(f)	states that the end-user may obtain another mobile phone at any time; and
	(g)	includes information about alternative mobile phones that are available, including low cost or no cost mobile phones that are able to access the emergency call service.  
	(3)	If the carriage service provider does not give the notification under subsection (2) within the period specified in subsection (2), the provider must give the end-user the notification as soon as practicable after the end of that period. 
	(4)	A notification given under this section is a section 68 initial notification. 
	(5)	For the purposes of sections 69 and 69A, if a section 68 initial notification is given under subsection (3), the notification is taken to have been given at the end of the period specified in subsection (2).
69  Further notification requirements and cessation of supply where the mobile phone of an end-user to whom carriage services are being supplied is unable to access the emergency call service – carriage service providers
	(1)	This section applies if a carriage service provider gives an end-user a section 68 initial notification and the mobile phone to which the notification relates is not a remediable mobile phone. 
	(2)	If the carriage service provider:
	(a)	has not identified whether the mobile phone is a non-remediable mobile phone or a remediable mobile phone before the end of 25 days after giving the section 68 initial notification; or
	(b)	identifies, or becomes aware, within that 25-day period, that the mobile phone is a non-remediable mobile phone, 
the provider must give the end-user two separate notifications, each complying with subsection (4), no later than:
	(c)	the end of that 25-day period; and
	(d)	30 days after the section 68 initial notification was given. 
	(3)	If, at the time of giving the section 68 initial notification, the carriage service provider knows the mobile phone is a non‑remediable mobile phone, the provider must give the end‑user two separate notifications, each complying with subsection (4), no later than:
	(a)	25 days; and
	(b)	30 days,
after the section 68 initial notification was given.
	(4)	A notification given under this section must, at a minimum: 
	(a)	state that the mobile phone is a non-remediable mobile phone;
	(b)	state that the carriage service provider will cease supplying all carriage services to the mobile phone on the date specified in the section 68 initial notification (being 35 days after that notification was given) (the non-remediable mobile phone cessation date); and
	(c)	include information about alternative mobile phones that are available, including low cost or no cost mobile phones that are able to access the emergency call service.
	(5)	The carriage service provider must cease supplying all carriage services to the mobile phone on the non-remediable mobile phone cessation date, if the phone is still unable to access the emergency call service on that date. 
		Note:	See section 69B. 
	(6)	A contravention of any of subsections (2) to (4) does not affect the obligation of the carriage service provider to comply with subsection (5).  
[bookmark: _Toc212797906]69A  Further notification requirements, remediation and cessation of supply where the mobile phone of an end-user to whom carriage services are being supplied is a remediable mobile phone – carriage service providers
	(1)	This section applies if a carriage service provider gives an end-user a section 68 initial notification, and the mobile phone to which the notification relates is a remediable mobile phone. 
	(2)	If the carriage service provider:
	(a)	knows at the time the section 68 initial notification was given; or
	(b)	identifies, or becomes aware, before the end of 25 days after giving the section 68 initial notification, 
		that the mobile phone is a remediable mobile phone, the provider must, no later than the end of that 25-day period, give the end-user another notification that complies with subsection (3). 
	(3)	A notification given under subsection (2) must, at a minimum: 
	(a)	state that the mobile phone is a remediable mobile phone;
	(b)	state that remediation steps are available;  
	(c)	if the end-user is required to take any remediation steps – state that the end-user is required to take the steps and provide clear instructions for those steps; 
	(d)	if the end-user is not required to take any remediation steps – state that the end-user is not required to take any remediation steps and provide details of how and by whom the remediation steps will be undertaken; 
	(e)	state that the provider will cease supplying all carriage services to the mobile phone on the date specified in the section 68 initial notification as the date on which services will cease to be supplied (the remediable mobile phone cessation date) if, on that date, the phone is still unable to access the emergency call service;
	(f)	state that the end-user can choose to obtain another mobile phone that can access the emergency call service at any time; and
	(g)	include information about alternative mobile phones that are available, including low cost or no cost mobile phones that can access the emergency call service. 
	(4)	If the carriage service provider gives a notification under subsection (2) and the end-user is required to take one or more remediation steps, the provider must give the end-user further separate notifications at least once every 3 days until the earlier of:
	(a)	the day the end-user completes the remediation steps; and
	(b)	the remediable mobile phone cessation date. 
	(5)	Each notification given under subsection (4) must, at a minimum:
	(a)	include a reminder for the end-user to take the remediation steps;
	(b)	provide clear instructions for the steps to be taken;
	(c)	state that the carriage service provider will cease supplying carriage services to the mobile phone on the remediable mobile phone cessation date, unless the end-user completes the remediation steps; 
	(d)	state that the end-user can choose to obtain another mobile phone that can access the emergency call service at any time; and
	(e)	include information about alternative mobile phones that are available, including low cost or no cost mobile phones that can access the emergency call service. 
	(6)	If the carriage service provider gives a notification under subsection (2) and the end-user is not required to take any remediation steps, the provider must: 
	(a)	ensure that the remediation steps are undertaken as soon as practicable; and 
	(b)	give the end-user further separate notifications at least once every 3 days until the earlier of: 
	(i)	the day the mobile phone is remediated; and 
	(ii)	the remediable mobile phone cessation date.
	(7)	Each notification given under paragraph (6)(b) must, at a minimum:
	(a)	 provide an update on the progress of the remediation steps;
	(b)	state that the carriage service provider will cease supplying carriage services to the mobile phone on the remediable mobile phone cessation date, if, on that date, the phone is still unable to access the emergency call service; 
	(c)	state that the end-user can choose to obtain another mobile phone that can access the emergency call service at any time; and
	(d)	include information about alternative mobile phones that are available, including low cost or no cost mobile phones that can access the emergency call service. 
	(8)	The carriage service provider must cease supplying all carriage services to the mobile phone on the remediable mobile phone cessation date if, on that date, the phone is still unable to access the emergency call service. 
		Note:	See section 69B. 
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	(9)	A contravention of any of subsections (2) to (7) does not affect the obligation to comply with subsection (8).  
OFFICIAL

