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Introduction  

https://minister.infrastructure.gov.au/rowland/media-release/albanese-government-will-ensure-telco-customers-are-treated-fairly


1. The current co-regulatory framework and TCP Code are no longer 
fit for purpose 

1.1 The Code is not operating effectively to protect consumers 

¶ 

¶ 

¶ 

¶ 



1.2 We have seen how direct regulation creates better outcomes for telcos and consumers 

¶ 

¶ 

¶ 

1.3 Direct regulation would empower the ACMA to enforce the rules in a more agile way 

 

https://www.legislation.gov.au/Details/C2023C00020
https://www.legislation.gov.au/Details/F2021C00265
https://www.legislation.gov.au/Details/F2020L00179
https://www.legislation.gov.au/Details/F2022L00548
https://www.tio.com.au/sites/default/files/2020-09/TIO%20AR2019-20_High-Res.pdf
https://www.tio.com.au/sites/default/files/2021-09/TIO_AR_Accessible_LR.pdf
https://www.tio.com.au/sites/default/files/2022-09/4097_TIO_AR_22_FA-WEB.pdf
https://www.legislation.gov.au/Details/C2023C00087


 
1.4 In the absence of direct regulation, we support improvements to the Code  

¶ 

¶ 

¶ 

¶ 

2. The Code should protect consumers against poor selling practices 

2.1 The Code should include clearer remedies for misleading sales conduct and other poor 
sales practices 

https://www.tio.com.au/sites/default/files/2021-07/TIO%20submission%20to%20Department%20on%20Part%20C%20of%20Consumer%20Safeguards%20Review%20%28October%202020%29.pdf
https://www.tio.com.au/sites/default/files/2023-05/TIO%20Q3%20Complaints%20Report%202022-2023_HiRes.pdf


¶ 

¶ 

¶ 

¶ 

¶ 

¶ 

¶ 

¶ 

¶ 

¶ 

¶ 

¶ 

¶ 

https://www.legislation.gov.au/Details/C2023C00043


 

 
 



 
2.1 The Code requires more robust credit assessment rules to protect consumers   

https://www.tio.com.au/sites/default/files/2020-10/TIO%20submission%20to%20Department%20on%20Part%20C%20of%20Consumer%20Safeguards%20Review%20%28October%202020%29.pdf




 
2.2 There should be clear record-keeping obligations for sales and marketing activities 

https://www.tio.com.au/sites/default/files/2020-10/TIO%20submission%20to%20Department%20on%20Part%20C%20of%20Consumer%20Safeguards%20Review%20%28October%202020%29.pdf
https://www.tio.com.au/sites/default/files/2020-10/TIO%20submission%20to%20Department%20on%20Part%20C%20of%20Consumer%20Safeguards%20Review%20%28October%202020%29.pdf


 

 

 

 





2.3 Critical information summaries should contain information about mandatory cancellation 
methods 



2.4 The Code should prescribe information requirements about mobile coverage  

https://www.tio.com.au/sites/default/files/2022-07/Investigating%20complaints%20about%20essential%20mobile%20services_03.pdf
https://www.tio.com.au/sites/default/files/2022-07/Investigating%20complaints%20about%20essential%20mobile%20services_03.pdf
https://www.legislation.gov.au/Details/F2022L00548


3 The current consumer protections for financial hardship are not 
supporting consumers to stay connected 

3.3 Telcos should be required to proactively identify consumers experiencing payment 
difficulties  

https://www.tio.com.au/sites/default/files/2023-04/TIO%20Financial%20Hardship%20Complaints%202021%20%E2%80%93%202023.pdf
https://www.acma.gov.au/sites/default/files/2023-04/Financial%20hardship%20in%20the%20telco%20sector_Keeping%20the%20customer%20connected.pdf
https://www.abs.gov.au/statistics/economy/price-indexes-and-inflation/consumer-price-index-australia/latest-release
https://www.abs.gov.au/statistics/economy/price-indexes-and-inflation/selected-living-cost-indexes-australia/latest-release
https://www.tio.com.au/sites/default/files/2021-08/TIO_Systemic_Report_Responding%20to%20Consumers%20in%20Financial%20Hardship_fa_HiRes%20%28f1%29.pdf


 

 

https://www.tio.com.au/sites/default/files/2021-08/TIO_Systemic_Report_Responding%20to%20Consumers%20in%20Financial%20Hardship_fa_HiRes%20%28f1%29.pdf
https://www.acma.gov.au/sites/default/files/2023-04/Financial%20hardship%20in%20the%20telco%20sector_Keeping%20the%20customer%20connected.pdf
https://www.esc.vic.gov.au/electricity-and-gas/codes-guidelines-and-policies/energy-retail-code-practice
https://www.legislation.sa.gov.au/__legislation/lz/c/a/national%20energy%20retail%20law%20(south%20australia)%20act%202011/current/2011.6.auth.pdf
https://www.legislation.sa.gov.au/__legislation/lz/c/a/national%20energy%20retail%20law%20(south%20australia)%20act%202011/current/2011.6.auth.pdf


 

3.2  4ÈÅ ÔÉÔÌÅ Ȱ&ÉÎÁÎÃÉÁÌ (ÁÒÄÓÈÉÐȱ ÓÈÏÕÌÄ ÂÅ reviewed because it is not inclusive 

 
3.3 4ÈÅ ÃÕÒÒÅÎÔ ÄÅÆÉÎÉÔÉÏÎ ÏÆ Ȱ&ÉÎÁÎÃÉÁÌ (ÁÒÄÓÈÉÐȱ ÓÈÏÕÌÄ ÂÅ revised to include all consumers 
needing support  

 

https://www.esc.vic.gov.au/electricity-and-gas/codes-guidelines-and-policies/energy-retail-code-practice
https://www.esc.vic.gov.au/electricity-and-gas/codes-guidelines-and-policies/energy-retail-code-practice


 

¶ 

¶ 

https://www.tio.com.au/sites/default/files/2021-08/TIO_Systemic_Report_Responding%20to%20Consumers%20in%20Financial%20Hardship_fa_HiRes%20%28f1%29.pdf
https://www.tio.com.au/sites/default/files/2023-04/TIO%20Financial%20Hardship%20Complaints%202021%20%E2%80%93%202023.pdf


 
3.4 Payment assistance should be fair and tailored to the consumer  

¶ 

¶ 

¶ 

¶ 

https://www.tio.com.au/sites/default/files/2020-10/TIO%20submission%20to%20Department%20on%20Part%20C%20of%20Consumer%20Safeguards%20Review%20%28October%202020%29.pdf
https://www.tio.com.au/sites/default/files/2020-10/TIO%20submission%20to%20Department%20on%20Part%20C%20of%20Consumer%20Safeguards%20Review%20%28October%202020%29.pdf
https://www.tio.com.au/sites/default/files/2021-08/TIO_Systemic_Report_Responding%20to%20Consumers%20in%20Financial%20Hardship_fa_HiRes%20%28f1%29.pdf


 






































