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Dear Mr, Kleiner, 

Airport quality indicators – second consultation paper on draft recommendations 

I am writing to you to today to respond to the Australian Competition and Consumer Commission’s 

(ACCC’s) consultation paper (the Paper) on its Review of Airport Quality Indicators (the Review) at the 

four airports (Brisbane, Melbourne, Perth and Sydney) monitored by the ACCC. 

This letter from the Australian Airport Association (AAA) supports the submissions provided by the four 

monitored airports and adds additional views from a whole-of-industry perspective on the Review and 

the Consultation Paper (the Paper). Many of the comments made by the AAA to the ACCC earlier in 

2022 in the first round of the Review remain relevant. The AAA’s earlier submission to the Review is at 

Attachment A.  

The AAA makes the following comments on the proposed measures from the Paper: 

Separation of matters into ‘Domestic’ and ‘International’  

The AAA does not support the separation of quality indicators into ‘Domestic’ and ‘International’ 

streams. 

Recommendations on aspects and matters 

Broadly the AAA does not support changing current record keeping and reporting requirements in 

aspects and matters. It does not support the additional information collection and reporting 

requirements proposed in sections 3.31 and 3.32 of the Paper. 

The sections below highlight particular items where additional commentary is made by the AAA.  

Item 3 – Check-in Services and Facilities: The AAA does not support changing the current record 

keeping and reporting requirements for this item. In any case, the Item does only captures the gross 

numbers of check-in facilities, but does not capture the tenant airlines’ staffing of said facilities which 

more effectively captures the customer experience. 

Item 4 – Security Inspection: The AAA does not support changing the current record keeping and 

reporting requirements for this item. There are significant concerns the proposed measures in 3.51, 

particularly the queuing time measurement, are crude measures of airport performance monitoring, 

given that significant aspects of the airport security screening system’s performance are under the 

control of either the original equipment manufacturer (OEM) or the security regulator (Department of 

Home Affairs).   

Item 7 – Customs, Immigration and Quarantine: The AAA does not support changing the current record 

keeping and reporting requirements for this item. There are significant concerns the proposed 



measures in 3.60, particularly the number of automated Smartgate immigration terminals and terminal 

floorspace dedicated to border services, are crude and inaccurate measures of airport performance, 

since these parameters are set by Department of Home Affairs/Australian Border Force.   

Item 8 – Flight Information: The AAA does not support changing the current record keeping and 

reporting requirements for this item. As stated in the General Comments section, airports occupy a 

‘system within systems’, with many critical systems provided by third party suppliers such as passenger 

information display screens (PIDS) and the associated software systems.  

Many of the ‘systems within systems’ are vulnerable to external attack and often beyond the control of 

the infrastructure owner/manager. For example, the 2017 ransomware attack on PIDS across the 

German rail network exploited a vulnerability of the Windows operating system driving the proprietary 

system and was found not to be the fault of the rail operator.  

Therefore, the proposed requirement in 3.63 to report number and duration of PIDS outages to be 

something at the edge of an airport’s ability to control. If PIDS outages occurred as part of a 

cyberattack against a monitored airport, it would also be reported to Australian Government’s Critical 

Infrastructure and Cybersecurity Centre as part of the mandatory reporting process for cyberattacks. 

It is also worth noting that the proposal in 3.64 for airports to report on the terminal area covered by 

hearing augmentation is currently being reviewed by the Department of Infrastructure, Transport, 

Communications, Regional Development and the Arts as part of the Stage 2 Reforms of the Disability 

Standards for Accessible Public Transport 2002. It is not recommended 3.64 be considered by the 

ACCC until the Stage 2 reform process is complete. 

Item 9: Gate Lounges – The AAA does not support changing the current record keeping and reporting 

requirements for this item. Regarding proposed measure 3.79, the issue of provision of accessible 

seating in gate lounges is currently being reviewed by the Department of Infrastructure, Transport, 

Communications, Regional Development and the Arts as part of the Stage 2 Reforms of the Disability 

Standards for Accessible Public Transport 2002. It is not recommended 3.79 be considered by the 

ACCC until the Stage 2 reform process is complete. 

General Comments:  

Airports are part of a ‘system of systems’. As net consumers of systems, sourced from a range of 

private sector suppliers including electronic payment systems used by airport retailers, voice and data 

telecommunications systems and other systems used by airports such as power distribution, 

environmental control, building management and business systems. Airports are also users of systems 

provided by the Australian Government, such as safety-critical Air Traffic Control systems provided by 

Airservices Australia, the Bureau of Meteorology’s weather equipment and systems for border control 

and biosecurity operated by Border Force and Department of Agriculture respectively.  

The AAA strongly recommends the ACCC fully explores and understands the interdependencies 

between airports and their private sector and government-supplied systems that allow them to function 

effectively.  

Australia’s airport sector is heavily regulated, with the four largest airports monitored by the ACCC face 

regulation on:   

• security matters under the Aviation Transport Security Act 2004 and potentially a future 

amendment giving effect to the Australian Government’s critical infrastructure reforms,  