Telecommunications (Emergency Call Service) Determination 2019
	Marked up version showing proposed amendments
	Draft for consultation only	29
Telecommunications (Emergency Call Service) Determination 2019
	Marked up version showing proposed amendments
	Draft for consultation only	28
69B  Cessation of supply of carriage services	
		Despite anything in sections 68, 69 or 69A, if:
	(a)	a carriage service provider identifies, or becomes aware, that the mobile phone of an end-user to whom the provider is supplying carriage services is unable to access the emergency call service; and
	(b)	42 days after the day the provider so identifies or becomes aware, the phone is still unable to access the emergency call service, 
		the provider must cease supplying all carriage services to the phone at the end of that 42-day period.  
70  Requirement to update payment assistance policy – carriage service providers
		A carriage service provider must ensure that its payment assistance policy sets out at least one method by which financial hardship customers can receive assistance to obtain a low cost or no cost mobile phone that canis able to access the emergency call service using both:. 
	(a)	the provider’s own mobile network; and 
	(b)	if the provider’s own mobile network is unavailable, the mobile network of other carriage service providers who provide carriage services to the public.  
[bookmark: _Toc212797907]71  Exception – foreign travellers in Australia
		Sections 64, 65, 6768, 69, 69A and 6969B do not apply if a carriage service provider:
	(a)	is aware, or becomes aware, that the mobile phone is being used by an end-user who is a foreign traveller in Australia who intends to remain in Australia for a period of no longer than 90 consecutive days; and 
	(b)	has sent a notification to the mobile phone to the effect that the mobile phone is not configured to be ableunable to access the emergency call service.

[Proposed new sections 71A and 71B]
71A  Exception – temporary loss of access
A carrier or carriage service provider is not required to comply with the requirements in sections 63, 64, 65, 68, 69, 69A or 69B if the mobile phone is temporarily unable to access the emergency call service because of an incident that:
(a)	 affects the phone’s ability to access the emergency call service; and
(b)	does not relate directly to the phone; and 
(c)	once resolved, restores the phone’s ability to access the emergency call service without the need to undertake remediation steps.  
71B  Transitional arrangements – Amendments made by the Telecommunications (Emergency Call Service) Amendment Determination 2026 (No 1)

	(1)	In this section:
Amendment Determination means the Telecommunications (Emergency Call Service) Amendment Determination 2026 (No.1).
commencement day means the day on which the Amendment Determination commences. 
pre-amendment Determination means the Determination as in force immediately before the commencement day. 

(2)	If:
	(a)	before the commencement day, subsection 69(1) of the pre-amendment Determination applied to a carriage service provider in relation to the mobile phone of an end-user; and
	(b)	the provider is still supplying carriage services to the mobile phone on the commencement day, whether or not the provider complied with subsection 69(2) or (3) of the pre-amendment Determination before the commencement day; and
	(c)	on the commencement day, the provider is aware that the mobile phone is a non-remediable mobile phone, 
		the provider must, in relation to the mobile phone, continue to comply with the provisions in Part 4 of the pre-amendment Determination that apply to the provider, as if those provisions had not been amended or repealed by the Amendment Determination. 
	(3)	If:
	(a)	before the commencement day, subsection 69(1) of the pre-amendment Determination applied to a carriage service provider in relation to the mobile phone of an end-user; and
	(b)	the provider is still supplying carriage services to the mobile phone on the commencement day, whether or not the provider complied with subsection 69(2) or (3) of the pre-amendment Determination before the commencement day; and
	(c)	on the commencement day, the provider:
	(i)		is aware that the mobile phone is a remediable mobile phone, or
	(ii)		is not aware whether the mobile phone is a remediable mobile phone or a non-remediable mobile phone,
		the provider must, in relation to the mobile phone, comply with section 68, and either section 69 or 69A (whichever applies).
	(4)	If subsection (3) applies, for the purposes of the requirements in sections 68, 69, 69A and 69B, the carriage service provider is taken to have identified, or become aware, that the end-user’s mobile phone is unable to access the emergency call service, on the commencement day. 



[bookmark: _Toc212797908]Part 5—Other requirements for carriers in relation to emergency calls made on a mobile phone, information sharing requirements during specific types of outages and management plans prior to planned changes 

[No changes proposed to this Part]
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[bookmark: _Toc212797921]Part 6—Disruption Protocols during and after a major outage or a disruption to the emergency call service
[No changes proposed to this Part]
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[bookmark: _Toc212797923]Schedule 1 – Disruption Protocols
[No changes proposed to this Schedule]
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